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1 Introduction 

The Royal Charter requires the BBC Trust to publish a protocol which outlines how it will actively seek 

the views of, and engage with, licence fee payers, and to consult on these plans.  A draft protocol was 

developed and used as the basis of the BBC Trust Audience Engagement Consultation, which ran from 

14 May to 3 August 2007, and included an open consultation questionnaire and qualitative and 

quantitative research.  This report summarises the findings of the quantitative research, conducted by 

BMRB among 2,060 adults. 

1.1 Objectives 

The objectives of the research were to provide the BBC Trust with information on how best to involve 

and communicate with licence fee payers in order to inform the development of an amended Audience 

Engagement protocol. Furthermore, the analysis of the research findings provides an understanding of 

how views differ among particular audience groups, taking into account their relationship to the BBC 

and their awareness of the BBC Trust and its role. 

1.2 Methodology 

A mixed-methodology research approach was employed to meet the objectives of the study. Half of 

the interviews were conducted face-to-face in respondents’ homes and half were conducted online 

using the Lightspeed Research online access panel in the UK. This approach had the dual advantages 

of being both cost-effective and also offering people who may not otherwise have been available the 

opportunity to participate at a time convenient to them through the online route. To maximise 

comparability between the two methods, key sections of the questionnaire required respondent self-

completion in both the face-to-face interviews and the online interviews. 

• 2,060 UK adults interviewed (half online, half face-to-face) between 6th June and 4th July 2007. 

• The sample was boosted within UK nations and non-white groups to allow detailed analysis 

within these audience groups. 

• Detailed questionnaire (c.30 minutes duration) covering demographic profile, media 

consumption, weight of BBC usage, opinions on BBC and the key section exploring interest in 

engaging with the decisions and activities of the BBC Trust and preferred mode of 

engagement. 

• The data were weighted by demographics, ethnicity and internet use to ensure they were 

representative of the UK population as a whole. 
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2 Audience Groups 

The sample was subdivided into a number of groups according to respondents’ perceived relationship 

with the BBC – described below in terms of Stakeholder/Consumer Relationships. These groups, 

alongside the BBC Trust Audience Segmentation (initially developed using the findings of the Purpose 

Remit Consultation research), provided the context for assessing the level and type of involvement 

with the BBC Trust’s decisions and activities desired by respondents. The size of the groups was 

consistent with findings from previous research undertaken by the Trust regarding BBC approval and 

relationships. 

2.1    Stakeholder/Consumer Relationships 

Following previous research three groups were identified, namely those respondents who regarded 

themselves as: 

25%

31%

4%

40%

Stakeholder

Consumer

Irrelevant

DK

Base: All UK adults aged 15+ (2060)  

Figure 1: Perceived relationship with the BBC 

Stakeholders of the BBC who reported “I think of myself as a stakeholder in the BBC - as a licence 

fee payer, I would like to get more actively involved in having a say in what the BBC does”. 

Consumers of the BBC who reported “I think of myself as a consumer of BBC output - I'm bothered 

about the programming and services it provides”  

and those who find the BBC irrelevant who reported that, “I'm not bothered either way - the BBC is 

largely irrelevant to me.” 

As shown in Figure 1, The Stakeholder group comprises 25% of UK adults and has a slight skew 

towards the 25-54 ABC1C2 demographic. Only 50% of the Stakeholder group reported that they 

believed the BBC offers good value, in contrast with the Consumer group, 63% of whom reported that 
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the BBC offers good value. While both these groups consume more BBC content than the ‘irrelevant’ 

grouping, the Consumers’ interest in the BBC’s activities is driven by their heavy consumption of BBC 

content, whereas Stakeholders consume less BBC content, but are driven to engage with the BBC as a 

stakeholder. These groups represent two motivations for engaging in the BBC. The latter group, the 

Irrelevant group represent a group who are currently less motivated or willing to be engaged by the 

BBC Trust.  

2.2 Opinion Sharers 

Again, for the purposes of analysis, respondents were split into three roughly equal sized groups 

according to how often they report that they share their opinion, views or feedback with other 

organisations and how many of the organisations listed in the questionnaire they have actually 

contacted.  This was done to provide another perspective on licence-fee payers’ attitudes towards 

engaging with the BBC Trust. The top group of High Opinion Sharers tended to be 25-54 ABC1, 

have young children, and to be in full time employment. They were more likely than average to live in 

Northern Ireland, have a heavier internet penetration and were more likely to describe themselves as 

Stakeholders of the BBC (see section 2.1). Low Opinion Sharers were more likely to be 45+ 

C2DE, retired, with lower income, live in Scotland or Wales and belong to an ethnic minority. 

