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1. Remit of the Finance & Strategy Committee 

The Finance & Strategy Committee (FSC) is responsible for reviewing and approving certain 
financial and other matters as set out in its terms of reference and as directed by the Trust. 
The Trust has directed FSC to consider appeals to the Trust that relate to TV Licensing.  
 
The Committee currently comprises four Trustees. It is advised and supported by the Trust 
Unit.  
 
The Committee considers appeals against the decisions and actions of the BBC Executive in 
handling complaints about TV Licensing. The Committee will consider appeals under the TVL 
complaints framework if a complaint meets the following criteria: 
 

• The appeal concerns a television licensing complaint 
• The complaint has previously been escalated through the BBC Executive’s complaints 

process 
• The appeal must raise a matter of substance. (The guidance on the complaints 

framework suggests this means a serious breakdown in BBC collection procedures 
combined with a poor response from the BBC Executive.) 



 

2. Summary of findings (8 October 2008) 

The Committee considered two appeals concerning TVL with the following 
outcomes:  
 

Appeal no. Nature of appeal Outcome of appeal 

Appeal 2008.01 Mishandling of complaints against TVL by the BBC Not upheld 
Appeal 2008.02 Mishandling of complaints against TVL by the BBC Partially upheld 

 
More detail on these appeals is provided below. 
 
These are the first appeals on TVL activities that the Trust has taken. The issues 
raised in these appeals will be considered alongside other evidence in the Trust’s 
review of TVL collection arrangements which is currently in progress.  
 
These two appeals also concerned complaints initiated well before the new 
complaints framework introduced this year came into effect. As such the handling of 
these complaints prior to reaching the Trust has taken longer than the Trust would 
now expect to be the case.  
 
Note: in order to preserve the personal details of the appellants they have been 
referred only to as appellants throughout. Each has received a direct reply from the 
Trust dealing with their appeals in detail. 
 
 
2.1 TVL Appeal 2008.01 
 
Background 
The original complaint dates from February 2007 when the appellant was told in 
error that he did not have a licence (when he had purchased a mono (black and 
white) licence seven weeks previously). This matter was resolved.  
 
Subsequently the appellant received a series of letters and calls culminating in a visit 
to his home to confirm that he did not have a colour television. The appellant 
complained to the BBC that he was being harassed by TVL and that his complaints 
about this were not being taken seriously.  The appellant has been through the full 
BBC management complaints process but remains dissatisfied with the way in which 
his complaints had been addressed. He states he has a number of issues that have 
not been adequately addressed by the BBC. 
 
The appeal findings 
The Trust investigation reviewed correspondence and conversations with TVL call 
centres. The Committee concluded: 
 
• The appellant has complained about a number of outstanding issues 
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• These issues appear to have been adequately addressed by BBC management 
given the information provided to them by the appellant 

• The conclusions reached by BBC management in dealing with the appellant’s 
complaints remain unsatisfactory to the appellant, but this is not sufficient 
reason to uphold the appeal 

• The final replies received by the appellant from the BBC’s Head of Revenue 
Management and subsequently the Director of Finance show that care has been 
taken in addressing each of the appellant’s individual points and the replies are 
timely and courteous.  

 
The complaint was not upheld. The comments from the appellant concerning the 
tone of letters received from TVL in its enforcement activities will be considered 
within the Trust’s current review of TVL activities.   
 
 
 
2.2 TVL Appeal 2008.02 
 
Background 
The original complaint dates from November 2004 when an enforcement officer 
delivered a TVL communication to the front door of the appellant’s flat. The 
appellant questioned whether the officer had lawful authority to enter the communal 
area of the block of flats to reach the front door.  
 
Subsequently the appellant has engaged in extensive correspondence with TVL and 
the BBC and has been through the full BBC management complaints process. The 
appellant remains in disagreement with the BBC over what constitutes lawful access. 
This is not however the subject of his appeal to the Trust. The substance of the 
appeal is that the BBC mishandled his complaint in two ways: 

• The BBC did not properly establish the facts around his original complaint 
• The BBC carried on a protracted correspondence with the appellant, 

asserting it had acted properly, even though it had not properly established 
the facts and hence could not be sure in that assertion.  

 
The appeal 
The Committee considered the manner in which the BBC had handled the complaint 
from the appellant. In doing so the Committee had access to the full history of 
written communications between the appellant, TVL and the BBC, which 
commenced in August 2002, although the matters under specific consideration in the 
appeal relate to correspondence from November 2004 onwards.   
 
The appeal to the Trust centres on the manner in which the Executive dealt with the 
appellant’s concern about how a TVL Visiting Agent gained access to the internal 
lobby of his block of flats when no permission had been given by the appellant to the 
Visiting Agent to enter the lobby.   
 
The Committee considered whether it was reasonable for the BBC to reply to the 
appellant on this issue without establishing the facts from the Visiting Agent.  In 
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doing so the Committee considered the initial responses by the BBC and then the 
subsequent response in light of ongoing questioning from the appellant.  
 
The Committee considered that the initial responses which provided general legal 
background, including relevant case law, on right of access to communal parts of a 
building were not unreasonable in view of the way in which the appellant had 
phrased his questions.   
 
The Committee noted that the appellant’s subsequent letter of 16 April 2005, which 
was more specific in describing the physical layout of the access to his own property, 
went unanswered for almost a year until the appellant followed up on it. Although 
the reply from the BBC in February 2006, notes it is the first time the appellant has 
raised the physical access of his property this is not addressed in the BBC’s reply 
which simply reiterates the view that the case law previously quoted provides 
adequate authority. 
 
The Committee notes that it is only after persistent follow up from the appellant 
that the BBC gave any consideration to contacting the Visiting Agent and checking 
how access was gained. By this time, July 2007, the Agent was no longer working 
with TVL.  While it is unlikely that contacting the Agent at an earlier stage would 
have changed the outcome of this complaint, there is the possibility that a more 
direct approach to the specifics of this case at an earlier stage in the correspondence 
might have shortened the extensive correspondence by both parties.  In this respect 
the Committee notes that the new TVL complaints framework now in place should 
contribute to reducing the timescale involved in addressing such complaints in the 
future.   
 
The Committee also noted that there were previous dealings between the appellant 
and TVL which show basic errors in the administrative functions of TVL as 
experienced by the appellant. (A request to set up a licence for a second address 
was answered poorly, with the initial error being compounded again and again partly 
because original correspondence had been destroyed.)  These earlier issues were 
resolved and are not the subject of this appeal, but clearly added to the sense of 
frustration experienced by the appellant.   
 
Appeal findings 
 
The Committee concluded 
• the final outcome of the original complaint made to the BBC concerning lawful 

access was reasonable (whilst this is not the subject of this appeal the 
committee believes this is partially relevant to explaining the protracted nature 
of the correspondence in this case) 

• although the initial response from the BBC on legal access was reasonable, the 
BBC could have addressed the specifics of the appellant’s individual 
circumstances at a much earlier stage and brought the correspondence to an 
earlier conclusion 

• there were some basic and avoidable administrative errors in dealing with the 
appellant 
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The appeal was therefore partially upheld on the basis that although initial responses 
were reasonable, the BBC could have dealt with the subsequent correspondence in a 
much more satisfactory manner. 
 
In response to this decision the Trust would 

• Require BBC management to make a general apology to the appellant for the 
frustration he may have felt about the way his complaint was handled 

• Require BBC management to follow up with the TV licensing team the issues 
highlighted by this case concerning basic administrative functions and 
complaints follow up.  
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