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Background 
Mystery Shopping exercises were undertaken by the Trust in 2009 and 2011 to check that 
the BBC was meeting the requirements of the complaints framework put in place by the 
Trust in 2008. 

The complaints framework 

The complaints framework sets out the aim that complainants are responded to within 10 
working days.  Those who are replied to in writing are informed about the BBC’s 
complaints process (for example by providing a link to the complaints website). If a 
complainant writes back again, the second response at stage 1 should explain how to 
escalate their complaint further if they are still not happy with the response. There is no 
time frame set for the second reply. All complaints should be logged onto the BBC’s 
complaints database and written complaints are given a reference number.  The large 
majority of complaints are handled by BBC Audience Services, which provides a dedicated 
complaints handling service.  Complaints are also handled by programme areas and 
Independent production companies. 

A pilot exercise, which tested BBC programme areas and Independents, was completed in 
2009. The results of part one of the project suggested that these requirements were not 
generally being met by programme areas. 

The second phase, which included testing of BBC Audience Services, was completed this 
year.   
 
The exercise concentrated on testing the initial stage of the complaints procedures, 
looking at the following areas:  

• the timeliness of response;  

• whether information on the existence of a complaints procedure was 
provided in the first written response;  

• whether the second stage 1 response gave an explanation as to how to 
escalate the complaint further; 

• whether the complaint was logged on the BBC’s complaints database. 
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Trust Conclusions 
 

The Trust is disappointed that the turnaround time for letters and e mails was significantly 
lower than might have been anticipated in January 2011.  The Trust is reassured that 
turnaround times have recently recovered but regrets that some audience members 
would have experienced poor complaints handling during this period.  The Trust will 
therefore repeat the Mystery Shopping exercise in the future to assess whether the issues 
which led to this situation have been fully addressed. 
 
The Trust is pleased that follow up complaints were handled more quickly and there was 
clear evidence that the vast majority of complainants were told how to take their 
complaint further.  Even so, there is room for improvement.  We would expect the 
Executive to address this in the future.   
 
We are also concerned that the overall results suggest that there is a lack of consistency 
across programme areas and Independents and that the BBC may not be fully sighted 
across all complaints channels.  We are aware that for every complainant, their complaint 
is of the utmost priority and we therefore look to the Executive to work with programme 
areas and Independents to improve handling and to report back to the Trust. 

 

Mystery Shopping, Phase 1, Pilot Exercise, 2009 

The Trust appointed Ipsos Mori to carry out the first phase of the exercise, and 50 
complaints were sent to BBC programme areas, split amongst TV, radio, web, news and 
sport programmes. 10 complaints were sent to Independent Production Companies. 

The results of the exercise were shared with the BBC Executive in 2009, and they 
provided an action plan to address the issues identified in the report. This included a 
significant change which was that programme areas should be able to choose to refer 
complaints directly to BBC Audience Services when they are received. The Executive 
reminded programme areas of their obligations under the Complaints Framework and how 
to identify and handle complaints.  

 

Mystery Shopping, Phase 2, January 2011 

Phase two of the testing took place in 2011, following the implementation of a new 
Audience Services contract and complaints database. This was on a larger scale and 
retested BBC Programme areas and Independents as well as testing BBC Audience 
Services. 

GfK Mystery Shopping was appointed by the Trust Unit to carry out this phase of the 
exercise, comprising 498 complaints split amongst telephone (80 complaints), letter (219 
complaints) and email (199 complaints). 
 
The majority of the complaints (378) were sent to BBC Audience Services (to reflect the 
fact that they handle the majority of complaints sent to the BBC). Programme areas 
received 100 and a small sample of 20 was sent to Independents. 
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The findings of Phase two of the project indicated that some requirements of the 
Complaints Framework were not consistently being met by BBC Audience Services, BBC 
programme areas or Independents in terms of written complaints.  The Trust was 
however made aware by BBC Management of significant handling issues during this 
period.  Since then, the Trust has been assured that BBC Audience Services are now 
meeting the BBC’s timescales. The handling of telephone complaints was satisfactory.   
 
The findings also indicated that some programme areas may not be taking the 
opportunity to pass complaints to BBC Audience Services, a course of action which was 
made available to them following phase one of the project. 
 
In terms of phone calls to BBC Audience Services: 
 

• Every complaint made by telephone was answered and received a response. 
 

• There were no issues in terms of basic accessibility of the service. 
 

• GfK’s research suggests there could be some issues regarding telephone calls 
raising diversity matters.  Measurements such as friendliness and politeness were 
not rated as highly as for non-diversity calls.  However, the sample size in this 
area was small (only 11 calls). Written replies on diversity issues were generally 
perceived to be of a very high standard.      

 
In terms of emails: 
 

• 56% of emails received a response within the BBC’s published aim of 10 days 
 

• All email responses provided a link to the complaints process or relevant area of 
the BBC (eg www.bbc.co.uk/iplayer in the case of an iplayer complaint) 

 
• When “follow-up” emails were sent, 81% were responded to within 10 working 

days (although there is no specific timeframe for responses to follow-ups),  
 

• 70.5% of further e mail responses provided an appropriate level of detail 
regarding escalation 

 
In terms of letters, which account for just 3.5% of all audience complaints received: 
 

• the experience of individual complainants was tested by GfK, whose research 
suggested that 31% of letters received a response within the timeframe they 
tested (which was 13 working days to allow for postage delays).  

 
• to ensure that the correct allowance had been made for postal delays, the Trust 

and Executive separately checked these figures using the BBC’s computerised 
records and other available data.  As a result, this figure was recalibrated at 64%.  
 

• In terms of follow-up letters sent, the Trust notes that no actual timeframe for this 
procedure is set down within the Complaints Framework.  However, GfK’s research 
indicates that 71% of follow up letters were responded to within 13 working days.  
The experience outlined above suggests that if the Trust cross-checked this figure 
with all available data we might expect it to increase further.   



  

 

 5

 

 

• 79.5% of follow up responses provided information on how to escalate a 
complaint.   

 

 

Executive Response 
 

The BBC Executive has provided a written response and action plan following this report. 
This sets out the Executive’s investigation and subsequent explanation for some of the 
issues highlighted in the report.   

The Executive have noted that the turnaround target was not met for letters or e mails.  
They acknowledge this is disappointing but not entirely surprising given the known high 
volumes of complaints and performance issues in the period.  They also note that 100% 
of calls were answered promptly but that the study identified particular issues with some 
letter samples.  Their principle concern was letters which appeared by the research to 
have been unanswered by the end of the study period (possibly due to being incorrectly 
addressed by researchers). Although postal non-delivery issues appear to account for 
some of these the Executive have undertaken their own research into these statistics and 
outlined possible factors which account for them.   

The Executive’s action plan includes the following commitments: 

• That relevant contract managers will be asked to bring consistency to processes 
followed by internal mail contractors handling post inside the BBC. 

• That steps will be taken to make turnaround times for letter complaints clearer for 
audiences 

• That processes will be put in place to improve the understanding of commissioning 
and in-house production executives and independent production companies 
regarding complaints handling processes. 

 

 

 



   

 

Executive Response to the BBC Trust Mystery Shopping Report, June 2011 

 

The Executive welcomes the Trust’s research findings. They raise some concerns but also 
suggest progress has been made since the 2009 research.  

The research was carried out at a difficult time for Audience Services and complaints handling 
due to output causing large volumes of audience complaints but the findings suggest the Stage 
1 complaints service is working well in key areas and that the majority of complaints made 
were answered at a high standard, particularly via email and phone. There are some 
exceptions and there are clear issues to address in letter handling.  

The Executive takes the report findings seriously and is anxious to ensure that the complaints 
process operates to the highest possible standard. Proposed actions, in response to the 
research findings received so far, are summarised in this short paper.  

 

Summary points 
 

• The turnaround target was not met for the combined letters sample, or for emails. This 
is disappointing but not entirely surprising since it confirmed known SLAs which quickly 
recovered and are now above target. At the time these were affected by very large 
volumes of complaints (13,000+ EastEnders, 3,000+ Top Gear) and staff losses. 
Complaint turnarounds have since recovered and complaints are currently being 
answered within 2-3 days, exceeding the target. 

• Within the study period 100% of calls were answered promptly and investigation has 
shown that 99% of emails were also answered (see below). Calls and emails combined, 
where performance was considered good overall, account for 96.5% of the 240,000 
audience complaints received in 2010/11. 81% of letters overall were answered. 
Naturally, we would hope this figure would have been 100% in all cases. 

• The study identified particular issues with some letter samples. Proposals to improve 
this performance are set out below. Letters form 3.5% of all complaints. Of these, 
those directly sent to Programme and Independent production staff probably makes up 
less than half that total. So the issue is important but not sizeable. 

• Of principal concern are those letters unanswered by the end of the study period. 
Further investigation shows however that this could due in some instances to the 
addresses or postcodes some letters were sent to, which were incorrect in a number of 
cases. But changes do need to be made to the BBC’s internal mailroom procedures as 
well as to programme/independent production awareness. 

• There are points of detail or quality across different areas but in general complaints 
were considered to have been answered very well. Calls about diversity complaints 
have been listened to and do not reveal significant issues. 

 

The Executive makes recommendations in these areas:  
 

1. letters sent to Independent and BBC Programme production staff  

2. BBC internal post handling procedures  

3. public expectations given to audiences about letter turnaround times  



   

 

 

Detailed points and actions  
 

1) Email complaints  

These are sent via a webform on the BBC Complaints website. Most are answered by Audience 
Services/Capita except for News Online complaints which are routed to BBC News Online for 
direct reply.  

56% were answered by working day 10, 78% were replied to by working day 11 but the 93% 
target was not achieved until working day 14. This reflects some known performance issues in 
February due to exceptional volumes of complaints and staff losses in the BBC and Capita, as 
already reported to the ESB, CMB and ESC (13,000+ EastEnders, 3,000+ Top Gear).  

Normal turnaround resumed in March and is currently being exceeded at over 96% replied to 
within 10 working days. Turnaround time also depends on the detail of each complaint since 
some need referral for investigation within the BBC, which takes additional handling time 
before answering.  

Investigation in the BBC has revealed that although 12 emails (6%) were not received by 
fieldworkers, all the emails were replied to except one. This exception was due to human error, 
has been traced and steps are being taken to stop any re-occurrence.  

The email replies which did not arrive could have been accounted for by technical issues with 
fieldworkers’ accounts, or fieldworkers entering inaccurate email addresses on the BBC 
website. GfK have not been able to rule out these possibilities. Even so, a 6% failure rate 
compares favourably with GfK’s expected experience from other studies that 17% of emails 
typically do not arrive at fieldworkers’ accounts.   

Fieldworkers reported that email complaints were answered well and formatted correctly, 
typically scoring 98%-100%, and that both standard and diversity complaint issues were dealt 
with to a high level of quality. 

Given that all emails except one were replied to by the BBC, were judged to be appropriate 
replies, and that handling times have since returned to normal, this suggests that the website 
service works well overall.  
 

2) Letter complaints  
 
Letter complaints form 3.5% of all audience complaints to the BBC. The BBC’s public guidance 
to all complainants is that it aims to reply to them in 10 working days.  

The performance yardstick chosen in this research was that replies should be received by 
working day 13, although fieldworkers were advised to wait 15 working days before following 
up their complaint to cover possible postal delays at either end. Day 14 allows for Royal Mail 
performance targets (3 days for 2nd class, 1 day for 1st class) but day 15 may be more 
consistent with its variable reported performance.  

We have analysed these samples using data provided by GfK. Our response is limited by the 
available data in some areas to broad observations but where we can identify clear issues we 
make recommendations for targeted action to deal with them. 

 
a) Audience Services/Capita sample  

Letter turnaround is measured and reported monthly between arrival and despatch date. This 
sample is believed to be 112 letters. The findings showed that of the letters replied to, 63% of 
Audience Service responses were received by working day 15 and 93% by working day 23.  



   

 

 

This was disappointing but explained in part by variations in the performance of Royal Mail and 
again by known delays to SLA handling times in February due to exceptional volumes of 
complaints and other issues (described above).  

The quality of replies sent by Audience Services was judged very good overall in both standard 
and diversity complaints.  

88.4% of the letters sent to Audience Services received a reply. We have investigated the 20 
letters (12%) which did not receive replies by the close of the research. There is no single 
explanation for this apparent failure, which we take most seriously. However, further 
investigation reveals that 9 of the 20 letters were actually replied to. As far as we can 
ascertain: 
 
• 9 replies were posted. One was a reply to a fieldworker following up their complaint. It 

asked them to send their original complaint again because we had not received it. The 
fieldworker has not replied. 

• a 10th reply was drafted but not sent by the close of the study due to human error which 
we have taken steps to prevent re-occurring  

 
Of the remaining 10 letters: 

 
• 6 are not on our system. They may not have been received which would explain the lack of 

reply. It is possible they were not written as clear complaints and treated as comments but 
we can find no trace of them on our system so it is most likely they were not delivered. 

• writers’ names for the other 4 letters are unavailable so we cannot tell if they are on our 
system and have since been answered, or also were not delivered.  

 

b) BBC Production and Independents samples  

Of the letter sample (believed to be 90) sent to BBC Programmes, 20% were not answered by 
the end of the research period. Of the replies sent, 61% arrived by day 15, and the 93% 
target was not achieved until day 25.  

Preliminary investigation of the letter sample details provided by GfK suggests that 
explanations lie not in the programme response but in some of the addresses used and in BBC 
internal post and mailroom handling and forwarding procedures.  

Letters to some addresses did not match programme production offices. This correctly reflects 
how audiences might write to the BBC. However some were also sent to incorrect addresses 
and/or postcodes (e.g. those sent to The Archers, Dr Who and Chris Moyles programmes) 
which may have caused confusion and delay.  

BBC mailrooms sometimes open envelopes with incorrect or incomplete addresses and forward 
contents to Audience Services/Capita for handling without covering instructions. This was the 
case with a letter to Dr Who sent to TV Centre using an inaccurate postcode. Some replies to 
letters addressed to programmes clearly came from Audience Services and turnaround times 
therefore reflected delays to internal post handling (as might formatting issues). 

In other cases BBC mailrooms may forward letters to production offices, presenter’s agents or 
members of staff. Some letters did not make it quite clear that they were complaints requiring 
a response. Others may not have been delivered correctly by internal post to production 
offices.  

We have not been able to track what happened to all letters sent in these samples. Therefore 
we cannot be certain how many letters actually reached production areas, or which ones were 
forwarded to Capita. Follow up letters may also have been internally forwarded to different 
areas than the original complaint which could explain later non-reply.  



   

 

 

We will ask the relevant contract managers to bring consistency to processes followed by 
internal mail contractors handling post inside the BBC:  

1. Anything addressed to production offices or named members of staff to be sent to their 
office without opening.  

2. Items addressed clearly to named presenters/stars without a production office address 
to be forwarded, as currently, to their agents unopened.  

3. Anything clearly addressed to “BBC Complaints” to be forwarded unopened to Audience 
Services. 
 

For Independent companies the sample appears to be very small (17 letters in total) so may 
not be large enough to deliver a robust finding. However there may be a specific issue to be 
addressed with those production companies which did not respond.  

Just under 60% of the 17 letters were not responded to. Of those that were, it appears that 
57% of replies arrived by day 15 and 93% by day 22. However this applies only to 7 out of 17 
letters. 
 
We cannot be certain that all these letters reached their intended destination. Nonetheless 
there are challenges in obtaining responses from Independent companies which do not apply 
elsewhere. For example Independent production staff frequently move on by the time their 
production is aired so their non-availability may explain why 60% of these letters were not 
responded to. Of course such a response rate is unacceptable. 
 

Further actions:  

We will take steps to make it clearer to audiences that we aim to “post” replies within 10 days 
of receiving a complaint and this wording will be reflected in documents and on the new BBC 
Complaints website which is planned for re-launch this year 

 

BBC Vision: 
 

• will use Executive Forums to remind both commissioning and in-house production 
executives of the need for a prompt and effective reply to be sent to complaints 
received directly by programme making areas, including those received by letter. The 
details of the process, including how to log a complaint and the associated reply will be 
reiterated. Vision will consider the effectiveness of a separate, wider mass 
communication along the same lines to programme makers within Vision. 

 

• use a number of regular meetings now held with independent production companies 
appropriately to make the same points as for in-house production, depending on the 
receipt of further details of the very small sample involved in the survey. 

 

• will ask Commissioning Executives to use the Compliance Conversation at point of 
commission to underline the importance the correct handling of complaints received for 
both in-house and independent productions.  

 

 

 

 



   

 

 

c) Case numbers and standardisation 
 

Stage 1 replies sent by BBC Programme or Independent production staff do not include case 
numbers. They are logged internally on the case management system and provided with 
reference numbers only after they have been replied to locally at Stage 1.  

Independent and BBC Programme area complaints are normally handled consistently by the 
same member of staff before being logged centrally after being replied to. Escalation advice 
will depend on the nature of the complainant and whether it should be escalated to ECU or 
local management. This is managed locally at Stage 1 by the person handling the complaint. 

Case management follows a different process in Audience Services/Capita. Tracked case 
management is necessary because 240,000+ complaints are handled each year by many 
different staff who handle or escalate cases and therefore all must use a consistent process. 
This is why case management numbers are always provided to complaints in initial replies to 
their initial Stage 1 complaints.  

Only 1-2% of all audience complaints are sent direct via letter to BBC Programme or 
Independent production staff. Due to these different handling processes we do not believe 
complete standardisation for letters is either of great concern or is necessary across Audience 
Services, Independents and Programme areas.  