Furthermore, this group was dominated by heavy analogue TV viewers and was less likely to have 

internet access. This group tended to find the BBC Irrelevant. 

3 Awareness of the BBC Trust 

The study also measured the Awareness of BBC Trust among the UK adult population. This study 

preceded the period of heightened media presence related to premium phone lines and, at the time of 

fieldwork, 38% of respondents were aware of the BBC Trust (i.e. they had heard of it before). 18% 

reported some knowledge of what the BBC Trust does. This may well be appreciably higher towards 

late 2007. Awareness of the Trust was notably lower in Wales (27%). 46% of Stakeholders, 43% of 

Consumers and only 25% of the Irrelevant Group were aware of the BBC Trust. A relationship 

between awareness of the BBC Trust and sharing behaviour is also present with 49% of High Sharers, 

40% of Medium Sharers and 27% of Low Sharers claiming to be aware of the BBC Trust. 

Awareness was compared with other media regulators. For most other organisations, at least 75% of 

respondents were aware (i.e. they had heard of the body). 55% had some knowledge of the activities 

of other media regulators (ICTSTIS, Ofcom, BBFC, PCC, ASA). This signals a lot of room for growth in 

awareness for the BBC Trust in future. This challenge is not just to increase presence, but to create 

positive perceptions of the Trust’s role: only 52% of respondents agreed that the BBC Trust would be 

open to feedback, and 44% felt that their personal views would be taken into account.  

Although it is difficult to specify cause and effect, the research provides some evidence to suggest 

that an increase in awareness could lead to increased participation and a more positive perception of 

the BBC Trust. People who were already aware of the Trust in the research were more positive about 

how open it would be to the feedback of audiences compared to those who had not heard of the 

Trust. Similarly, those who’d heard of the Trust were more interested in personally having a say in a 
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range of Trust activities and decisions. They also rated the BBC slightly more highly overall, and were 

more likely to believe that it provided good value for money. 

Awareness of the BBC Trust compared to other media regulators 

The Advertising Standards Authority (ASA) 82%
The Press Complaints Commission (PCC) 77%
Ofcom 75%
The British Board of Film Classification (BBFC) 75%
ICSTIS - The premium rate telephone services regulator 40%
The BBC Trust 38%
 

4 Having a say in the running of the BBC and other organisations 

In order to construct a realistic picture of the public’s current and desired involvement with the BBC 

Trust, respondents were asked about their involvement with other organisations. Respondents’ 

feelings about the importance of being able to have a say in the running of particular organisations 

varied according to the nature of the organisation. 73% reported that it was important for the public 

to have say in the running of the BBC, while only 34% felt that way about the running of Sky.  The 

NHS topped the list with 91% stating that it was important for the public to have a say. The BBC finds 

itself midway between public and private sector organisations. Although few licence fee payers 

actually do give their opinions (8% have voiced their opinions, views or feedback to the BBC), it is 

considered more important for people to have a say in the BBC than other media organisations (but 

as shown in Figure 2, less important than for other public services). However when asked about 

personally getting involved in specific Trust BBC Trust activities or decisions, responses ranged from 

between 6% and 14% who said that they would do so.  

 

Your local hospital

The NHS

Your Local Council Services

The Education System

Your Local School

Utility suppliers

The BBC

Supermarkets

Local Newspaper

National newspapers

Channel 4

Independent Local Radio

Sky

Public

Private Media

Services

 

Figure 2: Importance of having a say in the running of particular organisations 
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81% of all licence fee payers agreed that asking audiences for their views can lead to better decisions 

being made about the BBC. 86% of the Stakeholder group, 80% of the Consumer group, and 84% of 

the Irrelevant group agreed to this. It is clear that those who are less engaged with the BBC tend to 

be less engaged with organisations generally. Although the Irrelevant Group are “not bothered” about 

the BBC, there is evidence to suggest that this group feels that the BBC should be engaging the public 

more. 

89% agreed that it is important for public organisations to consult widely before making a decision on 

behalf of the public. The challenge lies in that 54% rarely or never share their opinions, views or 

feedback, but somewhat contradictorily, 52% of this group who rarely or never share their opinions, 

views or feedback believe it is important for the public to share their opinions with the BBC. Figure 3 

shows how this feeling of ‘importance to engage’ differs with perceived relationship to the BBC.  

