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Audience Council Wales submission to BBC Trust Review of bbc.co.uk. 

Audience Council Wales regularly hosts audience outreach events across Wales. During the 

latter part of 2012, the ACW hosted five outreach events with a particular focus on the 

opinions of the BBC’s audiences in Wales on bbc.co.uk. These targeted events took place 

during September, October and November 2012 and included an event with the Open 

University’s staff in Wales, with sixth form pupils from Ysgol David Hughes in Menai Bridge, 

with the ethnic Chinese Welsh community, and with the general public in Welshpool and in 

Swansea. All were productive in terms of gathering comments on the use made by 

audiences of bbc.co.uk and the devices they used to gain access to the site. 

This response also draws upon the comments about bbc.co.uk made by audiences at 

previous ACW outreach events in all parts of Wales. While there were some 

understandable differences in the comments made at the various events in different areas of 

Wales the Council was encouraged by the level of consistency in the messages it received 

from listeners regarding the website. 

It is worth noting at the outset that bbc.co.uk is a very popular destination for web 

browsing and was seen by many participants at ACW audience outreach events as the 

default website to visit when browsing the web. We heard on many occasions that audience 

members had bbc.co.uk as their homepage, and would visit the site many times a day. 

Interestingly, this had a negative as well as a positive aspect to it, in that some audience 

members admitted that they quickly became habituated and accessed the same pages on 

each occasion and were consequently unaware of the range of information available within 
the site.  

The Council is aware that users find material in several different ways, including searching 

(either from within the site, or – more usually and successfully by using external search 

engines. Some users also expressed their pleasure at stumbling serendipitously across 

content of interest and following links (both internal and to external content). The Council 

considers that the News section is already good at providing links to other relevant news 

stories, but that the richness and depth of the browsing experience of users could be 

substantially boosted by an increased number of internal links particularly across the ten 

products of the site. It may be that this could be considered as part of the plans of bbc.co.uk 

of which we have been made aware to boost the personalisation of the site for individual 
audience members. 

Sustaining citizenship and civil society 

The news, weather and sports section of the website are clearly key drivers of audiences to 

the site and an important aspect of the site’s contribution to this Purpose . Several 

participants emphasised that accessing the News section of the site was their primary means 

of keeping up with news both locally, nationally, UK-wide and internationally. The range of 

international news was widely praised as was the depth of background international 
information.  

The key criticism heard by the Council was that both the Wales and in particular the Welsh 

language news suffered from slow refresh rates, particularly at weekends.  The Council 
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considered that this had the potential to inflict significant reputational damage on the BBC’s 
News operation and should be addressed as quickly as possible.  

The ability to access News through multiple devices was also appreciated with the BBC 
News app widely used by those audience members with smartphones. 

Appreciation was also expressed at the Democracy Live service, which many professionals, 

educationalists and interested members of the public greatly appreciated as a means of 

keeping up both with specific political issues but also the general spread of political debate 

across the UK’s political institutions, though naturally enough in Wales the activity of the 
National Assembly for Wales was the primary focus. 

Promoting education and learning 

There was a consensus amongst audiences that the BBC website had an important PSB role 

in promoting and supporting education and learning. This was interpreted widely with 

audiences informing Council that they often used the website to follow up on something of 

interest which they had watched on TV or heard on the radio. This reiterates once again 

the importance of links from programme pages to related knowledge and learning content.  

The Council heard from secondary school students and teachers that the education and 

learning resources provided by the BBC was hugely appreciated and widely used (with 

Bitesize being invariably mentioned) – with this being particularly the case for Welsh 

language material where there is usually no alternative provider. In this context, the Council 

particularly welcomes the completion and implementation of educational materials in Welsh, 

Gaelic and Irish originally commissioned as part of the now long defunct Jam project, and 

would welcome a commitment from BBC Future Media and Technology that these materials 

will be retained and augmented where possible or necessary for delivery through the 4 
screens identified by them for the future delivery of the site. 

Stimulating creativity and cultural excellence 

The Council concurred with audiences that bbc.co.uk contributed significantly to this 

purpose through bbc.co.uk. Many audiences said that iPlayer and the recently launched radio 

iPlayer were key reason for visiting the website. Having a Welsh language interface for both 

products was considered important for users as was ensuring a service for Wales’ national 

radio stations as consistent as for Network radio stations. 

Sport coverage on bbc.co.uk was also mentioned as a key driver of audiences to the site and 

generally praised, though on more than one occasion audiences made the point to Council 

that it had become increasingly difficult to obtain and retain a national picture of Wales 
sport within the BBC Sport site, and that this was a frustration. 