 

3) Call handling 
 
90% of calls were connected to an agent in two minutes or under, and around 90% were rated 
very well on a variety of quality scores detailed in the research findings. We note the study 
suggests room for improvement in some areas but would like to clarify that the service offered 
which differs from fieldworkers’ expectations in some particular areas:  
 

1. Callers are not asked to give their names in order to comply with Data Protection.  

2. Agents do not normally engage in discussion or explanation about the issue. They have 
limited time but also cannot be briefed or trained to debate every issue that comes 
through the BBC’s phonelines. Some may do so depending on the complaint or 
interaction, as happened in this study, but it is not a requirement.  

3. Agents do not give information about the 3 stage complaints process unless asked or if 
the caller is clearly dissatisfied. If callers request a more detailed response they are 
offered a written reply, as happened in one diversity call where the caller requested it 
(this is why the call also took longer than others). Dissatisfied callers can always call 
back if they wish. A balance has to be struck between hitting SLAs and the resourcing 
costs passed on to the BBC for higher average call handling times. 

4. With regard to the suggestion on p24 that escalation should be routinely offered for 
Stage 1 callers, we believe a balance needs to be retained between efficient handling of 
complaints at Stage 1 and encouraging greater demand for the more expensive Stage 2 
investigation service. 

 

4) Diversity  
 
We were initially concerned about indications of mixed results for calls in these samples.  We 
believe comparison percentages may not be the most appropriate measure since there were 
only 11 calls.  



   

 

 

Having now heard the 11 calls we do not believe there is cause for concern. None of the calls 
tested any requests for reasonable adjustment in line with equality legislation requirements 
(which is provided). All fieldworkers made general complaints about general output and were 
dealt with satisfactorily as the process requires, with one requesting and being offered a full 
written response.  

The reason only one caller was provided with a case number and offered a written response is 
because they requested it. This is also why the call took longer than others. We consider two 
calls were handled too quickly but this was a small sample. The calls were judged by 
fieldworkers overall to have been handled very well.  

For emails and letters we note the results for diversity complaints were very good and there 
were no significant issues.  
 

5) Providing escalation information 
  
This is not required to be given during calls unless requested. Fieldworkers were however 
briefed that full written escalation details should be provided in response to written requests 
for escalation information.  

It was agreed some years ago with the ESC that links to online complaints information would 
be provided in stage 1 answers or when asked but not automatically reproduced in full detail 
(unless reasonable adjustment was required). This is the process followed by Audience 
Services/Capita and complainants are given access to online information available to progress 
to stage 2.  

Escalation details given by Independent companies and Programme staff differ depending on 
the nature of the complaint and local management structure. Without being able to trace all 
replies sent by Programme and Independent production staff it is difficult to respond to issues 
raised in these replies in greater detail.  

However it is worth noting that the case management process is different in production areas 
compared to Audience Services; a complainant contacting a production area who re-contacts 
the person from whom they received their reply can escalate via this route if necessary if 
dissatisfied with their initial response.  

There may be some additional differences in results between BBC Programme or Independent 
production staff but we do not believe this is, therefore, necessarily cause for substantial 
concern. In practice this affects a very small number of responses since only some 1-2% of 
letters are sent to such areas as most complaints are received elsewhere via email and phone. 
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Executive Summary  
 

The BBC Trust approved a Complaints Framework for the BBC and associated complaints processes in 
2008. In 2009, one year on from the launch of the Complaints Framework, the Trust wanted to find out 

how well the key commitments set out in the Framework were being met.  
 

An initial pilot study was thus undertaken by Ipsos MORI, covering only BBC programme areas and 
independent production companies. 

 

A number of complaints were sent directly to these areas and the responses were considered to see if 
they met the specific requirements set out in the Complaints Framework – for example whether the 

response was on time, whether the complainant was provided with a link to the full complaints process 
and whether the complainant was provided on request with accurate information about escalating their 

complaint. 

 
The findings from this phase indicated that the requirements of the Complaints Framework were not 

generally being met by programme areas and independents. 
 

The Trust determined to repeat the project on a larger scale following the award of the contract for BBC 
Audience Services in 2010. The BBC Trust commissioned GfK Mystery Shopping in 2010 to carry out the 

second phase of the project.  

 
The second phase was to repeat the testing of BBC programme areas and independents already 

undertaken and add testing of BBC Audience Services. This phase was to test Stage 1 of the complaints 
process only.  

 

The project was designed to help the Trust understand whether BBC Audience Services, programme 
areas and independents were meeting the criteria set out in the Complaints Framework in the following 

5 key areas:  
 

1. Responding to audience complaints  

2. Responding within the correct timeframe  
3. Letting the complainant know about the complaints process (for example by including a link to 

the website) 
4. If applicable, letting the complainant know about how they could progress their complaint  

5. Logging the complaint on the BBC’s complaints database, CRM 
 

 
The findings from these areas of interest are summarised here, with fuller detail in the main body of the 
report. 
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Responding to audience complaints 
 

Calls 
 

• Every complaint made by telephone was answered and received a response. There were no 

major issues in terms of basic accessibility of the service. Every complaint call was made directly 
to BBC Audience Services on the number specified on the BBC Complaints homepage – 03700 

100 222. 

 

Emails 

 
• 12 initial complaints (6% of the sample) did not receive a response during the course of 

fieldwork, even when a reminder contact was sent. All email complaints were made directly to 
BBC Audience Services via the contact us form on the BBC Complaints homepage1. 

Letters 

 
• 41 initial complaints (18.7% of the sample) were not responded to during the course of 

fieldwork, even when a reminder contact was sent2. Letters of complaint were sent to 3 

destination types – BBC Audience Services at the address specified on the BBC Complaints 
homepage, and to programme areas and independent production companies at addresses 

provided to GfK by the Trust. 
 

The raw results (not cross checked with the BBC’s internal computer system) suggested that at the time 

of testing there was not a robust process in place in relation to written complaints. However within the 
context of industry wide response rates to email contact from customers, the 6% of emailed complaints 

to which the assessor has not received a response is actually relatively favourable when benchmarked 
against research carried out by GfK across a range of organisations. In 2010, GfK carried out one large 

study contacting a wide range of prominent companies across all industry sectors by email. The results 

of this study suggested that in 17% of these email contacts (over 5000 were sent) the assessor did not 
receive a response. It is the norm for organisations offering contact via email or webform to experience 

instances of non-response. Subsequent investigation of email mystery shopping contacts that were not 
responded to has often identified issues in terms of either process or technical infrastructure that have 

accounted for some at least of the non-responses.  
 

It is notable that the response rates would have been worse had the reminders not been sent. There 

were a number of responses that stated explicitly that the member of staff receiving the reminder 
complaint could find no record of the initial complaint. 

 
In regard to telephone complaints, there were no issues encountered. 

                                                 
1
 The BBC Executive said that their records showed 11 of the emails were replied to although the reply 

was not received by the mystery shopper which the BBC Executive thought might be due to technical 
issues.    
2 Of the 41 not replied to, 10 had been sent to independent production companies and 11to programme 

areas. The BBC Executive cross checked the remaining 20 letters which had not received a reply and 
which had been sent to BBC Audience Services  following the end of the exercise. The Executive check 

using the BBC’s internal computer system found that: there was no trace of 6 of the letters on the BBC’s 
system (suggesting to the Executive that they were not delivered to the BBC or were delivered and 

incorrectly handled). The check indicated that 9 replies were posted and that 1 was drafted but not 
posted. It was not possible to check the remaining 4 letters as Gfk was not able to make fieldworker 

data available to the BBC Executive. 
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Timeliness of Response by channel 
 

Calls 

 

• 90.1% of mystery shoppers were connected to a member of staff at BBC Audience Services in 

two minutes or under. 

• 95.1% of mystery shopping complaints were handled in under 5 minutes (43.8% were handled 

in under 2 minutes). 

• 75% of callers felt that the length of the call was appropriate. 23.8% felt that the length of the 

call was too short and 1.3% (1 caller) felt that the length of the call was too long.  

 

Emails 

 

• 56.3% of email complaints received a response within 10 working days.  

If a response was not received within this period, the mystery shopper was instructed to send a 

reminder contact, restating the complaint and pointing out that the reason for the repeat contact was 
that no response had yet been received. 

 
• 87 of the final sample of 199 email complaints did not receive a response within 10 working 

days, and were therefore followed up with a “reminder” contact. 

Letters 

 

The letters sample includes complaints made directly to BBC programme areas and to independent 

production companies as well as to BBC Audience Services.  

To allow for the letter of complaint and response to be received, timeliness has been measured by 

whether or not a response was received by or on the 13th working day after mailing of the initial 

complaint.  

The initial indication here is that the majority of letters of complaint are not responded to within the 10 

working day timeframe specified in the published complaints process. This is the case across the three 
areas assessed with letters of complaint (with the variations in actual proportions detailed below). As 

detailed in the Response Levels section above, some complaints apparently remained unanswered within 
the fieldwork period.  
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• In total, 31.1% of letters received a response within 13 working days of sending the initial 

complaint3 

• 29.5% of complaints to BBC Audience Services received a reply within 13 working days 

• 34.4% of complaints to BBC programme areas received a reply within 13 working days 

• 23.5% of complaints to independent production companies received a reply within 13 working 

days 

Email Follow Ups 

 

As with “reminder” contacts, fieldworkers were instructed to select the relevant options on the webform 
to indicate that their contact was a follow up to a previous complaint.  

 
Responses to follow up emails tend to have been received more promptly than responses to initial 

complaints.  
 

• 81.5% of follow up emails were responded to within 10 working days (as opposed to 56.3% of 

initial complaints).  

 

Letter Follow Ups 

 

• 71% of follow up letters were responded to within 13 working days (as opposed to 31.1% of 

initial complaints). As within the context of emailed follow ups, this is an indication that where 
the response is more process driven it is despatched more quickly.  

 

                                                 
3 At the end of the exercise, the BBC Trust and Executive completed a separate cross check of 

complaints that were responded to within the fieldwork period using the BBC’s computerised records 
and other available data. The check looked at the dates the complaint was received by the BBC and 

the date the response was registered as being sent. The results of this check indicated that a higher 
figure of 64% complaints were responded to within the 10 working day timeframe set out in the 

complaints framework. This could mean that the longer period experienced by fieldworkers in 

receiving their response was due to slower postal service than expected. This result tallys with that 
shown within this report of most complainants receiving a response by the 15th working day.  
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Letting the Complainant know how they can progress 
their complaint 
 
A number of complaints (54 email complaints and 62 letter complaints) were identified for “Follow Up”. 

These follow up contacts acknowledged the response received and enquired how the complainant could 
take their complaint further if they wished to do so.  

 
It was made explicitly clear within the text of the follow up that the complainant did not wish to escalate 

at this stage, but just wanted confirmation of what the process would be should they wish to do so.  

 
It was expected that the response would provide details of the next steps in the published complaints 

process. Fieldworkers were briefed that for a response to be adequate, it should contain actual written 
detail of what their next steps would be. If the response contained only a link to the complaints process 

and a suggestion that the complainant could find the information they required there this was to be 

viewed as an unsuitable response to a follow up, on the basis that this was the level of information 
expected in the initial response. 

 
For email complaint follow ups, 70.5% of responses were found to be appropriate in providing this 

detail. There were two main types of responses received to email follow ups. The first contained a 

written detailing of the complainants next steps, sometimes identified as an extract directly from the 
complaint’s process on the complaints homepage. The second response format was to send a shorter 

email with a link to the complaints process, but not containing any confirmation of that particular 
complainant’s next steps within the body of the email. 

 
In the case of letters, 79.5% of follow up responses were appropriate. It was still the case, however, 

that some responses only contained a referral to the process via the complaints homepage.  

 
The findings here are that in both the email and letter channels there is not universality in process, even 

within BBC Audience Services.  
 

A notable proportion of responses provided a link to the complaints process, which is not the best 

customer experience considering the effort that has gone into enquiring about the next steps in the 
process. As the bulk of the remainder of responses did in fact detail the next steps, the indication is that 

there are two competing understandings of best practice in this regards. A review of process within BBC 
Audience Services, coupled with appropriate coaching of staff, should resolve this into one suitable 

approach.  
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Background 

 
The BBC Trust has a duty to oversee the way complaints are handled within all parts of the BBC. Under 
the BBC’s Royal Charter, the Trust is required to set and publish a Complaints Framework within which 

the BBC must handle complaints about its output or any other matter. This Framework came into 

operation on 1st August 2008. The BBC has a commitment to respond to all complaints, and the 
Framework sets out how the BBC is expected to handle them.  

 
There are three key stages in the BBC complaints process. The following information is provided on the 

BBC’s complaints website (www.bbc.co.uk/complaints) and sets out what a complainant can expect at 
each stage: 

 

Stage 1: What happens first when I make a complaint? 
 

� We aim to reply to you within 10 working days depending on the nature of your complaint. We 
also publish public responses to significant issues of wide audience concern on this website.  

� If we have made a mistake we will apologise and take action to stop it happening again.  

� If you are dissatisfied with our first response, please contact the person who replied explaining 
why and requesting a further response to the complaint. If you made your original complaint 

through this website, you will need to use our webform again. You should normally do this 
within 20 working days.  

 
Stage 2: If I'm not satisfied with this second reply, what can I do next? 

 

� If you consider that the second response you received still does not address your complaint, we 
will advise you how to take the matter further to this next stage. You should normally do this 

within 20 working days.  
� If it is about a specific item which you believe has breached BBC editorial standards and it was 

broadcast or published by the BBC, it will normally be referred to the Editorial Complaints Unit. 

The Unit will independently investigate your complaint (normally in writing), decide if it is 
justified and, if so, ensure that the BBC takes appropriate action in response.  

� Other complaints at this stage will normally be referred to management in the division 
responsible. For full details of the BBC’s complaints processes please visit the BBC Trust website 

 

Stage 3: If I still think the BBC has got it wrong what can I do? 
 

� The BBC Trust ensures complaints are properly handled by the BBC and that the complaints 
process reflects best practice and opportunities for learning.  

� Within 20 working days of your response at Stage 2, you may ask the BBC Trust to consider an 
appeal against the finding. If the BBC Trust upholds an appeal it expects management to take 

account of its findings.  

� You can write to the BBC Trust at 180 Great Portland Street, London W1W 5QZ. Full details of 
the complaints and appeals processes are on the BBC Trust website. 

 
At Stage 1, the majority of the BBC’s complaints handling is done by BBC Audience Services, who run 

contact centres designed to interact with audiences and receive, monitor and respond to complaints and 

other feedback. The contract to run BBC Audience Services is outsourced to an external provider, Capita. 
 

 
 



 10

 

Complaints at Stage 1 may also be sent directly to programme-making teams within the BBC, as well as 
independent production companies who have produced content for the BBC.  

 
The sample reflects the proportion of actual complaints sent to each of these three destination types 

(i.e. a smaller number of complaints were sent to BBC programme areas and again to independents). 

 

Mystery Shopping Phase One 
 

In 2009, one year on from the launch of the Complaints Framework, the Trust wanted to find out how 
well the key commitments set out in the Framework were being met.  

 
An initial pilot study was thus undertaken by Ipsos MORI, covering only BBC programme areas and 

independent production companies. 

 
A number of complaints were sent directly to these areas and the responses were considered to see if 

they met the specific requirements set out in the Complaints Framework – for example whether the 
response was on time, whether the complainant was provided with a link to the full complaints process 

and whether the complainant was provided on request with accurate information about escalating their 
complaint. 

 

The findings from this phase indicated that the requirements of the Complaints Framework were not 
generally being met by programme areas and independents. 

 
The Trust determined to repeat the project on a larger scale following the award of the contract for BBC 

Audience Services in 2010. The BBC Trust commissioned GfK Mystery Shopping in 2010 to carry out the 

second phase of the project.  
 

Objectives 
 
The second phase was to repeat the testing of BBC programme areas and independents already 

undertaken and add testing of BBC Audience Services. Again, this phase was to test Stage 1 of the 
complaints process only.  

 

The project was designed to help the Trust understand whether BBC Audience Services, programme 
areas and independents were meeting the criteria set out in the Complaints Framework in the following 

5 key areas:  
 

1. Responding to audience complaints  

2. Responding within the correct timeframe  
3. Letting the complainant know about the complaints process (for example by including a link to 

the website) 
4. If applicable, letting the complainant know about how they could progress their complaint  

5. Logging the complaint on the BBC’s complaints database, CRM 
 

Additionally, this phase of the project was also designed to consider issues around: 

 
• Access to the complaints process, for example, for those with disabilities who may need 

different access methods 

• How complaints from people across the equality strands are dealt with  

• (to some degree) the quality of responses received to complaints, including tone and content 
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Methodology 
 

Fieldwork took place between January and March 2011. The end of the fieldwork period allowed at least 
one month for a response to complaints to be received. 

 

Scenarios 

 
The BBC Trust provided GfK with the basis for a number of complaints to be used by their fieldworkers, 
similar in nature to ones actually received by the BBC. These were selected and adapted to be of 

relevance during the period of fieldwork. Where a complaint was related to a particular piece or series of 

programming (for example, a storyline in EastEnders) it was important that the complaint was made in 
due course and within the timeframe specified in the complaints process.   

 
All contacts specified that the writer or caller was making a complaint and that a response was required. 

The complaints had to be of a simple, easily answerable nature. They did not include any first party 
fairness and/or privacy complaints, or complaints about HR matters, fair trading, TV licensing, ticketing 

or similar topics.  

 
500 complaints were sent in total, split amongst calls, emails and letters: 

 
• Email complaints were made via the webform on the BBC Complaints homepage only.  