Only 15% of respondents reported that they regularly share the opinions, views or feedback with any 

organisation. This presents a challenge for the BBC Trust to identify ways to engage the hard to reach 

and more disengaged groups, particularly those who are currently light consumers of BBC content 

and personally disinterested in engaging with the Trust. 

 

45%

53%

37%

39%
27%

19%

0%

25%

50%

75%

100%

Stakeholder Consumer Irrelevant

Very important

Quite important

Neither important nor
unimportant
Quite unimportant

Very unimportant

Base: All UK adults aged 15+ (2060)  

Figure 3: Importance in having a say in the running of the BBC 
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5 Communicating with Audiences 

Learning how individuals have communicated with organisations in the past, as well as how they wish 

to communicate with the BBC Trust in future is the first step to meet this challenge. 

5.1 Past and current methods of communicating to organisations 

Writing letters (36%) and making a phone call to an organisation (30%), followed closely by sending 

an e-mail to an organisation (27%) have to date been the most popular channels to share opinions, 

views and feedback with organisations. Figure 4 shows how the more traditional and direct channels 

of communication dominate interaction with organisations. 

 

Base: All UK adults aged 15+ who have shared their opinion with an organisation (1204)

43%

36%

30%

27%

25%

23%

20%

18%

16%

16%

16%

14%

8%

6%

6%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Took part in research (also focus groups)

Written a letter to an organisation

Made a phonecall to an organisation

Sent an e-mail to an organisation

Attended a meeting

Made an enquiry

Written a letter about an organisation

Made a phonecall about an organisation

Responded to a leaflet

Website or Blog

Sent an e-mail about an organisation

Taken part in a formal consultation

Responded to an article in the Media

Protest March

Organised an activity

 

Figure 4: Figure 4: Ways in which previously shared opinions, views and feedback with organisations 

 

However, there are large variations in how different demographic groups have communicated with 

organisations. Those aged 15-24 did not rely on traditional methods but preferred electronic forms of 

communication such as e-mail (30%) and using a website or blog (22%). Respondents in the 34-
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54C2DE demographic preferred traditional methods of communication such as making a phone call to 

an organisation (40%), and attending a meeting (30%). Ethnic minorities preferred making a phone 

call to an organisation (35%).  

5.2 Desired methods of communicating to the BBC Trust 

This pattern extends to desired forms of communicating with the BBC Trust in future, with the 

exception that all groups claim a higher desire to communicate electronic methods. There was a 

stronger demand for e-mail (41%) and using a website or blog (33%)These findings support the need 

to offer a wide range of communication methods in order to maximise the opportunities for receiving 

feedback and to be inclusive of all licence fee payers. While electronic methods are becoming 

increasingly popular, this is particularly true for the young, but not such a marked preference among 

groups who are the least likely to engage with the BBC, such as the Lower Sharers and Irrelevant 

groups. 

5.3 Desired methods of receiving information from the BBC Trust 

Two key messages emerge from the research. Firstly, there is a strong desire to receive information 

about the BBC Trust particularly, as part of or within BBC content. 42% of respondents wished to 

receive feedback within BBC TV programming, 41% on BBC.co.uk. However, moving towards newer 

methods of communication has the potential to exclude those groups which are less motivated to 

engage with the Trust, by promoting those channels of communication in which they are less 

comfortable using. 

Secondly, there is a marked difference between those who are engaged with BBC content and the 

BBC, and those who have a more distant relationship with the BBC. For the latter group who are light 

consumers of BBC content, there is a preference for receiving information through media other than 

the BBC. By way of example, the Irrelevant group showed more preference to hear about the BBC 

Trust through a short trailer on television or radio, over having this information imbedded within BBC 

programming. As expected, this group was not motivated to receive information and did not therefore 

identify many preferred channels.  

5.4 General reporting 

95% of the sample wanted the BBC Trust to report back to licence fee payers on its activities. 23% of 

respondents signalled that they preferred the BBC Trust to publish a full report, with 20% opting for a 

summary report. 41% of those who opted for a full report also opted for a summary report. There 

therefore seems to be some desire for a top-line report, followed by a more complete annual report. 

52% of the sample feel that the BBC Trust should public an annual report. 26% of the Irrelevant 

group still feel that the BBC Trust should publish an annual report – i.e. despite their indifference 

towards the BBC, they possibly want to know that the BBC Trust is being held to account. 

