
Annex 4: Operational improvements to the 
Complaints Procedures 
 
The governance review made certain recommendations which the BBC is now also 
going to implement1. These are operational changes for the BBC, so we are not 
consulting on these, but they are relevant to the way the complaints procedures 
work. 
 
1. Publication of a single page guide informing people where to complain 

(both within the BBC and externally)  
 

The creation of a single page guide on where to complain should make it easier for 
people to find out who they can complain to both within the BBC and externally 
(about the BBC). This is because there are many different BBC services, many 
different types of complaint and more than one way to complain. In addition the BBC 
will update its information on the Complaints website2 which welcomes visitors and 
explains the BBC’s approach to Editorial and General complaints and what the 
audience can expect from using the complaints procedure.   
 
2. Corrections page on the BBC’s Website 

 
The BBC will establish a corrections page on the BBC’s website outlining when 
significant editorial corrections have been made or apologies issued. Significant 
findings and adjudications (particularly in response to high volume complaints) may 
also be published here. 

 
Bringing together this information in the one place means that people will know 
where to go to find out information about complaint outcomes as well as when the 
BBC has made a correction or apology.    

 
3. The appointment of a ‘Chief Complaints Editor’ within the BBC to 

coordinate complaints handling activity across the BBC Executive. 
 
This appointment is a staffing matter for the BBC and is therefore not for 
consultation. In appropriate circumstances, particularly in respect of Editorial and 
General complaints, the BBC may apply a fast tracked procedure and/or the BBC’s 
Chief Complaints Editor may intervene to assist in the resolution of those complaints.  
 
(a) This means that the usual three stage complaints procedure may be 

shortened. This is to ensure that in certain (usually serious) cases the BBC 
moves swiftly to investigate the complaint, decides what has happened based 
on the evidence and then reaches a decision as to how it will respond. 
 

(b) In respect of other complaints, the Chief Complaints Editor may intervene 
when there has been a significant breakdown in the way a complaint has 
been handled by the BBC. This is to ensure that the BBC takes responsibility 
for a significant breakdown in the complaints procedure and ensures action is 
taken. 

                                                 
1
http://www.bbc.co.uk/bbctrust/about/how_we_govern/governance_review/  

2
http://www.bbc.co.uk/complaints/  
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