• Telephone calls were exclusively to BBC Audience Services.  

• Letters of complaint were sent to BBC Audience Services, BBC programme areas and 

independent production companies. The Trust provided addresses for complaints to be sent to 

BBC programme areas and independents. No more than one complaint was sent to any one 

programme team in the case of complaints to BBC programme areas. 
 

Full details of the sample can be found in the appendices to this report. 
 

Fieldworkers 

 
Fieldworkers received detailed briefing materials specifying how the complaint should be approached, 

including the suggested wording for the complaint itself. It was a requirement that every call, letter or 
email was clearly identified as a complaint by the fieldworker.  

 

GfK used fieldworkers from their established panel of mystery shoppers who met the specified 
demographic requirements and/or relevant equality strand requirements based on the sample. Any 

individual fieldworker was only allowed to complete one complaint, ensuring the most representative 
spread of complaint styles and responses possible.  

 
Allocation was on a voluntary basis through GfK’s online platform – mystery shoppers who met the 

specified criteria were offered the assignment, and if they did not wish to or were unavailable to 

complete the work it was offered to another suitable mystery shopper until all complaints were 
allocated. At this point, the mystery shopper allocated to the assignment was able to access and 

download the detailed briefing materials. This briefing included the approach they should use in making 
the complaint (and in the case of written complaints if it should be hand written or typed), and detailed 

guidelines on how to approach providing their feedback. Results were made up of data entered online 

by the mystery shopper when a response had been received.  
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Complaints addressing issues of Equality and Diversity 

 

A set of scenarios were devised to look at how complaints were dealt with that: 
 

a) Were from people from a specified equality strand (eg I am [religion/age/disability etc] and I have a 
complaint about… ) 

 

b) Were related to an issue about a specified equality strand (eg I don’t feel you have enough 
presenters with a disability…) 

   
These scenarios covered the Equality strands as they were set out in legislation at the time of initiation 

of the project: Age, Gender, Race, Religion, Disability and Sexual Orientation.  

 
In the case of (a), it was requested that the bulk of these scenarios were made by a person matching 

the particular equality strand mentioned in the complaint.  
 

Follow up complaints 

 
In a number of cases where a response was received by the fieldworker to their initial email or letter of 

complaint, a further “follow up” complaint was made. These acknowledged receipt of the first response 
and requested information on how the complainant could take the matter to the next stage in the 

complaints process, if they wished to do so. 

 

Reminders 

 

If a response was not received within the specified timescales for a written complaint (letter or email) 
then a reminder contact was sent by the fieldworker. This reminder restated the original complaint and 

pointed out that it was being resent as no response had been received.  
 

Fieldworkers were briefed to send this reminder after 10 working days in the case of emails, and 15 
working days for letters (to allow a reasonable additional period to cover postal timings at either end).  

 

 

Findings 
 

Response levels 

 

Calls 

 
• Every complaint made by telephone was answered and received a response. There were no 

major issues in terms of basic accessibility of the service. 
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Emails 

 
• 12 initial complaints (6% of the sample) did not receive a response during the course of 

fieldwork, even when a reminder contact was sent.4 

 

Within the context of industry wide response rates to email contact from customers, the 6% of emailed 
complaints to which the assessor has not received a response is actually relatively favourable when 

benchmarked against research carried out by GfK across a range of organisations. In 2010, GfK carried 
out one large study contacting a wide range of prominent companies across all industry sectors by 

email. The results of this study suggested that in 17% of these email contacts (over 5000 were sent) the 
assessor did not receive a response. It is the norm for organisations offering contact via email or 

webform to experience instances of non-response. Subsequent investigation of email mystery shopping 

contacts that were not responded to has often identified issues in terms of either process or technical 
infrastructure that have accounted for some at least of the non-responses. 

 

Letters 

 

• 41 initial complaints (18.7% of the sample) were not responded to during the course of 

fieldwork, even when a reminder contact was sent. 5 
 

As detailed above, the contact point for all telephone and email complaints was BBC Audience Services. 
Emails were submitted via the webform on the BBC Complaints homepage. Telephone complaints were 

made to the published telephone number for complaints: 03700 100 222.  

 
Letters were sent to one of three possible areas: BBC Audience Services, BBC programme areas and 

independent production companies.  
 

The worst performing area in terms of response was independent production companies – only 7 of the 

17 complaints (41.2%) via letter to an independent production company received a response.  
 

80% of complaints to programme areas received a response, and at Audience Services, the proportion 
of complaints which received a response was 88.4%.  

 
These figures refer to a response received at any time within the course of the fieldwork period (even 

where the response is considerably outside the 10 working day timescale). Timeliness of responses are 

detailed in the next section. 
 

                                                 
4
 The BBC Executive said that their records showed 11 of the emails were replied to although the reply 

was not received by the mystery shopper which the BBC Executive thought might be due to technical 

issues.   
5
 Of the 41 not replied to, 10 had been sent to independent production companies and 11to programme 

areas. The BBC Executive cross checked the remaining 20 letters which had not received a reply and 
which had  been sent to BBC Audience Services  following the end of the exercise. The Executive check 

using the BBC’s internal computer system found that: there was no trace of 6 of the letters on the BBC’s 
system (suggesting to the Executive that they were not delivered to the BBC or were delivered and 

incorrectly handled). The check indicated that 9 replies were posted and that 1 was drafted but not 
posted. It was not possible to check the remaining 4 letters as Gfk was not able to make fieldworker 

data available to the BBC Executive. 
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Timeliness of Response by channel 

 

Calls 

 

• 90.1% of mystery shoppers were connected to a member of staff at BBC Audience Services in 

two minutes or under. 

• 95.1% of mystery shopping complaints were handled in under 5 minutes (43.8% were handled 
in under 2 minutes). 

• 75% of callers felt that the length of the call was appropriate. 23.8% felt that the length of the 

call was too short and 1.3% (1 caller) felt that the length of the call was too long.  

 

Audience Services telephone lines are open 24 hours a day, 7 days a week. As such, the sample of 

telephone calls was structured to cover a wide spread of opening hours, from 8am to midnight. There 
were no major differences in accessibility notable across different times of day or days of the week. 

Emails 

 

• 56.3% of email complaints received a response within 10 working days.  

If a response was not received within this period, the mystery shopper was instructed to send a 

reminder contact, restating the complaint and pointing out that the reason for the repeat contact was 
that no response had yet been received.  

Results here indicate that turnaround time for responses was at the limits of the published 10 working 

day aim at best – almost half of all complaints were not responded to within that timeframe. Only a very 
small proportion of responses were sent within the first 8 working days (5.5%).  

It is possible that the handling team at BBC Audience Services have a process in place for identifying 
and prioritising “reminder” emails. A significant number of complainants who received no response 

within the first 10 working days were responded to within 24 hours of sending their “reminder” email 

(20.9% of responses were received on the 11th working day, shortly after the reminder email was sent). 

There is also an indication within the data that complaints are not handled in the order in which they are 

received. The first response received was a complaint in regards to the EastEnders Christmas storyline, 
even though there were a large number of complaints sent earlier which had yet to receive any 

response. The response specified that it was a general response to the large amount of feedback the 
BBC had received in relation to EastEnders at that time. 
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Figure 1 – Email responses by number of working days from initial contact. Responses peak between 
the 9th and 11th working days. 
 

• 87 of the final sample of 199 email complaints did not receive a response within 10 working 

days, and were therefore followed up with a “reminder” contact as mentioned above. 
 

Letters 

 

The letters sample includes complaints made directly to BBC programme areas and to independent 

production companies as well as to BBC Audience Services.  

The results allow for comparative analysis of differences in performance across these three areas. 

Fieldworkers sent their letters by Royal Mail first class. The majority of responses were sent using the 

BBC’s business mail service (second class).  

To allow for the letter of complaint and response to be received, timeliness has been measured by 

whether or not a response was received by or on the 13th working day after mailing of the initial 
complaint. This is not an exact science. The Royal Mail services used are not guaranteed for delivery 

within a particular timescale (although the norm for 1st class Royal Mail is delivery on the next working 
day, and by the 3rd working day for 2nd class.)  
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The initial indication here is that the majority of letters of complaint are not responded to within the 10 

working day timeframe specified in the published complaints process.6 This is the case across the three 
areas assessed with letters of complaint (with the variations in actual proportions detailed below). As 

detailed in the Response Levels section above, some complaints remained unanswered within the 
fieldwork period.  

 

• In total, 31.1% of letters received a response within 13 working days of sending the initial 

complaint. [see footnote 3 above] 
• 29.5% of complaints to BBC Audience Services received a reply within 13 working days. 

• 34.4% of complaints to BBC programme areas received a reply within 13 working days. 

• 23.5% of complaints to independent production companies received a reply within 13 working 

days. 
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Figure 2 – Letter responses by number of days from initial mailing. Responses peak in the 13-15 
working day range.  

                                                 
6
 At the end of the exercise, the BBC Trust and Executive completed a separate cross check of 

complaints that were responded to within the fieldwork period using the BBC’s computerised records and 

other available data. The check looked at the dates the complaint was received by the BBC and the date 

the response was registered as being sent. The results of this check indicated that a higher figure of 
64% complaints were responded to within the 10 working day timeframe set out in the complaints 

framework. This could mean that the longer period experienced by fieldworkers in receiving their 
response was due to slower postal service than expected. This result tallys with that shown within this 

report of most complainants receiving a response by the 15th working This cross checking did not break 
down the responses received by area (eg BBC Audience Services, independent production companies 

and programme areas). 
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Email Follow Ups 

 
As with “reminder” contacts, fieldworkers were instructed to select the relevant options on the web form 

to indicate that their contact was a follow up to a previous complaint.  
 

Responses to follow up emails tend to have been received more promptly than responses to initial 

complaints.  
 

• 81.5% of follow up emails were responded to within 10 working days (as opposed to 56.3% of 

initial complaints). Comparing the table below to the similar one for initial complaints shows a 
much earlier peak in responses to follow ups, the majority of which were received between the 

5th and 10th working days, as opposed to between the 9th and 12th working days for the initial 

complaints. 
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Figure 3 – Email responses to follow ups by number of working days from initial contact. Here the 
peak is in the 5th – 8th working day range, somewhat earlier than in the initial wave of complaints sent in 

January. 
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Letter Follow Ups 

 
• 71% of follow up letters were responded to within 13 working days (as opposed to 31.1% of 

initial complaints). As within the context of emailed follow ups, this is an indication that where 

the response is more process driven it is despatched more quickly. The table below shows a 
peak in terms of letter responses to follow up contacts between the 9th and 12th working days, 

as opposed to between the 13th and 15th in regards to initial contacts.  
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Figure 4 – Letter responses to follow ups by number of working days from initial contact. The peak is 
in the 11th and 12th working day range, and in general a higher proportion of responses are received 
earlier than in the initial wave of complaints sent in January. 

 

Notification of Complaints Process 
 

This is not required in case of calls. 

Emails 

 

• 96.8% of responses to email complaints contained a signpost to the full complaints process, all 

in the form of a link at the bottom of the email – www.bbc.co.uk/complaints. The 6 responses 
that did not include this signpost had a similar signpost related specifically to the subject area of 

the complaint, i.e. www.bbc.co.uk/iplayer or www.bbc.co.uk/reception. 
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Letters 

 
• 70.8% of responses included signposting to the full complaints process, considerably less than 

the proportion of emails. Independents and BBC programme areas have brought the overall 

score down in this regard, with independents signposting in only 1 of the 7 responses received, 

and BBC programme areas containing signposting in only 38.9% of responses. Conversely, at 
BBC Audience Services 98% of responses to letters of complaint included suitable signposting to 

the complaints process. 
 

Letting the Complainant know how they can progress their complaint 

 
A number of complaints (54 email complaints and 62 letter complaints) were identified for “Follow Up”. 

These follow up contacts acknowledged the response received and enquired how the complainant could 
take their complaint further if they wished to do so.  

 

It was made explicitly clear within the text of the follow up that the complainant did not wish to escalate 
at this stage, but just wanted confirmation of what the process would be should they wish to do so.  

 
It was expected that the response would provide details of the next steps in the published complaints 

process. Fieldworkers were briefed that for a response to be adequate, it should contain actual written 
detail of what their next steps would be. If the response contained only a link to the complaints process 

and a suggestion that the complainant could find the information they required there this was to be 

viewed as an unsuitable response to a follow up, on the basis that this was the level of information 
expected in the initial response. 

 
For email complaint follow ups, 70.5% of responses were found to be appropriate in providing this 

detail. There were two main types of responses received to email follow ups. The first contained a 

written detailing of the complainant’s next steps, sometimes identified as an extract directly from the 
complaints process on the complaints homepage. The second response format was to send a shorter 

email with a link to the complaints process, but not containing any confirmation of that particular 
complainant’s next steps within the body of the email. 

 

In the case of letters, 79.5% of follow up responses were appropriate. It was still the case, however, 
that some responses only contained a referral to the process via the complaints homepage.  

 

Logging the complaint on the BBC’s complaints database 

 

Calls 

 

• In only 2 instances was a reference number provided to the mystery shopper. However, this 

cannot be interpreted as an indication that the remaining telephone complaints were not logged 
in the complaints database.  

 

Emails 

 

• Every email complaint response contained a reference number for the complaint. 
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Letters 

 
• 76.4% of responses to letter complaints contained a reference number. Responses from BBC 

Audience Services were 100% reliable in this regard. Of complaints sent directly to BBC 

programme areas, 51.4% of responses included a reference number. None of the 7 responses 
from independent production companies contained reference numbers in relation to the 

complaint. 7 

 

Quality and Content of Response 

Calls 

 

Results showed that complaint calls to BBC Audience Services are handled in a timely manner. However, 

there was an indication that once through to a member of staff, a high proportion of callers felt that 
their complaint was processed too swiftly – only 1 call was felt to have taken too long. In practice this 

will depend on the nature of the actual issue or complaint being raised. 

 

While it is clearly important that the very large number of calls received by BBC Audience Services are 

handled promptly and efficiently, there was a considerable amount of comment from fieldworkers 
suggesting that the customer experience of this could be a negative one: 

 

“I felt that the (call handler) was more eager to end the call than deal with the complaint. They did not 
address it themselves and just said that they would pass my comments on. They did not even tell me 

who or where they would be passing them on to.”  
 

“I wanted my name to be taken and how I might hear if something happened, but she ushered me 
swiftly off the phone.”  

 

“I was almost brushed off, and treated as another stat. I felt as though the CSA had no empathy 
towards my complaint or problem.”  

 

• 22.5% of fieldworkers felt that they did not receive a response which suitably addressed their 

complaint (Q5.1). The guidance provided to mystery shoppers in answering this question is 

“Within the context of your complaint, did you feel the member of staff was able to 

provide a response that addressed your complaint? They may not be able to 
apologise as such, and obviously can’t promise that changes will be made based on 

your complaint, but you should feel confident that they have understood your 
complaint and know what to do with it.” 

• 20% of fieldworkers reported that the call handler did not demonstrate the appropriate level of 

empathy and understanding in regards to the complaint.  

 

 

 

 

 

                                                 
7
 Letters to independent production companies and programme areas, if responded to in house, may be passed to 

BBC Audience Services for logging on the complaints database following response and so not initially have a 

reference number  



 21

 

The first complaint that was provided with a reference number was the longer call in the Diversity – 
Gender strand mentioned above. This does indicate further that there was something in the nature of 

this particular complaint that led to it being taken somewhat more seriously than complaints were in the 
main for the first set of 80 complaints. The context of this complaint actually places it potentially in two 

different Diversity strands – Gender and Age, and was somewhat topical at the time of the complaint 

being made.  

 

This could indicate that members of staff are either briefed to look out for complaints of a certain 
nature, or identify certain complaint subjects using their own judgement, and having done so provide a 

fuller complaint service, carefully logged with an offer of follow up not usually received elsewhere within 
this sample of complaints. The email response to this telephone complaint was received 12 working days 

after the complaint was logged with Audience Services over the telephone. 

 

The other instance of a reference number being provided was more straightforward – the fieldworker 

asked if there was a reference number he could take and was therefore provided with it. There was no 
offer of follow up of the complaint. (Male, 29 years old). 

While it was only in these two instances that the fieldworker was provided with the reference number 

for their complaint, there were a number of cases where a reference number was not provided but 
follow up of the complaint was offered or otherwise agreed.  

 

It is not always clear why these particular complaints are provided with a fuller handling and this could 

indicate that there is a need for greater clarity amongst the BBC Audience Services team handling the 
feedback as to exactly what the expected process is for handling something that is identified by the 

caller themselves as a complaint. 

 

In one example the complaint was regarding why there was not some sort of comfort break during 

coverage of longer programming such as football so that viewers could take a break without missing any 
coverage. The member of staff took the details and immediately offered follow up – something that was 

not done in relation to the majority of other complaints.  

 

There was also some indication that in certain instances the caller’s point of view is actively disagreed 

with. While, as mentioned above, there were a number of fieldworkers who indicated that they would 
have been happier with more interaction/conversation etc, the fieldworker in this particular example 

(Male, 60) was immediately and fairly strongly engaged in debate. This raises the question of whether 

staff are completely clear of how they should be handling these straightforward complaints in the first 
instance; are they to log the complaint in a neutral process driven manner, or engage in debate with the 

caller, questioning the validity of the feedback?  

 

“I did not feel the CSA was very empathetic or understanding towards my complaint, as they were 
slightly argumentative and did not seem willing enough to listen to what I had to say.” (Male, 60) 
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Emails  

 
• 90.4% of fieldworkers who received a response felt that the response to their email complaint 

fully addressed the complaint.  