72% of respondents wished to be personally notified about decisions taken as result of consultations 

in which they have been involved. Among who wanted to be personally notified, 43% were Lower 
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Sharers. This is particularly interesting as these respondents are less likely to seek to give their 

opinions, but are more positive to passively receiving information from the Trust when they have 

been involved in a consultation. 78% of respondents preferred that the BBC Trust publish only a 

summary of comments on the findings of any such consultation.  

6. Engagement with the different activities and decisions of the Trust 

Respondents were provided with a list of the different Trust activities and decisions in which they may 

be involved. 

These were: 

a. Decisions on whether to approve the launch of a new BBC service (such as a new television 
channel or radio station) 

b. Decisions on whether to approve a substantial change to a BBC service 

c. Decisions on whether to approve the closure of a BBC service 

d. Setting up an overall system to handle complaints about the BBC 

e. Decisions on whether to uphold individual complaints about the BBC 

f. Monitoring the BBC's performance to make sure it is delivering what is expected of it 

g. Allocating money to the BBC for strategic developments 

h. Approving guidelines on appropriate standards for BBC content 

i. Making sure the BBC complies with regulatory requirements and with the law 

j. Investigating any BBC activity which it suspects may not comply with requirements 

k. Investigating whether new BBC services provide value for money for the public 

l. Making sure the BBC operates fairly in any of its commercial activities 

m. Making sure that the licence fee is collected in an efficient and appropriate way 

Respondents were also asked which BBC Trust activities or decisions they would like the BBC Trust to 

involve the public in, and also how the Trust could engage the public. These were referred to as 

different modes of engagement, and were: 

1. Give information: make details of the Trust's decisions available to licence fee payers (for 
example online, through the media, using BBC services). 

2. Formal Consultation: ask people and organisations to comment on a particular plan or 
proposal. 

3. Listen to individual views: encourage people to have their say (for example, at public 
meetings, through online discussions, radio phone-ins etc.). 
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4. Gather information through research: speak to a sample of different types of people to 
find out about their needs and concerns (for example through surveys, focus groups etc). 

5. Involve representative bodies in decisions: give certain bodies a joint role in making 
decisions (for example working with the BBC's National and Regional Audience Councils, using 
advisory committees, specialist interest groups and charities, panels of people who use 
services etc). 

Differences in how respondents answered the above highlighted four focus areas, into which the 

statements were grouped for analysis. These distinctions are shown in Figure 5 and described 

below: 

6.1 Involvement in Trust activities or decisions 

82%

82%

81%

75%

72%

68%

68%

63%

63%

61%

60%

57%

52%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

New BBC service provides value for money for the public

Approve the closure of a BBC service

Approve a substatial chance to a BBC Service
Monitoring BBC's performance to make sure it is delivering

what is expected of it

Approve the launch of a new BBC service

Overall system to handle complaints about the BBC

Guidelines on appropriate standards for BBC content

Operates fairly in any of its commericial activities

Uphold individual complaints about the BBC

Allocating money to the BBC for strategic developments
Activity which it suspects may not comply with

requirements
The licence fee is collected in an efficient and appropriate

way

Complies with regulatory requirements and with the law

Base: All UK adults aged 15+ (2060)  

Decisions 

regarding changes 

to- and value of 

the BBC offering 

Decisions 

regarding the 

monitoring of the 

BBC’s 

performance and 

standards 

Decisions 

regarding the 

management of 

complaints 

Decisions 

regarding the 

compliance with 

regulatory 

Figure 5: Desired involvement in the BBC Trust activities and decision areas 

 

While differences occurred along demographic and age lines, all modes of engagement were generally 

viewed appropriate, or having a role to play. Below mentions those modes which were more preferred 

as modes of engagement in the four focus areas. 

6.1.1 Decisions regarding changes to- and value of the BBC offering 

The areas where it was most important to involve the public were investigating whether a new BBC 

service provides value for money for the public, approving the closure of a BBC service, approving a 
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substantial change to a BBC Service and approving the launch of a new BBC service. Furthermore, as 

shown in Figure 5, these decisions and activities were clustered to the top of the list of importance. 

82% of the sample wanted the BBC Trust to involve licence fee payers in determining value for 

money. Gathering information through research and listening to individual views were viewed as more 

suitable ways to engage with licence fee payers in this focus area. 41% of the sample wanted to see 

the BBC Trust gather information through consumer research before approving the launch of a new 

service. 40% of the sample wanted the BBC to listen to individual views before closing a BBC service.  

