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Remit of the Finance & Compliance Committee 
The Finance & Compliance Committee (FCC) 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 FCC to consider appeals to the Trust that relate to TV 
Licensing (TVL).  

The Committee currently comprises five 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 TVL. 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.) 

 

Summary of findings (13 January 2010) 
The Committee considered one appeal concerning TVL with the following outcomes:  

Appeal no. Nature of appeal Outcome of appeal 

Appeal TVL0010 Compensation for TV Licensing direct debit error; 
and manner of TV Licensing and BBC staff 

Not upheld 

More detail on this appeal is provided below. The Trust has withheld the personal details 
of the appellant, who has received a direct reply from the Trust. 

 

Background 
TV Licensing set up a direct debit in error from the appellant’s building society account 
(the direct debit was nothing to do with the appellant). When the appellant notified his 
building society and TV Licensing the money was refunded. However, the appellant is 
unhappy that he has wasted time in resolving the situation which TV Licensing admitted 
was caused by their error.  

He appealed on three main grounds; i) that he did not receive adequate compensation for 
his loss of time in resolving the issue with his building society (although he did not 
indicate that he had suffered any financial loss as a result) ii) that a TVL agent was rude 
and misleading to him on the phone and iii) that a BBC manager was rude and misleading 
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to him on the phone. The appellant has been through the full BBC management 
complaints process but remains dissatisfied with the way in which his complaint has been 
addressed. 

 
Appeal findings 
The Trust investigation included a review of the full set of correspondence between the 
appellant, TVL and BBC management. It also included listening to a recording of the 
conversation with the TV Licensing agent who was the subject of one element of the 
complaint, and speaking with the manager (and her line manager) who was the subject of 
another element of the complaint. 

The Committee concluded: 

• that the original event that led to the complaint was the error by TV Licensing in 
setting up the direct debit from the appellant’s account 

 
• that this was regrettable, and it was right that TV Licensing had promptly 

admitted the error, apologised and refunded all of the money (under the direct 
debit guarantee) 

 
• that it was unfortunate that the building society in question had not checked the 

name of the direct debit holder against the account numbers received from TV 
Licensing 

 
• that, while human error can never be entirely eliminated, it is important to have 

in place processes to minimise issues such as arose in this case. The Committee 
was reassured by the BBC Executive’s response to the appellant that they would 
reinforce to TV Licensing agents the importance of accuracy when setting up 
direct debits 

 
• that, nevertheless, the Executive response was appropriate. The appellant had 

suffered no financial loss following the investigation and resolution of the original 
event. 

 
• that the Committee was satisfied that the TV Licensing agent had been neither 

rude nor misleading in his conversation with the appellant 
 
• that the Committee was satisfied that the BBC manager had been neither rude 

nor treated the appellant “as a hindrance” nor “ended the conversation abruptly”. 
The Committee noted that the conversation had lasted approximately 45 minutes 
and was terminated politely when it appeared that no further progress was being 
made. 

 
• that, overall, all correspondence by TV Licensing, the BBC Head of Revenue 

Management and the BBC Chief Financial Officer showed that care had been 
taken in addressing each of the appellant’s individual queries and that the replies 
were timely and courteous. 
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The appeal was not upheld as the Committee found that the complaint had been 
satisfactorily resolved by the Executive complaints handling process.  
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