 

 
• 95.2% of fieldworkers reported that the response contained a suitable level of empathy and 

understanding in regards to the complaint. 

 
 

All email complaints were forwarded via the webform on the BBC website, and as such they were all 
handled by the BBC Audience Services team. The standard of response was very consistent, and it is 

clear that responses are actioned according to a particular specification. There is similarity in the 

language suggesting that some elements are based on a template, but the majority are appropriately 
tailored to the individual complaint – 95.2% of fieldworkers stated that it was clear that this was the 

case.  

 

The standardisation of email response is in contrast to the experience in the letters channel, where the 

indication is that letters of complaint are often handled quite differently between BBC Audience Services, 
BBC programme areas and independent production companies (with BBC Audience Services having the 

most consistency in terms of format and content in letters as well as emails). 
 

Letters of Complaint 

It is possible to make comparisons in regard to complaint resolution between the letters and emails, with 
responses assessed in the same four questions. In all four questions, there were a lower proportion of 

favourable responses in letters than in emails, and in all four there was also some difference between 
the complaint responses received from Audience Services and from programme areas. This indicates 

that process and expectations for handling complaints in line with the published complaints process are 

less well embedded in the programme areas than within the Audience Services team. 
 

• 82% of mystery shoppers who received responses to a letter of complaint felt that the response 

they received fully addressed the complaint made, as opposed to 90.4% in emails. This rate was 
lower for BBC programme areas at 75% than BBC Audience Services or independent production 

companies. 
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Content and Personalisation of response 

 

Calls 

 
Fieldworkers rated their experience in a number of areas as Excellent, Good, Okay, Below Average or 

Poor. Overall, 90% were rated very well on a variety of quality scores detailed in the research.  

 
Results do suggest however that in terms of the Personalised aspects of service there is room for 

improvement in the customer experience. While the majority of responses are rated as Okay or above, 
there are a number of responses rated as Below Average or Poor. Verbatim comments from some of 

these are detailed below.  

 
“The (member of staff) did not seem interested at all in my point of view … I struggled to understand 

exactly what (he) was saying as he was mumbling and quite unclear … seemed keen to end the call. 
They confirmed that they had understood my complaint and then informed me that it would be logged. 

(They) did not display any interest in the reasons for my complaint, nor did they try to establish any 
further information from me. That was the end of the conversation.” (Female, 43 years old) 

 

“The (member of staff’s) voice was very cold and distant” (Female, 46 years old) 
 

“The CSA listened to my complaint and advised that it would be passed on to the producers and that 
seemed to be the end of the call until I asked for some clarification. I did not feel that they had taken 

my complaint seriously.” (Female, 34 years old) 

 
These example comments are a small selection of a wider body of comment indicating a perception 

amongst some fieldworkers that their complaint was not taken seriously enough.  
 

Emails 

Once received, the responses to email complaints were generally of a high quality in terms of layout, 
accuracy and personalisation. The standardisation of email response is in contrast to the experience in 

the letters channel, where the indication is that letters of complaint are often handled quite differently 
between BBC Audience Services, BBC programme areas and independent production companies (with 

BBC Audience Services having the most consistency in terms of format and content in letters as well as 

emails). 

 

• All responses contained a clear subject line relevant to the enquiry. Subject lines were formatted 

consistently in the format of (for example)  FW: BBC Complaints - Case number CAS-
541***-N5W***.  

 

• 99.5% of responses refrained from using jargon or technical terms, giving clear explanations.  
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• 99.5% of responses were suitably formatted.  

 

• 97.9% of responses were free from spelling errors and 96.8% of responses read well with no 

grammatical errors.  

 

• 98.9% of responses used the personal details (name/title etc) provided in the complaint 

appropriately in the response. 

 
In terms of the personalised aspects of service/complaint handling in emails, performance is strong, and 

in comparable areas better than that received on the telephone. 

 
• 99.5% of responses included the name of the sender, as opposed to calls, where 87.5% of staff 

provided their name.  

 
• 96.8% of responses included the job title or department of the sender.  

 

• 95.2% of fieldworkers reported that it was clear the response had been tailored to their specific 

response and was not an automated reply.  

 
• 91.5% of fieldworkers rated the friendliness of the response as Excellent or Good, and 97.3% 

rated the politeness of the response as Excellent or Good. Both of these questions are marked 

considerably higher in emails than in calls. 
 

• 99.5% of responses included a “Thank you” for the contact, again markedly higher than the 

proportion who were thanked on the telephone (85% in calls). 

Letters 

 

The personalised and content sections in letters are broadly the same as in emails, so a comparison can 
be made. In several key areas letters have performed less well in comparison to emails, and there are 

some differences between BBC Audience Services, BBC programme areas and independent production 

companies. 

 

• 98.9% of responses refrained from using jargon or technical terms, giving clear explanations 

(99.5% in emails).  

 

• 95.5% of responses were suitably formatted (99.5% in emails).  

 

• 95.5% of responses were free from spelling errors and 88.2% of responses read well with no 

grammatical errors – slightly less than in emails.  

 

• 85.4% of responses used the personal details (name/title etc) provided in the complaint 

appropriately in the response (98.9% in emails).  
 

 
• 93.8% of responses included the name of the sender, against 99.5% in the email channel. In 

this regards BBC programme areas are bringing the overall percentage down. While 100% of 

letter responses from BBC Audience Services and independent production companies were from 

a named member of staff, only 84.7% of responses from programme areas were from a named 
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member of staff, with the remaining 15.3% tending to be signed off as from the programme 

team e.g. responses from The One Show being signed off “The One Show”.  
 

• There were a number of expressions of dissatisfaction from fieldworkers around the approach to 

signatures used in the letter channel, particularly disappointment when letters from named 
members of staff were not signed or when they were signed not by an individual but by a team 

name (as in The One Show.) 
 

• 87.1% of mystery shoppers felt that the response had been tailored to their specific complaint 

as opposed to being a generic response. This is somewhat worse than in emails where 95.2% of 

fieldworkers felt this was the case. 
 

 

Content and Personalisation in response to follow-ups 
 

There was some indication that the email responses to follow ups querying the complainant’s next steps 

should they wish to take the matter further differed somewhat for the worse in terms of the 
appropriateness and personalisation of the response, when compared to responses received in relation 

to initial complaints. 
 

• 79.5% of fieldworkers indicated that the response contained the appropriate level of empathy 

and understanding (as opposed to 95.2% of initial email complaints). 
 

• 77.3% of fieldworkers felt that it was clear the follow up response had been tailored to them 

specifically, as opposed to 95.2% of initial complaints. Being process orientated, the nature of 

the follow up is that a somewhat generic response is acceptable in terms of the complaints 
process, so this finding is not necessarily or simply an indication of a lower quality performance 

in this area in follow ups. 
 

• 90.9% of follow ups were from a named member of staff (99.5% in initial emailed complaints). 

 

• 90.9% of follow ups contained a “Thank you” for the contact (99.5% of initial complaints). 

 
• 86.3% of follow ups were marked as Excellent or Good in terms of friendliness (91.5% of initial 

complaints). 

 
The results here were all slightly lower in comparison to responses to initial complaints. This is to some 

extent to be expected based on the more process driven nature of the enquiry, and is reflected in the 
overall satisfaction ratings of follow ups in relation to the content of the response and the process of 

complaining itself. 

 
• 81.9% of fieldworkers said they were either Extremely Satisfied or Satisfied with the content of 

the response to their follow up – as opposed to 70.6% in the initial wave of email complaints. 

 
• 79.6% of fieldworkers said the were either Extremely Satisfied or Satisfied in relation to the 

process of complaining, as opposed to 50.3% of initial email complainants. 

 

In terms of the appropriateness and personalisation of the response, satisfaction levels were lower for 
follow up responses. 

 
 

• 79.5% of fieldworkers indicated that the response contained the appropriate level of empathy 

and understanding (as opposed to 84.8% of initial letter complaints). 
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• 63.6% of fieldworkers felt that it was clear the response had been tailored to them specifically, 

as opposed to 87.1% of initial letter complaints. As in the case of email follow ups, this should 

not necessarily be taken as meaning a lesser quality of response, as the context of the follow up 
is such that a more generic response is appropriate. 

 
• 72.7% of follow ups were marked as Excellent or Good in terms of friendliness (80.4% of initial 

letter complaints) 

 

 
In contrast to email follow ups, there was no particular improvement in satisfaction scores for letter 

follow ups. These remain at a similar level in follow ups as in initial complaints. 
 

• 63.6% of fieldworkers were Extremely Satisfied or Satisfied with the content of the response 

(61.8% in initial contacts) 
 

• 47.8% of fieldworkers were Extremely Satisfied or Satisfied with the process of complaining 

(52.3% in initial contacts) 

 

Diversity  
 

Diversity Scenarios in Calls 
 

Bearing in mind the small size of the sample (11 calls), there were some interesting comments related to 

Diversity calls. The results indicated that these calls were rated lower overall than non-Diversity calls 
across a number of measures including friendliness, politeness and understanding and caring attitude,  

 
These differences may indicate that in relation to Diversity issues, call handlers are somewhat less 

comfortable with the personalised aspects of complaints handling. There were also differences in terms 

of Complaint Resolution, as less diversity callers felt they received a response that fully addressed the 
complaint they made. 

 

Diversity Scenarios in Letters of Complaint 

 

The indication here is that, in contrast to calls, responses to letters of complaint that contain a Diversity 
element have a higher quality of response in certain areas in particular. 

 
• 98.7% of Diversity responses in letters were from a named member of staff, as opposed to 

90.1% of non-Diversity responses. 

 

• 90.9% of fieldworkers with Diversity scenarios felt that the response they received was tailored 

to their specific complaint, against 84.2% of non-Diversity fieldworkers. 
 

• In regards to the perceived friendliness of the response, 89.6% of fieldworkers with Diversity 

scenarios rated it as Excellent or Good, as opposed to 73.3% of non-Diversity scenario 
fieldworkers. 

 

• Similarly, 97.4% of Diversity scenario fieldworkers rated the Politeness of the response as 
Excellent or Good, against 87.1% in non-Diversity scenarios. 

 

• 98.7% of fieldworkers in Diversity scenarios were thanked for their letter, against 94.1% in non-

Diversity. 
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Other measures also showed better results: 
 

• 87% of Diversity fieldworkers felt they received a response which fully addressed the complaint 

made, against 78.2% of non-Diversity fieldworkers. 

 
• 90.9% of responses to Diversity scenarios contained signposting to the complaints procedure. In 

non-Diversity responses this proportion was considerably lower, at 55.4%. 

 
• 89.6% of Diversity fieldworkers felt that the appropriate level of empathy and understanding 

was demonstrated, against 81.2% of non-Diversity fieldworkers. 

 

• 90.9% of responses to Diversity scenarios contained a reference number, against 65.3% of non-

Diversity related scenarios. 
 

Diversity Scenarios in Emailed Complaints 
 

The diversity sub-set of scenarios within the email channel was substantial – 88 of the final sample of 

199 complaints. However, in contrast to both the calls channel and the letters channel there is very little 
difference in terms of question analysis of Diversity and non-Diversity emails.  
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Conclusions and Recommendations 
 
This second phase of mystery shopping was commissioned primarily to investigate performance in BBC 

Complaints handling in relation to 5 key criteria within the complaints process: 

 
1. Responding to audience complaints  

2. Responding within the correct timeframe  
3. Letting the complainant know about the complaints process (for example by including a link to 

the website) 

4. If applicable, letting the complainant know about how they could progress their complaint  
5. Logging the complaint on the BBC’s complaints database, CRM 

Responding to audience complaints 
 

The initial results suggest that at the time of testing there was not a robust process in place in relation 

to written complaints. 6% of email complaints via the webform were not responded to even after a 
lengthy period and a reminder contact, and within the letters channel this proportion was even higher at 

18.7%.8  
 

 

 It is notable that the response rates would have been worse had the reminders not been sent. There 
were a number of responses that stated explicitly that the member of staff receiving the reminder 

complaint could find no record of the initial complaint. 
 

In regard to telephone complaints, there were no issues encountered in relation to this criteria. 

 

Responding within the correct timeframe 
 
As with the first criteria, the indication is that response timeframes are not in line with what is expected 

from the Complaints Framework.  

 
In email complaints, only 56.3% of the sample received a response within the 10 working day 

timeframe, and only 31.1% of responses to letters of complaint were within the expected timeframe 
(using the measurement of 13 working days to allow for postal timings). That percentage rises to 64% 

which is still low according to the separate cross check by the BBC Executive and Trust. 

 
The response timings varied between BBC Audience Services, BBC programme areas and independent 

production companies. Independent production companies had the lowest proportion of responses 
received within 13 working days, with 23.5%. BBC Audience Services were marginally better with 

29.5%. BBC programme areas had the highest proportion of responses in line with timing expectations, 
with 34.4% receiving a response within 13 working days.  

Letting the Complainant know about the complaints process 

 
Call handlers are not required to alert callers to the BBC complaints process and with telephone based 

complaints, the finding is that call handlers at BBC Audience Services do not reference the complaints 

process. 12.5% of the fieldworkers who made their complaint by telephone were signposted to the 
complaints process by the call handler. This indicates a need to review call handling process using 

coaching and training methods. 

                                                 
8
 As noted above, cross checking by the BBC Executive indicated that higher numbers of complaints had been sent 

a response by the end of the exercise. 
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 If the BBC decide in the future that for a Stage 1 complaint suitable signposting is for the complaints 

process to be mentioned and the call handler to advise that it is available on the complaints homepage, 
then call handlers could be briefed to use a standard statement in closing such as “Thanks for letting us 

know about your complaint, the full complaints process is available at www.bbc.co.uk/complaints if you 

wish to review it,” or offer to send it by post to those who have no access to the web. 
 

For the email complaints made via the webform on the complaints homepage and responded to by BBC 
Audience Services, the picture is a positive one. 96.8% of responses met the expectation in terms of 

signpost through the simple process of including the appropriate link in the signature part of the 
response template. The small proportion of responses from BBC Audience Services that failed to meet 

this criteria were a result of this template link being replaced with another seen as more appropriate to 

the type of complaint, for instance www.bbc.co.uk/iplayer in the case of iPlayer related complaints.  
 

If these complaints are being passed to a dedicated iPlayer team to handle then it would be appropriate 
to ensure the templates they use for email responses cover all the necessary bases, perhaps by 

including both links.  

 
One final point for consideration in this area is that while the simple expediency of including the link at 

the end of the email does tick the box of signposting to the complaints process, there is potential for an 
improved customer experience in this area with a more detailed reference.  

 
A considerable proportion of mystery shoppers indicated that they were uncertain whether the link 

provided could be construed as active signposting to the complaints process – due to its positioning and 

its lack of any qualifying statement. It may be that by replacing it with a more developed statement 
such as “The BBC has a published process for handling complaints, this is available to all audience 

members at www.bbc.co.uk/complaints” the customer experience could be improved, and the 
organisation as a whole would have more confidence that audience members were being kept fully 

informed. 

 

If applicable, letting the complainant know how they could progress 

their complaint 

 
The findings here are that in both the email and letter channels there is not universality in process, even 

within BBC Audience Services.  
 

A notable proportion of responses provided a link to the complaints process, which is not the best 

customer experience considering the effort that has gone into enquiring about the next steps in the 
process. As the bulk of the remainder of responses did in fact detail the next steps, the indication is that 

there are two competing understandings of best practice in this regard. A review of process within BBC 
Audience Services, coupled with appropriate coaching of staff, should resolve this into one suitable 

approach.  

Logging the complaint on the complaints database 
 

Email complaints handled at BBC Audience Services are reliably logged, as indicated by the provision of 
reference numbers. In letters, BBC Audience Services also log complaints reliably. 

 

In BBC programme areas there is a more variable approach, and independent production companies 
may not be logging complaints (on the basis that no reference numbers were included in their responses 

at least).  
 

