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Complaints about Handling and 
Complaints about the Trust, 
Trustees or the Trust Unit 

Introduction 

1.1 This document sets out the Procedure that will normally apply if you make a 
complaint about: 

 
1.1.1 how your complaint has been handled by the BBC Executive;1 
 
1.1.2 how your complaint has been handled by the BBC Trust; or 
 
1.1.3 the Trust, Trustees or the Trust Unit. 

Complaints about how the BBC Executive has handled your complaint 

2.1 If you wish to complain about the way your original complaint has been handled by 
the BBC Executive, you should write to the BBC Department that is handling your 
complaint.   

 

2.2 You should make a complaint about handling within 20 working days of 

your last correspondence with the BBC (though this time limit will not 

apply where you have not received a reply from the BBC).  If you write after 

that time, please explain in your letter why your complaint is late. Exceptionally, the 

BBC Executive may still decide to consider your complaint, if it decides there was a 

good reason for the delay. If the Executive decides not to investigate your complaint, 

you can write to the BBC Trust (address below) and ask the Trust to review that 

decision. If the Trust agrees with you, the Executive will be directed to investigate 

your complaint. If the Trust does not agree with you, the Trust’s decision is final. 

 
2.3 If your complaint about handling is investigated, the BBC Department will aim to 

reply to you within 20 working days though some complaints may take longer than 
others to investigate.  The response to your handling complaint may be incorporated 
into the response to your original complaint.   

 
2.4 If you are dissatisfied with the BBC Executive’s response, you can ask the BBC Trust 

(address below) to review that decision within 20 working days of the date on which 
you received the response from the BBC.  If the Trust agrees with you, the Executive 
may be required to apologise and/or take any appropriate remedial action. If the 
Trust does not agree with you, the Trust’s decision is final. 

 

                                                 
1 This footnote explains references to the BBC Trust and the BBC Executive. The BBC Trust is part of the 

BBC and is its governing body.  The BBC Trust sets the overall strategic direction of the BBC and has general 

oversight of its work.  The BBC Executive is responsible for delivering the BBC’s services in accordance with 

the priorities set by the Trust and is responsible for all aspects of operational management except that of the 

Trust’s resources.  
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trust.editorial@bbc.co.uk 
 
OR 
      

     BBC Trust Complaints Advisor 
     The BBC Trust 
     180 Great Portland Street 
     London, W1W 5QZ 

Complaints that the BBC Executive may not investigate 

2.5 Your complaint may not be investigated if it is trivial, misconceived, hypothetical, 

repetitious or otherwise vexatious.   

2.6 Everyone involved in making or handling a complaint will treat each other with 

respect, and will not use gratuitously abusive or offensive language, whether in their 

complaints or otherwise.  If a complaint contains such language, the BBC Executive 

may invite you to reword your complaint before investigating it.  If you do not reword 

your complaint, the Executive may not investigate it. 

2.7 If the BBC Executive decides not to investigate your complaint for one or more of the 

reasons set out in paragraphs 2.5 and 2.6 above, you can write to the BBC Trust 

(address above) and ask the Trust to review that decision. If the Trust agrees with 

you, the Executive will be directed to investigate your complaint. If the Trust does not 

agree with you, the Trust’s decision is final. 

 

Complaints about how the Trust has handled your complaint or appeal 

3.1 If you wish to complain about the way your appeal has been handled by the BBC 
Trust, you should write to the Director, BBC Trust: 
 

trust.enquiries@bbc.co.uk 
 
Director, BBC Trust 
The BBC Trust 
180 Great Portland Street 
London, W1W 5QZ 

 
If you are unable to put your request in writing or have any other access issues 
please contact the BBC Trust for assistance on 03700 103 100 or textphone 03700 
100 212. 
 

3.2 You should make a complaint about handling within 20 working days of 
your last correspondence with the Trust (though this time limit will not 
apply where you have not received a reply from the Trust).  If you write after 
that time, please explain in your letter why your complaint is late. Exceptionally, the 
Trust may still decide to consider your complaint, if it decides there was a good 
reason for the delay. 