6.1.2 Decisions regarding the monitoring of the BBC’s performance and standards 

Monitoring the BBC's performance to make sure it is delivering what is expected of it, establishing 

guidelines on appropriate standards for BBC content, and the allocation money to the BBC for 

strategic developments comprised the second most important focus area in which the public wanted 

to be engaged. 

76% of respondents aged 15-24 wanted the BBC Trust to involve the public in approving the launch 

of a new BBC service. 84% of social grade ABC1 wished the BBC Trust to involve the public in 

decisions whether to approve a substantial chance to a BBC Service. 35% of the sample found it most 

appropriate that the Trust listen to individual views and gathering information through research in 

order to measure BBC performance. 

6.1.3 Decisions regarding the management of complaints 

Decisions concerning validity of individual complaints and the setting up of an overall system to 

handle complaints about the BBC were viewed as being the third most important focus area in which 

to engage the public.  

The group most concerned that the public should be involved were those aged 45-54, 75% of whom 

wanted the BBC Trust to involve the public in setting up an overall system to handle complaints about 

the BBC. Generally listening to individual views was found to be a more appropriate mode of 

engagement.  

6.1.4 Decisions regarding the compliance with regulatory requirements and the law 

Determining whether activity complies with requirements, whether the licence fee is collected in an 

efficient and appropriate way and whether the BBC complies with regulatory requirements and with 

the law and operates fairly in any of its commercial activities was seen as the least important area in 

which to involve the public. As shown again in Figure 5, these decision and activities involving 

regulations and the law are clustered to the bottom of this list. The use of representative bodies was 

more popular here, as the public generally do not feel equipped to engage in this area. 

6.2 Communicating outcomes of BBC Trust decisions and activities 

Respondents were further asked about which, if any, of the BBC Trust’s decisions and activities they 

would like to be informed. Interest in the different BBC Trust focus areas as well as an individual’s 
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relationship to the BBC influenced their preferences. Figure 6 illustrates a wide appetite for 

information regarding these activities generally (average of 30%) while decisions related to changes 

to services and value offered by the BBC topped this list (on average 52%).  

54%

52%

52%

50%

49%

42%

37%

34%

34%

34%

34%

33%

32%

0% 10% 20% 30% 40% 50% 60%

Decisions on whether to approve a substantial change to a
BBC service

Decisions on whether to approve the launch of a new BBC
service (such as a new television channel or radio station)

Decisions on whether to approve the closure of a BBC
service

Investigating whether new BBC services provide value for
money for the public

Monitoring the BBC's performance to make sure it is
delivering what is expected of it

Setting up an overall system to handle complaints about
the BBC

Making sure the BBC complies with regulatory requirements
and the law

Making sure the BBC operates fairly in any of its
commercial activities

Allocating money to the BBC for strategic developments

Decisions on whether to uphold individual complaints

Approving guidelines on appropriate standards for BBC
content

Making sure that the licence fee is collected in an efficient
and appropriate way

Investigating any BBC activity which it suspects may not
comply with requirements

Base: All UK adults aged 15+ who believe the BBC should report back on their outcome of their decisions or activities (2020)  

Figure 6: Desired BBC Trust activities and decision areas where the public would like to remain 

informed 

 

This desire to receive information from the BBC Trust also extends to those more distant from the 

BBC. As mentioned above, the Irrelevant group, although wishing to hear less than the other groups, 

still do desire to receive some information – particularly through more traditional channels. 

7 Conclusions 

Awareness of the Trust is currently low. Although this is not unexpected for a new organisation, it is 

important to bear in mind as it represents a barrier to engagement. Licence fee payers are universal 

in their desire that there is a body who will engage them on BBC issues. Despite some groups 

consuming less BBC content, and not being inclined to engage with organisations, there remains a 

requirement that the Trust does consult and involve the public in specific decisions and activities. The 

challenge is to identify ways to promote the existence of the Trust before engaging those who are 

more distant from the BBC.  
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There is a need for the Trust to use a range of communication methods in order to encourage 

involvement from a broader spectrum of the public. While there was a widespread expressed desire to 

have electronic forms of communication, this should not be at the expense of leaving behind those 

groups who are harder to engage, as these groups are more comfortable with traditional methods of 

communication. 
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