For complaints via telephone it is not clear from reviewing the recordings whether or not complaints are 

being appropriately logged – only a very small proportion of responses included the reference number. 
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Sample 
 

Original sample discussed on 08.09.10 
   Channel  NE NW YH EM WM EE SE SW IL OL Sc Wa NI 

Calls 100 5 11 7 7 8 9 13 8 6 7 9 6 4 

BBC Inform standard 70 3 9 4 5 6 6 10 5 4 5 6 4 3 

BBC Inform Diverse 10 1 1 1 1 1 1 1 1 1 0 1 0 0 

BBC Progs standard 15 1 1 1 1 1 1 2 1 1 2 1 1 1 

BBC Progs Diverse 5 0 0 1 0 0 1 0 1 0 0 1 1 0 

Emails 250 14 25 19 18 23 20 30 19 15 18 22 14 13 

BBC Inform standard 162 8 17 11 12 15 14 22 12 10 12 13 8 8 

BBC Inform Diverse 40 4 2 4 4 2 2 2 3 3 4 4 4 2 

BBC Progs standard 40 2 4 4 2 4 4 4 4 2 2 4 2 2 

BBC Progs Diverse 8 0 2 0 0 2 0 2 0 0 0 1 0 1 

Letters 150 11 13 13 10 13 13 16 12 9 9 14 8 9 

BBC Inform standard 90 7 7 7 7 8 7 9 7 6 7 7 6 5 

BBC Inform Diverse 8 1 0 1 1 0 1 0 1 1 0 1 0 1 

BBC Progs standard 27 1 3 3 1 3 3 3 3 1 1 3 1 1 

BBC Progs Diverse 5 1 1 0 0 0 0 1 0 0 0 1 0 1 

Ind prods standard 16 1 2 1 1 2 1 2 1 1 1 1 1 1 

Ind prods Diverse 4 0 0 1 0 0 1 1 0 0 0 1 0 0 

Total 500 30 49 39 35 44 42 59 39 30 34 45 28 26 

 

Amended sample - BBC Progs calls moved to BBC Progs letters 

 
  Channel NE NW YH EM WM EE SE SW IL OL Sc Wa NI 

Calls 80 4 10 5 6 7 7 11 6 5 5 7 4 3 

BBC Inform standard 70 3 9 4 5 6 6 10 5 4 5 6 4 3 

BBC Inform Diverse 10 1 1 1 1 1 1 1 1 1 0 1 0 0 

Emails 250 14 25 19 18 23 20 30 19 15 18 22 14 13 

BBC Inform standard 162 8 17 11 12 15 14 22 12 10 12 13 8 8 

BBC Inform Diverse 40 4 2 4 4 2 2 2 3 3 4 4 4 2 

BBC Progs standard 40 2 4 4 2 4 4 4 4 2 2 4 2 2 

BBC Progs Diverse 8 0 2 0 0 2 0 2 0 0 0 1 0 1 

Letters 170 12 14 15 11 14 15 18 14 10 11 16 10 10 

BBC Inform standard 90 7 7 7 7 8 7 9 7 6 7 7 6 5 

BBC Inform Diverse 8 1 0  1 1 0 1 0 1 1 0 1 0 1 

BBC Progs standard 42 2 4 4 2 4 4 5 4 2 3 4 2 2 

BBC Progs Diverse 10 1 1 1 0 0 1 1 1 0 0 2 1 1 

Ind prods standard 16 1 2 1 1 2 1 2 1 1 1 1 1 1 

Ind prods Diverse 4 0 0 1 0 0 1 1 0 0 0 1 0 0 

Total 500 30 49 39 35 44 42 59 39 30 34 45 28 26 
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Amended sample - BBC Progs Emails moved to BBC Progs letters 

21.12.10 

 
  Channel NE NW YH EM WM EE SE SW IL OL Sc Wa NI 

Calls 80 4 10 5 6 7 7 11 6 5 5 7 4 3 

BBC Inform standard 70 3 9 4 5 6 6 10 5 4 5 6 4 3 

BBC Inform Diverse 10 1 1 1 1 1 1 1 1 1 0 1 0 0 

Emails 202 12 19 15 16 17 16 24 15 13 16 17 12 10 

BBC Inform standard 162 8 17 11 12 15 14 22 12 10 12 13 8 8 

BBC Inform Diverse 40 4 2 4 4 2 2 2 3 3 4 4 4 2 

BBC Progs standard 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

BBC Progs Diverse 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

Letters 218 14 20 19 13 20 19 24 18 12 13 21 12 13 

BBC Inform standard 90 7 7 7 7 8 7 9 7 6 7 7 6 5 

BBC Inform Diverse 8 1 0 1 1 0 1 0 1 1 0 1 0 1 

BBC Progs standard 82 4 8 8 4 8 8 9 8 4 5 8 4 4 

BBC Progs Diverse 18 1 3 1 0 2 1 3 1 0 0 3 1 2 

Ind prods standard 16 1 2 1 1 2 1 2 1 1 1 1 1 1 

Ind prods Diverse 4 0 0 1 0 0 1 1 0 0 0 1 0 0 

Total 500 30 49 39 35 44 42 59 39 30 34 45 28 26 

 
As detailed above, in addition to the initial sample, there were a large number of further contacts. These 

were a combination of reminder contacts when a response was not received within the specified 
timeframe, and follow up enquiries made to some responses querying the next steps in the complaints 

process. NB – the figures for reminders sent include reminders to initial complaints and reminders in the 
case of follow up enquiries that were not responded to within the specified timeframe. 

 
Reminder and follow up 

contacts by channel 

Reminders sent Follow up enquiries sent 

Emails (to Audience Services 

only) 

92 55 

Letters (Audience Services) 76 39 

Letters (Programme Areas) 56 23 

Letters (Independents) 14 1 
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Question Analysis 

Calls 

 
       

      ALL Diversity Non-Diversity 
            

  Base size   80 11 69 

            

  Timely       

2.1 How many attempts did you make before 
you successfully got through to a live 
Customer Service Adviser (CSA)? 

1 66 8 58 

    82.5% 72.7% 84.1% 

  2 10 3 7 

    12.5% 27.3% 10.1% 

  3 4 0 4 

    5.0% 0.0% 5.8% 

  4 Or More 0 0 0 

    0.0% 0.0% 0.0% 

          

            

2.3 How long did it take from the time you 
finished dialling before you got through to 
a live CSA? 

Up To 30 Seconds 12 1 11 

    15.0% 9.1% 15.9% 

  31 Seconds To 1 
Minute 

25 5 20 

    31.3% 45.5% 29.0% 

  1.01 To 2 Minutes 35 5 30 

    43.8% 45.5% 43.5% 

  2.01 To 3 Minutes 4 0 4 

    5.0% 0.0% 5.8% 

  3.01 To 5 Minutes 2 0 2 

    2.5% 0.0% 2.9% 

  Over 5 Minutes 2 0 2 

    2.5% 0.0% 2.9% 

          

            

2.4 Were you put on hold at any time during 
the call?  (No will route to 2.7 

Yes 3 0 3 

    3.8% 0.0% 4.3% 

  No 77 11 66 

    96.3% 100.0% 95.7% 

          

            

2.5 If put on hold, were you told why? Yes 3 - 3 

    100.0% - 100.0% 

  No 0 - 0 

    0.0% - 0.0% 

          

            

2.6 Were you told how long you would be on 
hold for? 

Yes 0 - 0 

    0.0% - 0.0% 

  No 3 - 3 

    100.0% - 100.0% 

          

            

2.8 Note the time-band of the overall length of 
the call from when you started speaking to 
the first CSA to when the call ended. 

Up To 2 Minutes 35 4 31 

    43.8% 36.4% 44.9% 

  2.01 To 5 Minutes 41 6 35 

    51.3% 54.5% 50.7% 

  5.01 To 10 Minutes 3 1 2 

    3.8% 9.1% 2.9% 
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  10.01 To 20 Minutes 1 0 1 

    1.3% 0.0% 1.4% 

  Over 20 Minutes 0 0 0 

    0.0% 0.0% 0.0% 

          

            

2.9 Was the overall length of the call 
reasonable, given the nature of your 
complaint and the response provided? 

Yes 60 8 52 

    75.0% 72.7% 75.4% 

  No, Call Too Short, 
Csa Seemed Keen To 

Get The Call Over With 

19 3 16 

    23.8% 27.3% 23.2% 

  No, Call Too Long, 
Csa Could Have 

Handled Complaint 
More Quickly 

1 0 1 

    1.3% 0.0% 1.4% 

          

            

  Easy To Use       

3.1 Were you transferred at any point during 
the call?  (No will route to 4.1) 

Yes 0 0 0 

    0.0% 0.0% 0.0% 

  No 80 11 69 

    100.0% 100.0% 100.0% 

          

  Personalised       

4.1 Did the CSA introduce themselves by 
name? If so, please record the name here. 

Yes 70 10 60 

    87.5% 90.9% 87.0% 

  No 10 1 9 

    12.5% 9.1% 13.0% 

          

            

4.2 Did the CSA ask for your name? Yes 10 1 9 

    12.5% 9.1% 13.0% 

  No 70 10 60 

    87.5% 90.9% 87.0% 

          

            

4.3 How would you rate the CSA's friendliness? Excellent 19 2 17 

    23.8% 18.2% 24.6% 

  Good 42 5 37 

    52.5% 45.5% 53.6% 

  Okay 12 2 10 

    15.0% 18.2% 14.5% 

  Below Average 6 1 5 

    7.5% 9.1% 7.2% 

  Poor 1 1 0 

    1.3% 9.1% 0.0% 

          

            

4.4 How would you rate the CSA's politeness? Excellent 31 4 27 

    38.8% 36.4% 39.1% 

  Good 41 5 36 

    51.3% 45.5% 52.2% 

  Okay 6 1 5 

    7.5% 9.1% 7.2% 

  Below Average 1 0 1 

    1.3% 0.0% 1.4% 

  Poor 1 1 0 

    1.3% 9.1% 0.0% 
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4.5 How would you rate the CSA's eagerness to 
help you and handle your complaint? 

Excellent 21 2 19 

    26.3% 18.2% 27.5% 

  Good 36 4 32 

    45.0% 36.4% 46.4% 

  Okay 13 2 11 

    16.3% 18.2% 15.9% 

  Below Average 9 3 6 

    11.3% 27.3% 8.7% 

  Poor 1 0 1 

    1.3% 0.0% 1.4% 

          

            

4.6 How would you rate the CSA's 
understanding and caring attitude? 

Excellent 21 3 18 

    26.3% 27.3% 26.1% 

  Good 35 4 31 

    43.8% 36.4% 44.9% 

  Okay 17 2 15 

    21.3% 18.2% 21.7% 

  Below Average 3 0 3 

    3.8% 0.0% 4.3% 

  Poor 4 2 2 

    5.0% 18.2% 2.9% 

          

            

4.7 How would you rate the CSA's efficiency? Excellent 25 5 20 

    31.3% 45.5% 29.0% 

  Good 46 3 43 

    57.5% 27.3% 62.3% 

  Okay 4 1 3 

    5.0% 9.1% 4.3% 

  Below Average 3 1 2 

    3.8% 9.1% 2.9% 

  Poor 2 1 1 

    2.5% 9.1% 1.4% 

          

            

4.8 How would you rate the level of proactivity 
shown by the CSA? 

Excellent 17 3 14 

    21.3% 27.3% 20.3% 

  Good 43 4 39 

    53.8% 36.4% 56.5% 

  Okay 8 0 8 

    10.0% 0.0% 11.6% 

  Below Average 8 3 5 

    10.0% 27.3% 7.2% 

  Poor 4 1 3 

    5.0% 9.1% 4.3% 

          

            

4.9 How would you rate the CSA's use of 
appropriate conversation?  Excellent, Good 
and Okay will route to 4.11) 

Excellent 17 1 16 

    21.3% 9.1% 23.2% 

  Good 44 6 38 

    55.0% 54.5% 55.1% 

  Okay 12 2 10 

    15.0% 18.2% 14.5% 

  Below Average 6 1 5 

    7.5% 9.1% 7.2% 

  Poor 1 1 0 

    1.3% 9.1% 0.0% 

          

            

4.10 Which statement best describes why you 
rated the CSA's use of appropriate 

Made Not Enough 
Attempt At 

7 2 5 
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conversation as Below average or poor? Conversation 

    100.0% 100.0% 100.0% 

  Too Much Or 
Inappropriate 
Conversation 

0 0 0 

    0.0% 0.0% 0.0% 

          

            

4.11 How would you rate the level of ownership 
the CSA took in relation to your needs? 

Excellent 26 3 23 

    32.5% 27.3% 33.3% 

  Good 34 4 30 

    42.5% 36.4% 43.5% 

  Okay 13 3 10 

    16.3% 27.3% 14.5% 

  Below Average 5 0 5 

    6.3% 0.0% 7.2% 

  Poor 2 1 1 

    2.5% 9.1% 1.4% 

          

            

4.12 Before the call ended, did the CSA ask if 
you had any outstanding queries or 
required any further assistance? 

Yes 19 2 17 

    23.8% 18.2% 24.6% 

  No 61 9 52 

    76.3% 81.8% 75.4% 

          

            

4.13 Did the CSA thank you at the end of the 
call? 

Yes 68 7 61 

    85.0% 63.6% 88.4% 

  No 12 4 8 

    15.0% 36.4% 11.6% 

          

            

  Complaint Resolution       

5.1 Was the CSA able to provide you with a 
response which fully addressed the 
complaint you made? 

Yes 62 7 55 

    77.5% 63.6% 79.7% 

  No 18 4 14 

    22.5% 36.4% 20.3% 

          

            

5.2 Did the response include signposting to the 
full complaints process? If yes, please 
record exactly what you were told/where 
you were directed to 

Yes 10 2 8 

    12.5% 18.2% 11.6% 

  No 70 9 61 

    87.5% 81.8% 88.4% 

          

            

5.3 Did the CSA demonstrate the appropriate 
level of empathy and understanding in 
regards to your complaint? 

Yes 64 7 57 

    80.0% 63.6% 82.6% 

  No 16 4 12 

    20.0% 36.4% 17.4% 

          

            

5.5 Were you provided with a reference 
number for your complaint? If so, please 
record this reference number 

Yes 2 1 1 

    2.5% 9.1% 1.4% 

  No 78 10 68 

    97.5% 90.9% 98.6% 

          

            

  Level Of Satisfaction       

6.1 How would you rate your overall level of 
satisfaction in relation to the content of the 
response you received? 

Extremely Satisfied - 
More Than Satisfied 
With Every Aspect Of 

The Response - 

8 1 7 
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Exceptional Customer 
Service 

    10.0% 9.1% 10.1% 

  Satisfied - Satisfied 
With Every Aspect Of 
The Response - Good 

Customer Service 

30 4 26 

    37.5% 36.4% 37.7% 

  Neither Satisfied Nor 
Dissatisfied - Generally 

Satisfied But There 
Were Some Frustrating 

Aspects 

29 3 26 

    36.3% 27.3% 37.7% 

  Dissatisfied - More 
Dissatisfied Than 
Satisfied - Poor 

Customer Service 

12 2 10 

    15.0% 18.2% 14.5% 

  Extremely 
Dissatisfied - An 
Extremely Poor 

Customer Service 
Experience 

1 1 0 

    1.3% 9.1% 0.0% 

          

            

6.2 How would you rate your overall level of 
satisfaction in relation to the process of 
complaining? 

Extremely Satisfied - 
More Than Satisfied 
With Every Aspect Of 

The Response - 
Exceptional Customer 

Service 

12 2 10 

    15.0% 18.2% 14.5% 

  Satisfied - Satisfied 
With Every Aspect Of 
The Response - Good 

Customer Service 

31 4 27 

    38.8% 36.4% 39.1% 

  Neither Satisfied Nor 
Dissatisfied - Generally 

Satisfied But There 
Were Some Frustrating 

Aspects 

26 3 23 

    32.5% 27.3% 33.3% 

  Dissatisfied - More 
Dissatisfied Than 
Satisfied - Poor 

Customer Service 

10 1 9 

    12.5% 9.1% 13.0% 

  Extremely 
Dissatisfied - An 
Extremely Poor 

Customer Service 
Experience 

1 1 0 

    1.3% 9.1% 0.0% 

          

            

6.3 Taking account of your experience on this 
assessment which phrase most closely 
describes your perception of this 
organisation? 

The Assessment 
Enhanced My 

Perception Of This 
Organisation 

14 2 12 

    17.5% 18.2% 17.4% 

  The Assessment Did 
Not Change My 

Perception Of This 
Organisation 

54 5 49 

    67.5% 45.5% 71.0% 
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  The Assessment 
Lowered My Perception 

Of This Organisation 

12 4 8 

    15.0% 36.4% 11.6% 

          

            

6.4 Has the degree to which you trust this 
organisation been influenced by your 
experience on this assessment? 

This Assessment Has 
Helped Me To Trust 

This Organisation More 

12 2 10 

    15.0% 18.2% 14.5% 

  The Assessment Did 
Not Change How Much 

I Trust This 
Organisation 

58 6 52 

    72.5% 54.5% 75.4% 

  The Assessment Has 
Made Me Trust This 
Organisation Less 

10 3 7 

    12.5% 27.3% 10.1% 
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Emails 

 
       

      ALL Diversity Non-Diversity 
            
  Timely       

2.1 Did you have any problems sending your 
complaint?    If you are unable to submit your 
complaint via the web-form, please try again 
later within the specified dates, and record 
your experience here 

Yes 0 0 0 

    0.0% 0.0% 0.0% 

  No 199 88 111 

    100.0
% 

100.0% 100.0% 

          

            

2.7 Did you receive a response to your complaint 
within 10 working days of sending your 
complaint?  (Yes will route to 2.14) 

Yes 112 48 64 

    56.3% 54.5% 57.7% 

  No 87 40 47 

    43.7% 45.5% 42.3% 

          

            

2.13
a 

Did you receive a full response to your 
complaint after sending an initial complaint 
and a further chaser contact?  (No will route to 
END) 

Yes 187 83 104 

    94.0% 94.3% 93.7% 

  No 12 5 7 

    6.0% 5.7% 6.3% 

          

            

2.16 How many working days (not Saturdays and 
Sundays) after submitting your complaint was 
it before you received a full e-mail response to 
your complaint? 