 

mailto:trust.editorial@bbc.co.uk


 

 

 

 

5 

3.3 The Director will consider your complaint and decide whether any investigation or 
other action is called for. That may include asking another senior member of the 
Trust Unit’s staff to take matters forward. 

 
3.4 If your complaint about handling is investigated, it may be referred to the 

appropriate Trust committee for review, and the decision of that Committee is final. 
 
3.5 The Trust will aim to reply to you within 20 working days though some complaints 

may take longer than others to investigate.  A target of 35 working days applies to 
those complaints that require longer or more complex investigation.  The Trust’s 
response to your handling complaint may be incorporated into the response to your 
original complaint.  

Complaints about the Trust, Trustees or the Trust Unit 

4.1 If you are dissatisfied with— 
 

4.1.1 a decision taken by the Trust or one of its Committees2; 
 
4.1.2 the conduct of a particular Trustee, which you believe is a breach of the 
 Trust’s code of conduct3; or 

 
4.1.3 the conduct of a member of the Trust Unit’s staff, 

 
you should in the first instance write to the Director, BBC Trust, setting out your 
complaint and enclosing any relevant evidence: 
 
 trust.enquiries 
 

Director, BBC Trust 
The BBC Trust 
180 Great Portland Street 
London, W1W 5QZ 

 
If you are unable to put your request in writing or have any other access issues 
please contact the BBC Trust for assistance on 03700 103 100 or textphone 03700 
100 212. 
 

4.2 The Director will consider your complaint and decide whether any investigation or 
other action is called for. That may include asking another senior member of the 
Trust Unit’s staff to take matters forward. 

 

4.3 The Trust Unit will write to you to explain what is being done about your complaint. 
You may be contacted to seek clarification of your complaint or to ask you to provide 
further information or evidence. 

 

                                                 
2 The Trust’s committees are the Editorial Standards Committee, the Complaints and Appeals Board, the Trust 

Finance Committee, the Strategy and Approvals Committee, the Audiences and Performance Committee, the 

International Services Committee and the Remuneration and Appointments Committee. All members of such 

committees are Trustees. From time to time the Trust may change the names and roles of these committees, 

set up new committees or wind existing ones up. 
3 http://www.bbc.co.uk/bbctrust/assets/files/pdf/about/how_we_operate/code_of_practice.pdf . 

http://www.bbc.co.uk/bbctrust/assets/files/pdf/about/how_we_operate/code_of_practice.pdf
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4.4 In the case of complaints about Trust decisions, you should be aware that (as the 
sovereign body of the BBC) the Trust’s decisions are final, and not subject to a right 
of appeal within the BBC.  We will, however, read your comments and note them for 
the future. 

 
4.5 In the case of a complaint about a Trustee, any complaint that is not excluded under 

paragraph 4.8 below will normally be referred to the Chairman of the BBC Trust or (in 
the case of a complaint about the Chairman) the Vice-Chairman for a decision. 

 
4.6 A complaint about staff conduct may be referred to the manager responsible for the 

conduct of the individual in question, with the Director acting as final decision-maker 
in appropriate cases.  

 
4.7 When any investigation is complete or other action has been taken, the Trust Unit 

will write to explain what has been done and what conclusions have been reached.  
The Trust will aim to reply to you within 20 working days though some complaints 
may take longer than others to investigate.  A target of 35 working days applies to 
those complaints that require longer or more complex investigation.  

Complaints that the Trust may not investigate 

4.8 Your complaint may not be investigated if it is trivial, misconceived, hypothetical, 

 repetitious or otherwise vexatious.   

4.9 Everyone involved in making or handling a complaint will treat each other with 

respect, and will not use gratuitously abusive or offensive language, whether in their 

complaints or otherwise.  If a complaint contains such language, the Trust may invite 

you to reword your complaint before investigating it.  If you do not reword your 

complaint, the Trust may not investigate it. 

 