The Council also considered it encouraging that the BBC continued to innovate and offer 

added value to individual programmes through material such as games and interactive 

content. A recent example in the Council’s view was the Wizards vs Aliens site, which it 

considered attractive to its target audience. 
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Reflecting the UK's nations, regions and communities 

There was appreciation of the content provided specifically for Wales by audiences and 
Council shared this appreciation.  

However, there are issues, according to audiences, with localising the bbc.co.uk home page, 

with the process by which users choose their home town/city not immediately evident for 

many users. The Council hopes that these technical issues can be easily resolved in the very 

near future. 

The Council has already made reference to the issues identified by audiences with the news 

section of the site, and so will not repeat those here. 

It also shared the concerns of audiences at some of the difficulties experienced by BBC 

audiences in Wales in using the bbc.co.uk site easily. The most regular issue raised was the 

variation in the location of the language switch button across the pages of the ten products 

which constitute the website. In a generally bilingual society such as Wales, it is the norm 

for most people to choose their language at the beginning of a service journey e.g. when 

using an ATM in Wales. Similarly, when using Wales based websites (such as those for Local 

Authorities, the National Assembly or the Wales Government, but also many other 

organisations e.g. www.churchinwales.org.uk) the expectation is that the language switch 

button appears on the upper right hand corner of each page. This lack of consistency across 

bbc.co.uk’s 10 products is a matter which should be addressed with some urgency so as to 

ensure consistency across the site and to simplify the user journey across the site.  

Similarly, once chosen, this language choice should be remembered throughout the users 

journey across the site.  

Bringing the UK to the world and the world to the UK 

The Council concurred with audiences that bbc.co.uk contributes significantly to this 

purpose and looks forward to the advent of connected TV access to the website which will 

enable smart TVs to access the wealth of information on the site which can augment news 
stories and factual content. 

The Council also heard from both overseas and home audiences who greatly appreciated 

the innovations demonstrated on bbc.co.uk during such key cultural events as the National 

Eisteddfod, with the excellent multi-media coverage on the site enabling them to follow the 
progress of the event.  

Delivering to the public the benefit of emerging communications technologies 

and service 

The Council shares the views of audiences which are strongly supportive of 4 screens policy 

adopted by BBC Future Media and Technology. It considers that web-based innovations 

conceived and delivered by the BBC such as the iPlayer has contributed hugely to the life of 

audiences across the UK and would be keen for this innovative approach to continue.  

http://www.churchinwales.org.uk/
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However, it is vital that the BBC continues to be aware of the pace of technological change 

for the slowest as well as the fastest adopters and also of bandwidth / 3&4 g limitations 

which exist in different parts of the UK. 

Future development 

A suggestion from audiences, which the Council is keen to support, has been that an 

aggregation service should be made available which would draw together Wales related 
content in Welsh and English into one easily accessible location. 

Audiences have also informed Council of their appreciation at the opening of some of the 

BBC’s content archives and the Council hopes that this development will continue in future, 

since it could contribute significantly to several of the BBC’s Purposes.  

Closing comments and questions 

- What is the user journey like for users trying to find content?  

- Who is the home page for and what function should it fulfil? 

- Is there a generational difference in the way people reach different content? Does 

the bbc.co.uk home page fulfil any function for younger people? 

- “Convergence” and “interactivity” – what do these words actually mean? 

- Should knowledge and learning concentrate exclusively on making extant content 

available, or continue producing new content? 

- If headlines aren’t updated quickly on news websites then people will go to other 

news websites for news. Is there a balance to be struck between speed and 

accuracy? 

- Concern at speed of bbc.co.uk news updates at weekends in nations and regions. 

These are perceived as very much the poor relation of TV and radio news content – 

“You wouldn’t have a 4 day old story on a radio or TV news broadcast”. The 

Council is aware of an audience perception of low investment in local and nations 

on-line news. Quality is key. Deterioration of a timely service has quality perception 

and severe dangers of reputational damage.  

- Are editorial standards as high for on-line content? Regular complaints heard from 

audiences regarding poor grammar / spelling as well as about content.  

- Audiences appear to have an appetite for greater personalisation (particularly 

amongst the younger generation - though it has to be easy). Are there data security 

issues? 

- Is the BBC communicating the reasons for changes to bbc.co.uk adequately? Often 

good reasons for changes but is this explained to audiences? 
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- 4 screens strategy appears to be a given but people use the devices in different ways. 

What is the “added value” delivered by the various platforms? In considering the 4 

screens strategy is the presumption that mobile/tablet will in future be the de facto 

platform? What are the implications of this and to what extent has current 

broadband speeds and future roll-out of high-speed broadband and 3g and 4g 

coverage across the UK been considered? 

- Concern that Radio Cymru, Radio Wales and other nations services on bbc.co.uk 

always seemed to be playing catch up behind the initial launch of new technologies. 

Why not incorporate from the start? 

*** 