Same Day 1 0 1 

    0.5% 0.0% 1.0% 

  1 Day 1 0 1 

    0.5% 0.0% 1.0% 

  2 Days 0 0 0 

    0.0% 0.0% 0.0% 

  3 Days 1 0 1 

    0.5% 0.0% 1.0% 

  4 Days 2 0 2 

    1.1% 0.0% 1.9% 

  5 Days 2 0 2 

    1.1% 0.0% 1.9% 

  6 Days 0 0 0 

    0.0% 0.0% 0.0% 

  7 Days 3 2 1 

    1.6% 2.4% 1.0% 

  8 Days 1 1 0 

    0.5% 1.2% 0.0% 

  9 Days 44 22 22 

    23.5% 26.5% 21.2% 

  10 Days 57 23 34 

    30.5% 27.7% 32.7% 

  11 Days 39 17 22 

    20.9% 20.5% 21.2% 

  12 Days 8 4 4 

    4.3% 4.8% 3.8% 

  13 Days 4 2 2 

    2.1% 2.4% 1.9% 

  14 Days 10 4 6 

    5.3% 4.8% 5.8% 

  15 Days 3 1 2 

    1.6% 1.2% 1.9% 

  16 Days 4 4 0 

    2.1% 4.8% 0.0% 
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  17 Days 0 0 0 

    0.0% 0.0% 0.0% 

  18 Days 2 2 0 

    1.1% 2.4% 0.0% 

  19 Days 1 1 0 

    0.5% 1.2% 0.0% 

  20 Days 1 0 1 

    0.5% 0.0% 1.0% 

  21 Days 0 0 0 

    0.0% 0.0% 0.0% 

  22 Days 0 0 0 

    0.0% 0.0% 0.0% 

  23 Days 0 0 0 

    0.0% 0.0% 0.0% 

  24 Days 2 0 2 

    1.1% 0.0% 1.9% 

  25 Days 0 0 0 

    0.0% 0.0% 0.0% 

  26 Days 0 0 0 

    0.0% 0.0% 0.0% 

  27 Days 0 0 0 

    0.0% 0.0% 0.0% 

  28 Days 0 0 0 

    0.0% 0.0% 0.0% 

  29 Days 0 0 0 

    0.0% 0.0% 0.0% 

  30 Days 0 0 0 

    0.0% 0.0% 0.0% 

  30+ Days 1 0 1 

    0.5% 0.0% 1.0% 

          

  Section 3 - Content Of Response       

3.1 Did the response include a clear subject line 
relevant to your complaint? 

Yes 187 83 104 

    100.0
% 

100.0% 100.0% 

  No 0 0 0 

    0.0% 0.0% 0.0% 

          

            

3.2 Did the response refrain from using jargon or 
technical terms, giving clear explanations? 

Yes 186 82 104 

    99.5% 98.8% 100.0% 

  No 1 1 0 

    0.5% 1.2% 0.0% 

          

            

3.3 Was the format of the e-mail acceptable? Yes 186 82 104 

    99.5% 98.8% 100.0% 

  No 1 1 0 

    0.5% 1.2% 0.0% 

          

            

3.4 Was the e-mail free of spelling mistakes?     If 
No - give examples.  Make sure your spelling is 
correct. 

Yes 183 82 101 

    97.9% 98.8% 97.1% 

  No 4 1 3 

    2.1% 1.2% 2.9% 

          

            

3.5 Did the e-mail read well - was it free of any 
obvious grammatical mistakes?     If No - give 
examples.  Make sure your grammar is correct. 

Yes 181 81 100 

    96.8% 97.6% 96.2% 

  No 6 2 4 

    3.2% 2.4% 3.8% 
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3.6 Were all your personal details accurate within 
the response? 

Yes 185 83 102 

    98.9% 100.0% 98.1% 

  No 2 0 2 

    1.1% 0.0% 1.9% 

          

            

  Section 4 - Personalised       

4.1 Did the response include the name of the 
sender? If so please record the name here 

Yes 186 83 103 

    99.5% 100.0% 99.0% 

  No 1 0 1 

    0.5% 0.0% 1.0% 

          

            

4.2 Did the response include the job title or 
department of the sender? 

Yes 181 81 100 

    96.8% 97.6% 96.2% 

  No 6 2 4 

    3.2% 2.4% 3.8% 

          

            

4.3 Was it clear that the response had been 
tailored to your specific complaint - i.e. was 
not an automated reply? 

Yes 178 80 98 

    95.2% 96.4% 94.2% 

  No 9 3 6 

    4.8% 3.6% 5.8% 

          

            

4.4 How would you rate the friendliness of the e-
mail tone? 

Excellent 60 27 33 

    32.1% 32.5% 31.7% 

  Good 111 47 64 

    59.4% 56.6% 61.5% 

  Okay 13 7 6 

    7.0% 8.4% 5.8% 

  Below Average 3 2 1 

    1.6% 2.4% 1.0% 

  Poor 0 0 0 

    0.0% 0.0% 0.0% 

          

            

4.5 How would you rate the politeness of the e-
mail tone? 

Excellent 77 33 44 

    41.2% 39.8% 42.3% 

  Good 105 47 58 

    56.1% 56.6% 55.8% 

  Okay 5 3 2 

    2.7% 3.6% 1.9% 

  Below Average 0 0 0 

    0.0% 0.0% 0.0% 

  Poor 0 0 0 

    0.0% 0.0% 0.0% 

          

            

4.6 Was there a 'thank you for your letter' 
included? 

Yes 186 82 104 

    99.5% 98.8% 100.0% 

  No 1 1 0 

    0.5% 1.2% 0.0% 

          

            

  Section 5 - Complaint Resolution       

5.1 Was the CSA able to provide you with a 
response which fully addressed the complaint 
you made? 

Yes 169 77 92 

    90.4% 92.8% 88.5% 

  No 18 6 12 

    9.6% 7.2% 11.5% 
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5.2 Did the response include a web-link or other 
signposting to the full complaints process? 

Yes 181 82 99 

    96.8% 98.8% 95.2% 

  No 6 1 5 

    3.2% 1.2% 4.8% 

          

            

5.3 Did the CSA demonstrate the appropriate level 
of empathy and understanding in regards to 
your complaint? 

Yes 178 79 99 

    95.2% 95.2% 95.2% 

  No 9 4 5 

    4.8% 4.8% 4.8% 

          

            

5.5 Were you provided with a reference number 
for your complaint? If so, please record this 
reference number here. 

Yes 187 83 104 

    100.0
% 

100.0% 100.0% 

  No 0 0 0 

    0.0% 0.0% 0.0% 

          

            

  Section 6 - Level Of Satisfaction       

6.1 How would you rate your overall level of 
satisfaction in relation to the content of the 
response you received? 

Extremely Satisfied - 
More Than Satisfied With 

Every Aspect Of The 
Response - Exceptional 

Customer Service 

39 17 22 

    20.9% 20.5% 21.2% 

  Satisfied - Satisfied 
With Every Aspect Of 
The Response - Good 

Customer Service 

93 40 53 

    49.7% 48.2% 51.0% 

  Neither Satisfied Nor 
Dissatisfied - Generally 

Satisfied But There Were 
Some Frustrating 

Aspects 

42 19 23 

    22.5% 22.9% 22.1% 

  Dissatisfied - More 
Dissatisfied Than 
Satisfied - Poor 

Customer Service 

12 7 5 

    6.4% 8.4% 4.8% 

  Extremely Dissatisfied 
- An Extremely Poor 
Customer Service 

Experience 

1 0 1 

    0.5% 0.0% 1.0% 

          

            

6.2 How would you rate your overall level of 
satisfaction in relation to the process of 
complaining? 

Extremely Satisfied - 
More Than Satisfied With 

Every Aspect Of The 
Response - Exceptional 

Customer Service 

20 9 11 

    10.7% 10.8% 10.6% 

  Satisfied - Satisfied 
With Every Aspect Of 
The Response - Good 

Customer Service 

74 29 45 

    39.6% 34.9% 43.3% 

  Neither Satisfied Nor 
Dissatisfied - Generally 

Satisfied But There Were 
Some Frustrating 

Aspects 

73 34 39 
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    39.0% 41.0% 37.5% 

  Dissatisfied - More 
Dissatisfied Than 
Satisfied - Poor 

Customer Service 

16 8 8 

    8.6% 9.6% 7.7% 

  Extremely Dissatisfied 
- An Extremely Poor 
Customer Service 

Experience 

4 3 1 

    2.1% 3.6% 1.0% 

          

            

6.3 Taking account of your experience on this 
assessment which phrase most closely 
describes your perception of this organisation? 

The Assessment 
Enhanced My Perception 

Of This Organisation 

54 25 29 

    28.9% 30.1% 27.9% 

  The Assessment Did 
Not Change My 

Perception Of This 
Organisation 

116 50 66 

    62.0% 60.2% 63.5% 

  The Assessment 
Lowered My Perception 

Of This Organisation 

17 8 9 

    9.1% 9.6% 8.7% 

          

            

6.4 Has the degree to which you trust this 
organisation been influenced by your 
experience on this assessment? 

This Assessment Has 
Helped Me To Trust This 

Organisation More 

42 19 23 

    22.5% 22.9% 22.1% 

  The Assessment Did 
Not Change How Much I 
Trust This Organisation 

139 61 78 

    74.3% 73.5% 75.0% 

  The Assessment Has 
Made Me Trust This 
Organisation Less 

6 3 3 

    3.2% 3.6% 2.9% 
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Letters Initial 

 

    

  

ALL 
Independent 
Production Information Programmes 

              

  Base size   219 17 112 90 

              

  Timely         

2.1 Did you receive a holding / 
acknowledgement reply in response to your 
complaint? This would be contact from the 
organisation explaining that your complaint 
had been received and advising that a fuller 
response would follow.  (No will route to 
2.4) 

Yes 0 0 0 0 

    0.0% 0.0% 0.0% 0.0% 

  No 219 17 112 90 

    100.0
% 

100.0% 100.0% 100.0% 

            

              

2.6 Did you receive a response to your 
complaint within 10 working days of sending 
your complaint?  (Yes will route to 2.11) 

Yes 84 3 44 37 

    38.4% 17.6% 39.3% 41.1% 

  No 135 14 68 53 

    61.6% 82.4% 60.7% 58.9% 

            

              

              

2.10a Did you receive a full response to your 
complaint after sending an initial complaint 
and a further chaser contact?  (No will route 
to END) 

Yes 178 7 99 72 

    81.3% 41.2% 88.4% 80.0% 

  No 41 10 13 18 

    18.7% 58.8% 11.6% 20.0% 

            

              

2.13 How many working days (not Saturdays or 
Sundays) after posting your complaint was it 
before you received a full written response 
to your complaint?  If 10+ or 30+, how 
many days? 

Same Day 0 0 0 0 

    0.0% 0.0% 0.0% 0.0% 

  1 Day 0 0 0 0 

    0.0% 0.0% 0.0% 0.0% 

  2 Days 1 0 1 0 

    0.6% 0.0% 1.0% 0.0% 

  3 Days 4 0 1 3 

    2.2% 0.0% 1.0% 4.2% 

  4 Days 3 0 1 2 

    1.7% 0.0% 1.0% 2.8% 

  5 Days 4 0 1 3 

    2.2% 0.0% 1.0% 4.2% 

  6 Days 2 1 0 1 

    1.1% 14.3% 0.0% 1.4% 

  7 Days 7 1 2 4 

    3.9% 14.3% 2.0% 5.6% 

  8 Days 5 1 0 4 

    2.8% 14.3% 0.0% 5.6% 

  9 Days 5 0 1 4 

    2.8% 0.0% 1.0% 5.6% 

  10 Days 5 0 0 5 

    2.8% 0.0% 0.0% 6.9% 

  11 Days 9 0 6 3 

    5.1% 0.0% 6.1% 4.2% 

  12 Days 7 1 5 1 

    3.9% 14.3% 5.1% 1.4% 

  13 Days 16 0 15 1 

    9.0% 0.0% 15.2% 1.4% 

  14 Days 22 0 16 6 
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    12.4% 0.0% 16.2% 8.3% 

  15 Days 23 0 16 7 

    12.9% 0.0% 16.2% 9.7% 

  16 Days 8 0 5 3 

    4.5% 0.0% 5.1% 4.2% 

  17 Days 10 0 5 5 

    5.6% 0.0% 5.1% 6.9% 

  18 Days 3 0 2 1 

    1.7% 0.0% 2.0% 1.4% 

  19 Days 8 0 7 1 

    4.5% 0.0% 7.1% 1.4% 

  20 Days 11 1 5 5 

    6.2% 14.3% 5.1% 6.9% 

  21 Days 5 0 1 4 

    2.8% 0.0% 1.0% 5.6% 

  22 Days 3 1 2 0 

    1.7% 14.3% 2.0% 0.0% 

  23 Days 3 0 2 1 

    1.7% 0.0% 2.0% 1.4% 

  24 Days 3 1 0 2 

    1.7% 14.3% 0.0% 2.8% 

  25 Days 1 0 0 1 

    0.6% 0.0% 0.0% 1.4% 

  26 Days 0 0 0 0 

    0.0% 0.0% 0.0% 0.0% 

  27 Days 1 0 1 0 

    0.6% 0.0% 1.0% 0.0% 

  28 Days 2 0 1 1 

    1.1% 0.0% 1.0% 1.4% 

  29 Days 1 0 1 0 

    0.6% 0.0% 1.0% 0.0% 

  30 Days 3 0 2 1 

    1.7% 0.0% 2.0% 1.4% 

  30+ Days 3 0 0 3 

    1.7% 0.0% 0.0% 4.2% 

            

              

  Content Of Response         

3.1 Did the response refrain from using jargon 
or technical terms, giving clear explanations? 

Yes 176 7 98 71 

    98.9% 100.0% 99.0% 98.6% 

  No 2 0 1 1 

    1.1% 0.0% 1.0% 1.4% 

            

              

3.2 Was the format of the letter acceptable? Yes 170 6 95 69 

    95.5% 85.7% 96.0% 95.8% 

  No 8 1 4 3 

    4.5% 14.3% 4.0% 4.2% 

            

              

3.3 Was the letter free of spelling mistakes?     
If No - give examples.  Make sure your 
spelling is correct. 

Yes 170 7 94 69 

    95.5% 100.0% 94.9% 95.8% 

  No 8 0 5 3 

    4.5% 0.0% 5.1% 4.2% 

            

              

3.4 Did the letter read well - was it free of any 
obvious grammatical mistakes?     If No - 
give examples.  Make sure your grammar is 
correct. 

Yes 157 5 90 62 

    88.2% 71.4% 90.9% 86.1% 

  No 21 2 9 10 

    11.8% 28.6% 9.1% 13.9% 
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3.5 Were all your personal details accurate 
within the response? 

Yes 152 6 84 62 

    85.4% 85.7% 84.8% 86.1% 

  No 26 1 15 10 

    14.6% 14.3% 15.2% 13.9% 

            

              

  Personalised         

4.1 Did the response include the name of the 
sender? 

Yes 167 7 99 61 

    93.8% 100.0% 100.0% 84.7% 

  No 11 0 0 11 

    6.2% 0.0% 0.0% 15.3% 

            

              

4.2 Did the response include the job title or 
department of the sender? 

Yes 167 5 96 66 

    93.8% 71.4% 97.0% 91.7% 

  No 11 2 3 6 

    6.2% 28.6% 3.0% 8.3% 

            

              

4.3 Was it clear that the response had been 
tailored to your specific complaint - i.e. was 
not an automated reply? 

Yes 155 7 90 58 

    87.1% 100.0% 90.9% 80.6% 

  No 23 0 9 14 

    12.9% 0.0% 9.1% 19.4% 

            

              

4.4 How would you rate the friendliness of the 
letter? 

Excellent 53 1 33 19 

    29.8% 14.3% 33.3% 26.4% 

  Good 90 5 50 35 

    50.6% 71.4% 50.5% 48.6% 

  Okay 28 0 14 14 

    15.7% 0.0% 14.1% 19.4% 

  Below Average 6 1 2 3 

    3.4% 14.3% 2.0% 4.2% 

  Poor 1 0 0 1 

    0.6% 0.0% 0.0% 1.4% 

            

              

4.5 How would you rate the politeness of the 
letter? 

Excellent 75 3 44 28 

    42.1% 42.9% 44.4% 38.9% 

  Good 88 3 48 37 

    49.4% 42.9% 48.5% 51.4% 

  Okay 15 1 7 7 

    8.4% 14.3% 7.1% 9.7% 

  Below Average 0 0 0 0 

    0.0% 0.0% 0.0% 0.0% 

  Poor 0 0 0 0 

    0.0% 0.0% 0.0% 0.0% 

            

              

4.6 Was there a 'thank you for your letter' 
included? 

Yes 171 7 96 68 

    96.1% 100.0% 97.0% 94.4% 

  No 7 0 3 4 

    3.9% 0.0% 3.0% 5.6% 

            

              

  Complaint Resolution         

5.1 Was the CSA able to provide you with a 
response which fully addressed the 
complaint you made? 

Yes 146 6 86 54 

    82.0% 85.7% 86.9% 75.0% 

  No 32 1 13 18 

    18.0% 14.3% 13.1% 25.0% 
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5.2 Did the response include signposting to the 
full complaints process? 

