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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 (5 November 2009) 
The Committee considered one appeal concerning TVL with the following outcomes:  

Appeal no. Nature of appeal Outcome of appeal 

Appeal 2009.05 Mishandling of complaints against TVL by the BBC 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 
The appellant set up a quarterly direct debit plan in July 2007 to pay for his TV licence. 
He subsequently cancelled the direct debit and attempted to make payments via BACS as 
he did not realise this was not permitted. This resulted in TV Licensing terminating his 
licence early (after 3 months). He engaged in correspondence with TV Licensing over the 
following 14 months over confusion as to his licence status.  

The appellant has been through the full BBC management complaints process but remains 
dissatisfied with the way in which his complaint has been addressed. His appeal concerns 
a request for compensation for his time and materials expended in determining his licence 
situation over the 14 months. 
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Appeal findings 
The Trust investigation reviewed the full set of correspondence between the appellant, 
TVL and BBC management.  

The Committee concluded: 

• the original event that led to the complaint was the cancellation of the direct 

debit by the appellant 

• the first two explanatory letters received from TV Licensing, while correct in the 

information they contained, did not fully explain the appellant’s licence position 

• the later assumption by TV Licensing that the appellant had moved out, and 

subsequent sending of generic warning letters, was regrettable but reasonable in 

view of TVL’s letters being ‘returned to sender’ 

• the BBC Head of Revenue Management clearly answered and resolved the 

appellant’s query, and during correspondence answered other queries raised by 

the appellant  

• the final replies received by the appellant from the Head of Revenue 

Management and the 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. 

• the handling of this complaint did not justify an award of compensation.   

The appeal was not upheld as the Committee found that the complaint had been 
satisfactorily resolved by the Executive complaints handling process.  

Arising from this appeal, the Committee made a recommendation to the BBC Executive 
concerning the communications issued by TVL in response to a complaint. The Committee 
believes that more care taken by TVL in responding to a complaint would help to resolve 
this type of case at an earlier stage.   