Yes 126 1 97 28 

    70.8% 14.3% 98.0% 38.9% 

  No 52 6 2 44 

    29.2% 85.7% 2.0% 61.1% 

            

              

5.3 Did the CSA demonstrate the appropriate 
level of empathy and understanding in 
regards to your complaint? 

Yes 151 6 87 58 

    84.8% 85.7% 87.9% 80.6% 

  No 27 1 12 14 

    15.2% 14.3% 12.1% 19.4% 

            

              

5.5 Were you provided with a reference number 
for your complaint? If so, please record this 
reference number here. 

Yes 136 0 99 37 

    76.4% 0.0% 100.0% 51.4% 

  No 42 7 0 35 

    23.6% 100.0% 0.0% 48.6% 

            

              

  Level Of Satisfaction         

6.1 How would you rate your overall level of 
satisfaction in relation to the content of the 
response you received? 

Extremely Satisfied 
- More Than Satisfied 
With Every Aspect Of 

The Response - 
Exceptional 

Customer Service 

34 0 21 13 

    19.1% 0.0% 21.2% 18.1% 

  Satisfied - Satisfied 
With Every Aspect Of 

The Response - 
Good Customer 

Service 

76 2 46 28 

    42.7% 28.6% 46.5% 38.9% 

  Neither Satisfied 
Nor Dissatisfied - 

Generally Satisfied 
But There Were 
Some Frustrating 

Aspects 

45 5 19 21 

    25.3% 71.4% 19.2% 29.2% 

  Dissatisfied - More 
Dissatisfied Than 
Satisfied - Poor 

Customer Service 

21 0 12 9 

    11.8% 0.0% 12.1% 12.5% 

  Extremely 
Dissatisfied - An 
Extremely Poor 

Customer Service 
Experience 

2 0 1 1 

    1.1% 0.0% 1.0% 1.4% 

            

              

6.2 How would you rate your overall level of 
satisfaction in relation to the process of 
complaining? 

Extremely Satisfied 
- More Than Satisfied 
With Every Aspect Of 

The Response - 
Exceptional 

Customer Service 

16 1 11 4 

    9.0% 14.3% 11.1% 5.6% 

  Satisfied - Satisfied 
With Every Aspect Of 

The Response - 
Good Customer 

Service 

77 3 45 29 

    43.3% 42.9% 45.5% 40.3% 
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  Neither Satisfied 
Nor Dissatisfied - 

Generally Satisfied 
But There Were 
Some Frustrating 

Aspects 

58 2 30 26 

    32.6% 28.6% 30.3% 36.1% 

  Dissatisfied - More 
Dissatisfied Than 
Satisfied - Poor 

Customer Service 

24 1 11 12 

    13.5% 14.3% 11.1% 16.7% 

  Extremely 
Dissatisfied - An 
Extremely Poor 

Customer Service 
Experience 

3 0 2 1 

    1.7% 0.0% 2.0% 1.4% 

            

              

6.3 Taking account of your experience on this 
assessment which phrase most closely 
describes your perception of this 
organisation? 

The Assessment 
Enhanced My 

Perception Of This 
Organisation 

48 1 33 14 

    27.0% 14.3% 33.3% 19.4% 

  The Assessment 
Did Not Change My 
Perception Of This 

Organisation 

98 4 50 44 

    55.1% 57.1% 50.5% 61.1% 

  The Assessment 
Lowered My 

Perception Of This 
Organisation 

32 2 16 14 

    18.0% 28.6% 16.2% 19.4% 

            

              

6.4 Has the degree to which you trust this 
organisation been influenced by your 
experience on this assessment? 

This Assessment 
Has Helped Me To 

Trust This 
Organisation More 

37 1 25 11 

    20.8% 14.3% 25.3% 15.3% 

  The Assessment 
Did Not Change How 

Much I Trust This 
Organisation 

118 5 65 48 

    66.3% 71.4% 65.7% 66.7% 

  The Assessment 
Has Made Me Trust 
This Organisation 

Less 

23 1 9 13 

    12.9% 14.3% 9.1% 18.1% 
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Letters Diversity 

 

    
  

ALL Diversity 
Non-

Diversity 
            

  Base size   219 94 125 

            

  Timely       

2.1 Did you receive a holding / acknowledgement reply in 
response to your complaint? This would be contact from 
the organisation explaining that your complaint had been 
received and advising that a fuller response would 
follow.  (No will route to 2.4) 

Yes 0 0 0 

    0.0% 0.0% 0.0% 

  No 219 94 125 

    100.0% 100.0% 100.0% 

          

            

2.6 Did you receive a response to your complaint within 10 
working days of sending your complaint?  (Yes will route 
to 2.11) 

Yes 84 33 51 

    38.4% 35.1% 40.8% 

  No 135 61 74 

    61.6% 64.9% 59.2% 

          

            

2.10a Did you receive a full response to your complaint after 
sending an initial complaint and a further chaser 
contact?  (No will route to END) 

Yes 178 77 101 

    81.3% 81.9% 80.8% 

  No 41 17 24 

    18.7% 18.1% 19.2% 

          

            

2.13 How many working days (not Saturdays or Sundays) 
after posting your complaint was it before you received a 
full written response to your complaint?  If 10+ or 30+, 
how many days? 

Same Day 0 0 0 

    0.0% 0.0% 0.0% 

  1 Day 0 0 0 

    0.0% 0.0% 0.0% 

  2 Days 1 0 1 

    0.6% 0.0% 1.0% 

  3 Days 4 1 3 

    2.2% 1.3% 3.0% 

  4 Days 3 0 3 

    1.7% 0.0% 3.0% 

  5 Days 4 0 4 

    2.2% 0.0% 4.0% 

  6 Days 2 0 2 

    1.1% 0.0% 2.0% 

  7 Days 7 1 6 

    3.9% 1.3% 5.9% 

  8 Days 5 2 3 

    2.8% 2.6% 3.0% 

  9 Days 5 1 4 

    2.8% 1.3% 4.0% 

  10 Days 5 0 5 

    2.8% 0.0% 5.0% 

  11 Days 9 6 3 

    5.1% 7.8% 3.0% 

  12 Days 7 3 4 

    3.9% 3.9% 4.0% 

  13 Days 16 11 5 

    9.0% 14.3% 5.0% 

  14 Days 22 14 8 

    12.4% 18.2% 7.9% 

  15 Days 23 11 12 

    12.9% 14.3% 11.9% 
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  16 Days 8 2 6 

    4.5% 2.6% 5.9% 

  17 Days 10 6 4 

    5.6% 7.8% 4.0% 

  18 Days 3 2 1 

    1.7% 2.6% 1.0% 

  19 Days 8 5 3 

    4.5% 6.5% 3.0% 

  20 Days 11 4 7 

    6.2% 5.2% 6.9% 

  21 Days 5 2 3 

    2.8% 2.6% 3.0% 

  22 Days 3 2 1 

    1.7% 2.6% 1.0% 

  23 Days 3 2 1 

    1.7% 2.6% 1.0% 

  24 Days 3 0 3 

    1.7% 0.0% 3.0% 

  25 Days 1 0 1 

    0.6% 0.0% 1.0% 

  26 Days 0 0 0 

    0.0% 0.0% 0.0% 

  27 Days 1 0 1 

    0.6% 0.0% 1.0% 

  28 Days 2 1 1 

    1.1% 1.3% 1.0% 

  29 Days 1 0 1 

    0.6% 0.0% 1.0% 

  30 Days 3 1 2 

    1.7% 1.3% 2.0% 

  30+ Days 3 0 3 

    1.7% 0.0% 3.0% 

          

  Content Of Response       

3.1 Did the response refrain from using jargon or technical 
terms, giving clear explanations? 

Yes 176 75 101 

    98.9% 97.4% 100.0% 

  No 2 2 0 

    1.1% 2.6% 0.0% 

          

            

3.2 Was the format of the letter acceptable? Yes 170 72 98 

    95.5% 93.5% 97.0% 

  No 8 5 3 

    4.5% 6.5% 3.0% 

          

            

3.3 Was the letter free of spelling mistakes?     If No - give 
examples.  Make sure your spelling is correct. 

Yes 170 75 95 

    95.5% 97.4% 94.1% 

  No 8 2 6 

    4.5% 2.6% 5.9% 

          

            

3.4 Did the letter read well - was it free of any obvious 
grammatical mistakes?     If No - give examples.  Make 
sure your grammar is correct. 

Yes 157 70 87 

    88.2% 90.9% 86.1% 

  No 21 7 14 

    11.8% 9.1% 13.9% 

          

            

3.5 Were all your personal details accurate within the 
response? 

Yes 152 67 85 

    85.4% 87.0% 84.2% 

  No 26 10 16 
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    14.6% 13.0% 15.8% 

          

            

  Personalised       

4.1 Did the response include the name of the sender? Yes 167 76 91 

    93.8% 98.7% 90.1% 

  No 11 1 10 

    6.2% 1.3% 9.9% 

          

            

4.2 Did the response include the job title or department of 
the sender? 

Yes 167 73 94 

    93.8% 94.8% 93.1% 

  No 11 4 7 

    6.2% 5.2% 6.9% 

          

            

4.3 Was it clear that the response had been tailored to your 
specific complaint - i.e. was not an automated reply? 

Yes 155 70 85 

    87.1% 90.9% 84.2% 

  No 23 7 16 

    12.9% 9.1% 15.8% 

          

            

4.4 How would you rate the friendliness of the letter? Excellent 53 24 29 

    29.8% 31.2% 28.7% 

  Good 90 45 45 

    50.6% 58.4% 44.6% 

  Okay 28 7 21 

    15.7% 9.1% 20.8% 

  Below Average 6 1 5 

    3.4% 1.3% 5.0% 

  Poor 1 0 1 

    0.6% 0.0% 1.0% 

          

            

4.5 How would you rate the politeness of the letter? Excellent 75 33 42 

    42.1% 42.9% 41.6% 

  Good 88 42 46 

    49.4% 54.5% 45.5% 

  Okay 15 2 13 

    8.4% 2.6% 12.9% 

  Below Average 0 0 0 

    0.0% 0.0% 0.0% 

  Poor 0 0 0 

    0.0% 0.0% 0.0% 

          

            

4.6 Was there a 'thank you for your letter' included? Yes 171 76 95 

    96.1% 98.7% 94.1% 

  No 7 1 6 

    3.9% 1.3% 5.9% 

          

            

  Complaint Resolution       

5.1 Was the CSA able to provide you with a response which 
fully addressed the complaint you made? 

Yes 146 67 79 

    82.0% 87.0% 78.2% 

  No 32 10 22 

    18.0% 13.0% 21.8% 

          

            

5.2 Did the response include signposting to the full 
complaints process? 

Yes 126 70 56 

    70.8% 90.9% 55.4% 
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  No 52 7 45 

    29.2% 9.1% 44.6% 

          

            

5.3 Did the CSA demonstrate the appropriate level of 
empathy and understanding in regards to your 
complaint? 

Yes 151 69 82 

    84.8% 89.6% 81.2% 

  No 27 8 19 

    15.2% 10.4% 18.8% 

          

            

5.5 Were you provided with a reference number for your 
complaint? If so, please record this reference number 
here. 

Yes 136 70 66 

    76.4% 90.9% 65.3% 

  No 42 7 35 

    23.6% 9.1% 34.7% 

          

            

  Level Of Satisfaction       

6.1 How would you rate your overall level of satisfaction in 
relation to the content of the response you received? 

Extremely Satisfied - More 
Than Satisfied With Every 
Aspect Of The Response - 

Exceptional Customer Service 

34 19 15 

    19.1% 24.7% 14.9% 

  Satisfied - Satisfied With 
Every Aspect Of The Response 

- Good Customer Service 

76 33 43 

    42.7% 42.9% 42.6% 

  Neither Satisfied Nor 
Dissatisfied - Generally 

Satisfied But There Were 
Some Frustrating Aspects 

45 17 28 

    25.3% 22.1% 27.7% 

  Dissatisfied - More 
Dissatisfied Than Satisfied - 

Poor Customer Service 

21 8 13 

    11.8% 10.4% 12.9% 

  Extremely Dissatisfied - An 
Extremely Poor Customer 

Service Experience 

2 0 2 

    1.1% 0.0% 2.0% 

          

            

6.2 How would you rate your overall level of satisfaction in 
relation to the process of complaining? 

Extremely Satisfied - More 
Than Satisfied With Every 
Aspect Of The Response - 

Exceptional Customer Service 

16 10 6 

    9.0% 13.0% 5.9% 

  Satisfied - Satisfied With 
Every Aspect Of The Response 

- Good Customer Service 

77 38 39 

    43.3% 49.4% 38.6% 

  Neither Satisfied Nor 
Dissatisfied - Generally 

Satisfied But There Were 
Some Frustrating Aspects 

58 20 38 

    32.6% 26.0% 37.6% 

  Dissatisfied - More 
Dissatisfied Than Satisfied - 

Poor Customer Service 

24 8 16 

    13.5% 10.4% 15.8% 

  Extremely Dissatisfied - An 
Extremely Poor Customer 

Service Experience 

3 1 2 

    1.7% 1.3% 2.0% 
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6.3 Taking account of your experience on this assessment 
which phrase most closely describes your perception of 
this organisation? 

The Assessment Enhanced 
My Perception Of This 

Organisation 

48 23 25 

    27.0% 29.9% 24.8% 

  The Assessment Did Not 
Change My Perception Of This 

Organisation 

98 42 56 

    55.1% 54.5% 55.4% 

  The Assessment Lowered 
My Perception Of This 

Organisation 

32 12 20 

    18.0% 15.6% 19.8% 

          

            

6.4 Has the degree to which you trust this organisation been 
influenced by your experience on this assessment? 

This Assessment Has 
Helped Me To Trust This 

Organisation More 

37 19 18 

    20.8% 24.7% 17.8% 

  The Assessment Did Not 
Change How Much I Trust 

This Organisation 

118 50 68 

    66.3% 64.9% 67.3% 

  The Assessment Has Made 
Me Trust This Organisation 

Less 

23 8 15 

    12.9% 10.4% 14.9% 
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Scenario Basis for Diversity strand calls 
 

Diversity Strand Suggested Approach 

Age 

"Hi, I've got a general complaint about the BBC. I think you are neglecting people 
in their 20's and 30's in your factual programming. There are always programmes 

about people younger and older than this but hardly ever about this age group." 

Age 

"Hello, I'd like to make a complaint about Radio 4 please. It’s just that I actually 
do like Radio 4, but the presenters are all quite old and it would be good if some 

of them were a bit younger like me." 

Disability 

"I have (disability) and really feel there is never adequate coverage of this on 
BBC programming. I'm really fed up about this and would like to make a 

complaint." 

Disability 

"Good Morning/Afternoon. I want to make a complaint about The Apprentice - 
I'm disabled, and I've noticed that there are never any disabled contestants - why 

is this, its not very representative?" 

Ethnic/Cultural 

"Hello, I'm really fed up of sports coverage on the BBC always focussing on the 
English Teams and never having enough coverage of the rest of the UK. I'd like 

to log a complaint about this." 

Faith 

"I've got a bit of a complaint actually. I've noticed that while the BBC does cover 

religious issues sometimes, there is hardly ever anything about Sikhism. Can 

something be done about this?" 

Faith 

"I would like to complain please. I am a Hindu, and I never see any programmes 

about Hinduism on the BBC. Why is this?" 

Gender 

"I want to make a complaint about the fact that practically every presenter on the 
BBC is a middle aged male. You've got Attenborough, James May, Andrew 

Marr…that isn’t very diverse is it? Can something be done to make it more 
representative?" 

Gender 

"Hi. Watching the TV last weekend I couldn’t help but notice that almost all the 

coverage is of Men’s Sports. Can't you cover Women's Teams and Female 
Competitors more?" 

Race 

"I'm Irish and I want to complain. Why is Terry Wogan the only Irish TV 

presenter the BBC ever seem to use? I like Terry Wogan but he isn’t really 
representative anymore." 

Sexuality 

"I want to complain about the lack of programming about Bi-sexual people. There 

are always programmes about homosexual men and women." 
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1. Background and Objectives 

1.1 Background 

Under the BBC’s Royal Charter, the Trust is required to set and publish a Complaints 

Framework within which the BBC must handle complaints about its output or any other 

matter. This Framework came into operation on 1st August 2008. The BBC has a 

commitment to respond to all complaints, and the Framework sets out how the BBC is 

expected to handle them.  

In general, there are six kinds of complaints about the BBC, the first two of which are 

covered in this research: 

1) Editorial – about the content of BBC output where a breach of the BBC editorial 

guidelines is alleged (such as those relating to impartiality or accuracy).  

2) General – about such things as production values, presentation, scheduling, or 

other matters.  

3) Fair trading – about the BBC's trading activity.  

4) TV Licensing – about the collection of the TV licence fee.  

5) Digital Switchover Help Scheme – about the administration of the Switchover 

Help Scheme. 

6) BBC Trust – about the BBC Trust or Trust Unit.  

There are three key stages in the BBC complaints process. The following information, which 

is provided on the complaints website ( HTUwww.bbc.co.uk/complaintUTHs) sets out what a 

complainant can expect at each stage: 

Stage 1: What happens first when I make a complaint? 

 We aim to reply to you within 10 working days depending on the nature of your 

complaint. We also publish public responses to significant issues of wide audience 

concern on this website.  

 If we have made a mistake we will apologise and take action to stop it happening 

again.  

 If you are dissatisfied with our first response, please contact the person who replied 

explaining why and requesting a further response to the complaint. 



  
 

 
© 2010 Ipsos MORI. 

2

Stage 2: If I'm not satisfied with this second reply, what can I do next? 

 If you consider that the second response you received still does not address your 

complaint, we will advise you how to take the matter further to this next stage. You 

should normally do this within 20 working days  

 If it is about a specific item which you believe has breached BBC editorial standards 

and it was broadcast or published by the BBC, it will normally be referred to the 

Editorial Complaints Unit. The Unit will independently investigate your complaint 

(normally in writing), decide if it is justified and, if so, ensure that the BBC takes 

appropriate action in response.  

Stage 3: If I still think the BBC has got it wrong what can I do? 

 The BBC Trust ensures complaints are properly handled by the BBC and that the 

complaints process reflects best practice and opportunities for learning.  

 Within 20 working days of your response at Stage 2, you may ask the BBC Trust to 

consider an appeal against the finding. If the BBC Trust upholds an appeal it expects 

management to take account of its findings.   

This research project examines Stage 1. 

1.2 Objectives 

One year on from the launch of the Complaints Framework this research project aims to: 

 understand how effectively the Complaints Framework is being implemented and how 

well its requirements are being met across the BBC 

 test whether the BBC is meeting the commitments which are made in the Framework 

for Stage 1, as well as testing the specific operational procedures which have been 

agreed with BBC management 

 highlight any areas which require improvement or extra focus from the BBC 

 set up a benchmark for the future  

 be constructive and open-minded – making a helpful and effective contribution to 

understanding how the Framework is currently working.   
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The majority of Stage 1 complaints are received by BBC Information who run dedicated 

contact centres and respond directly to complaints and other feedback. However, a small 

number of complaints are received directly by programme-making and output areas, where 

contact details have been made available to the public. 

This research covered Stage 1 only, and looked at complaints made by letter, email or web 
form directly to programme-making and output areas (that is excluding complaints made 

directly to BBC Information, which will be covered in part 2 of the project). In order to comply 

with the MRS Code of Conduct, the relevant staff were notified in advance that this exercise 

was taking place, by informing the BBC’s Complaints Management Board.  For independent 

production companies, the BBC Trust asked PACT (Producers Alliance for Cinema and 

Television) to notify its members via a regular email newsletter. 

BBC Trust provided Ipsos MORI with ideas to form the basis of the complaints, which were 

then worked up into letters, written as if from members of the BBC’s audience, which were 

then sent by Ipsos MORI’s team of fieldworkers. All were approved by the Trust before 

sending. A broad spread of complaints across different areas of the BBC was required (as 

detailed below), with only one (uncomplicated, straightforward, short) complaint letter per 

programme or output team. If no response was received to the initial complaint a reminder 

was sent.  Ten of the areas which did respond were sent a follow-up letter seeking advice on 

how to escalate the complaint (although the complaint was not in fact escalated).  

A total of 50 complaints were sent to BBC in-house programme-making and output areas: 

– 12 about news  

– 3 about sport 

– 13 relating to television  

– 11 relating to radio stations 

– 11 letters about bbc.co.uk website (including iPlayer) 

10 complaint letters were sent to independent production companies making programmes for 

the BBC. 

This research exercise checked whether the BBC’s programme-making and output areas, 

and independent production companies, are meeting the requirements of the Complaints 

Framework by: 

1) responding to audience complaints 

2) responding within the correct timeframe  
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3) informing the complainant about the complaints process in the response (by 

providing details of the BBC Complaints website for example) 

4) informing the complainant how to progress their complaint further (if the 

complainant has sent a second letter of complaint on the same topic) 

5) logging the complaint on the BBC’s database (BBCQ – this was checked 

internally by Trust Unit staff) 

While a detailed assessment of the quality and content of the responses was not an objective 

of this research, the responses were forwarded to the Trust in order to gain some idea of the 

content, and broad conclusions have been drawn.  

1.3 Context 

During the fieldwork period relating to BBC programme-making and output areas there were 

a number of localised postal strikes affecting different parts of the UK. In order to assess 

whether or not these strikes had any impact on the timing and receipt of the responses and 

the results of the project, a detailed analysis was carried out, examining whether there was 

any notable difference between the date on the postmark or the letter of response and the 

date the letter was received by the complainant.  In terms of the initial complaints and 

responses, it was clear that none had been affected by any postal strike. However, there is 

some evidence to suggest that in the case of one reminder and one follow-up letter and 

response, the postal strikes may have delayed the receipt of the responses.  

While the localised postal strikes appear to have had virtually no impact on the early stages 

of fieldwork (which related to the BBC programme-making and output areas), it is apparent 

that some complaints sent to, and some responses received from, the independent 

production companies have been subject to delays in the postal service. This stage of 

fieldwork was carried out slightly later, during this period there was a national postal strike.  It 

is important to review response times for this group in light of this context.   

2. Methodology 

The testing of the Complaints Framework took place during June and July 2009. Each stage 

of the project was managed and handled centrally by the research team at Ipsos MORI. The 

Trust provided the topics for the complaints, plus the contact details where each should be 

sent. The contact details were for individual programmes or services, and were sourced from 

publicly available websites, some were postal addresses, others were web forms and others 
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email addresses, all of which could be found by typical viewers and listeners. The research 

team at Ipsos MORI drafted 35 letters, 3 emails and 12 web form complaints. Each letter 

used careful wording to make sure it was clear that it was a complaint and that a response 

was expected. 

Once the content of each letter, email or web form had been approved by the Trust, the 

letters were ‘written up’; 17 in legible longhand by a variety of hands on stationery available 

from the high street, 18 were typed. All envelopes were handwritten and all were stamped 

with first class stamps. The letters were then forwarded to fieldworkers to post from a variety 

of specified locations around the UK.  

The letters used the fieldworkers own names and addresses for the reply and did not contain 

the sender’s phone number. The fieldworkers kept a detailed record of each complaint – the 

time and date posted or sent and the date any response was received.  

The fieldworkers then forwarded the responses (plus the envelopes if applicable to check the 

postmark dates) to the research team at Ipsos MORI’s head office.  Full records were also 

kept of any follow-up or reminder letters sent and the responses received.  

The emails and web forms were submitted by the research team at Ipsos MORI using 

dummy Hotmail, Googlemail, AOL, fsmail and Yahoo accounts. 

Records were kept centrally in Excel: time/date sent and response received by fieldworker, 

date on response letter, reference number, ‘link’ (reference) to www.bbc.co.uk/complaints or 

any other information on the complaints process which may have been contained in the 

response. The responses were scanned, copied and forwarded to the Trust. After sending 

the complaints, up to 15 working days were allowed for the BBC programme-making and 

output areas to respond before drafting a reminder (this was designed to reflect the 10 day 

target, plus an additional 5 days to allow for posting).  A further 5 days were allocated to 

generate, approve and distribute reminders to fieldworkers, allowing a total of 20 working 

days between the initial and reminder mailing. 
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Below is a flow chart of the survey process. 

The survey process 
Complaint scenarios set up and approved by 

BBC Trust. Email accounts set up and 
managed by project team at Ipsos MORI

Complaints written or typed in Ipsos MORI 
head office and signed off

Emails sent directly from 
email accounts or via a web 
form (web/email addresses 

provided by Trust)
Reminder letters/emails 

written/typed and signed off, 
then sent to the BBC, via 

post, email or submitted as a 
web form (as before)

Letters posted from around 
the UK to the individual BBC 
programme makers (postal 

addresses provided by Trust)

Date of response received recorded as well as 
date the BBC response was sent

Follow-up letters/emails written/typed 
and signed off, then sent to the BBC, 
via post, email or submitted as a web 

form (as before)

Trust review responses and decide if follow-
up letters/emails are needed

If no response received after 15 days 
(allowing a total 20 working days 

between initial and reminder 
mailings) 

Date response received recorded as well as 
date the BBC response was sent.

 

Each communication made it quite clear: 

(a) That it was a complaint  

(b) That a response was expected 

(c) Which programme or service was being referred to (including transmission 

date where relevant) 

The team at the BBC Trust used the BBC’s audience logs to devise complaint scenarios 

which were intended to be typical of those received by BBC Information. They were simple 

and clear while being topical and realistic and included complaints about being offended by a 

BBC feature, the usability of the BBC’s website and coverage of an inappropriate topic or 

choice of guest on a BBC programme.  

 

Postal complaints had the complainant’s address at the top of the letter, were dated and 

contained no more than 500 words. The email complaints averaged about 100 words, and 

had the complainants’ name, but no telephone number. Web form complaints simply involved 
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entering text to the allocated field on the form, adding the complainant’s name and email 

address, but no telephone number. 

 

Follow-up letters were addressed to the person who replied to the initial complaint unless an 

alternative contact was provided.  

A summary of the ‘sample’ and more details of the responses can be found in the 

Appendices. 
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3. Executive Summary 
The findings from this research are mixed. This summary looks first at the 50 complaints 

which were sent to in-house programme-making and output areas at the BBC, and then at 

the 10 complaints sent to independent production companies making programmes on behalf 

of the BBC.  

Of the 50 complaint letters, emails or web forms that were sent to BBC programme-making 

and output areas, two-thirds received a response (33).  Of these 33 responses, just under 

half were responded to within the guideline timeframe of ‘within 10 working days’. 

Bearing in mind that the complaint letter, email or web form explicitly stated that it was a 

complaint and that a response was expected, of the 50 initial complaints: 

 - 16 were responded to within the Complaints Framework guidelines of 10 working 

days (32%)PF

1 

 - 5 were responded to within 11 and 20 working days (10%) 

 - 12 were responded to in more than 20 working days (24%) PF

2 

 - 17 complaints did not receive any response, even after the reminders (34%) 

These figures are based on all responses received from the initial and the reminder phase. 

The response times (the ‘number of working days taken to respond’) are calculated from the 

date of next working day after the complaint was sent - to the date on the letter of response.  

Four of the responses did not have a date on the letter and had no postmark – for these 

complaints the response time is calculated from date of next working day after the complaint 

was sent - to one working day before the date of receipt. 

The chart below summarises the percentage and the number (in brackets) responding at 

each stage during the testing process. 

 

                                            
P

1
P 2 of these responses did not have a date reference, one working day prior to the date of receipt has 

been used as the indicator of response time 
 
P

2
P 2 of these responses did not have a date reference, one working day prior to the date of receipt has 

been used as the indicator of response time - one was received in 25 days and one in 47 days 
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36%

30%

34%

Response received 
after a reminder

Response 
received without 

a reminderNo response 
received

Base: 50 complaints to BBC 
programme-making areas
(actual figures shown in brackets) Source: Ipsos MORI 

66%

(18)

(15)

(17)

Total number of responses received

 
 

As noted in the chart above, over a third (36%) of the 50 complaints sent to BBC 

programme-making and output areas received a response to the initial complaint; 18 in all.  

A further 15 complaints to BBC programme-making and output areas (30%) received a 

response following reminder correspondence.   

Just over a third (34%, 17 complaints) did not receive any response at all to the initial or the 

reminder complaint.  
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34%32% 4%6% 24%All responses

Within 10 working days 11-15 working days 16-20 working days
More than 20 working days No response

Base: 50 complaints to BBC 
programme-making areas
(actual figures shown in brackets) Source: Ipsos MORI 

(16) (2) (3) (12) (17)

Number of days taken to respond

Number of working days between complaint being sent out and date on letter of response 

 
 

 

Almost one third (32%) of complaints to BBC programme-making and output areas were 

responded to within the 10 day window detailed in the Complaints Framework. The 

remainder took longer.  

Response timelines varied from zero (0) days to 47 days – one response to a web form 

complaint was received on the same day as the complaint was submitted.  

Among all the responses received, the average number of working days taken to respond to 

the complaints was 15 days.  

 



  
 

 
© 2010 Ipsos MORI. 

11

 

The graphic below details the response timelines following each stage.  

 

32%

38%

30%

6%

10%

64%

53%

60%

4%

3%

Initial

Reminder

Follow-up

Within 10 working days 11-15 working days 16 working days or more No response

Base: 50 initial complaints, 32 reminders, 10 follow ups 
(actual figures in brackets) Source: Ipsos MORI 

(16) (2) (32)

(12) (2) (17)(1)

(3) (1) (6)

Number of days taken to respond – by fieldwork 
stage

Number of working days between complaint being sent out and date on letter of response 

 
 

In total 10 responses were followed up with a request for information about how to escalate 

the complaint.  These 10 were selected depending on the nature of the response and 

whether it would be considered reasonable to follow it up. Four programme-making or output 

areas responded to this follow-up correspondence. 

 

Summary of complaints sent to independent production companies  
Ten complaints were sent by post to independent production companies making 

programmes on behalf of the BBC; 8 were responded to in total - 3 within 10 working days, 1 

within 20 working days and 4 in more than 20 working days. Two complaints did not receive 

a response at all. 
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4. Main Findings 
4.1 Initial Complaints 

50 complaints were sent to a variety of BBC programme-making and output areas; 35 were 

letters sent by post and 15 were submitted online – 3 by email and 12 via web forms. The 

five different BBC output divisions (television, radio, news, sport and web) all received 

complaints in a variety of formats (post, email, web form). Seven of the complaints were sent 

to BBC departments making output for Nations and regions audiences, and 43 complaints 

were sent to departments producing content for a UK audience. 

Below is an overview of the number of original complaints by format, with the number of 

initial responses received in brackets. 

The initial complaints - formats

17 handwritten (6)

35 postal (14)

18 typed (8)

12 web form (4)

3 email (0)

50 complaints (18)

15 online (4)

Of the 50 complaints, 35 were sent 
by post, 15 online. In brackets is the
number of initial responses received. 

 
 
Of the 50 initial complaints sent to the various BBC departments: 

 16 complaints were sent a response which was dated/or received within 10 days 

of the complaint being sent – 1 response to a web form was received on the 

same day the complaint was sent 

 2 complaints received a response which was dated/or received between 11 and 

15 working days of the complaint being sent.  
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 Thus 18 complaints received a response within the 15 day reminder deadline, 

and therefore no reminder needed to be sent 

 32 complaints did not receive a response within the first 15 days  

According to the BBC’s complaints handling guidelines, a reply should come from either the 

department responsible or from BBC Information. None of the responses to the initial 

complaints were received from BBC Information. 

Of the two responses that were sent out just after the 10 day timeframe (but before 

reminders were issued) it was evident that one of the letters was passed on internally and 

received a level of attention which could explain the delay in sending a response, although 

this was not specifically mentioned in the letter as a reason.  

Postal complaints had a much higher response rate than complaints submitted via email or 

web forms.  Two-fifths of postal complaints received a response (40%), compared with just 

over a quarter (27%) of those submitted online.PF

3 

The output division which responded to the highest proportion of complaints before any 

reminders were sent was News, with a 42% response rate – moreover all responses from 

this department were dated within 11 working days. 

Of the seven complaints sent to BBC departments making content for the Nations and 

regions, four received a response within 10 days.  Although this may not appear to be a high 

number, as a proportion of those sent this represents 57%. In comparison, only 28% of the 

complaints sent to BBC departments making content for a UK audience received a response 

within 10 days of the complaint being sent. 

 

 

 

 

 

 

                                            
P

3
P It should be noted that in three cases of complaints submitted via a web form, the referring page also gave a link through to the 

BBC Complaints website (so in these three cases the output areas had been trying to re-route the complaints). However these 

cases were included in the project as members of the public might genuinely still use this route to complain and expect a 

response. In all other cases, links to the BBC Complaints website were not visible on the webpage where contact details were 

sourced.  
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Summary of response timelines by division, format and location 

Category 

Number of 
complaints 

sent 

Number of responses 
dated/received within 

10 working days 

 
Total number of 

responses 
received 

TOTAL 50 16 (32%) 
 

33 (66%) 
Division    

TV 13 5 (38%) 9 (69%) 
News 12 4 (33%) 8 (67%) 
Sport 3 1 (33%) 1 (33%) 
Radio 11 3 (27%) 5 (45%) 
Web 11 3 (27%) 10 (91%) 

Format    
Letter 35 12 (34%) 26 (74%) 
Email 3 0 (0%) 1 (33%) 

Web form 12 4 (33%) 6 (50%) 
Location    
Content for UK-
wide audience 43 12 (28%) 27 (63%) 

Content for 
nations/ regions 7 4 (57%) 

 
6 (86%) 

 

Acknowledgements 

A small number of programme-making or output areas sent an acknowledgement of the 

complaint. 

Five acknowledgements of email or web forms were received. All of these were automated 

and were received shortly after the complaint was sent.  Only two of these went on to provide 

a full response to the complaint.  One acknowledgement stated that they could not guarantee 

that all email correspondence would be read – a further email was sent from the same 

complainant saying this was unacceptable, to which no response was received. 

One acknowledgement was received in response to a postal complaint within 15 working 

days; however this correspondence did not address the specific complaint.  Again this was 

challenged during the reminder process and a full response was received within six working 

days (for the analysis, this has been classified as having received a response but outside of 

the ten working day guideline).   

BBC Information 

The BBC’s Complaints Framework also states that all responses to initial complaints should 

feature a link to the BBC complaints website (www.bbc.co.uk/complaints). Just one response 

to the initial complaints included this link.  In some cases failure to include this could be due 
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to the categorisation of the correspondence by the person responding. It was clear from the 

nature of the responses that some of the emails and letters were regarded as ‘comments’ or 

‘feedback’ and not a complaint - despite every letter, email and web form clearly stating that 

it was a complaint. 

4.2 Reminders 

In cases where no response had been received within 15 days, reminder complaints were 

sent to the same addresses and in the same format as the initial complaints. 32 reminders 

were sent in all. These included a brief summary of the initial complaint and clearly restated 

that this was a complaint and that a response was expected. 

 

Below is an overview of the number of reminder complaints by format, with the number of 

responses received in brackets. 

 

Reminders

7 handwritten (6)

21 postal (12)

7 typed (6)

9 web form (2)

3 email (1)

32 reminders (15)

11 online (3) 

Of the 32 reminders, 21 were sent 
by post, 11 online. In brackets is  
the number of responses received 

 

 

As with the initial complaints, a 15 day timeframe was also allowed for responses to the 

reminders; although any responses received outside of this timeframe were still recorded and 

included in the analysis. 
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 In total, of the 32 reminder complaints, 15 received a response 

 13 responses were dated within 10 days of the reminder being sent – however 

when this timeline is measured from the mail out date of the initial complaint 

these do not fall within the Complaints Framework guidelines 

 1 response was dated ‘between 11 and 15 working days’ of the reminder 

complaint being sent 

 1 response was dated more than 20 working days after the reminder being sent 

 17 of the 32 reminder complaints were not responded to at all 

Over half (57%) of the postal reminders received a response compared with a quarter (27%) 

of those reminders submitted online.  

Acknowledgements 

Two automated email acknowledgements were received in response to the reminders; one 

was identical to that received following the submission of the initial complaint and in neither 

case was a full response sent following the acknowledgement. Neither acknowledgement 

gave any indication that there was likely to be any further correspondence.  

Department 

It is noticeable that reminder complaints addressed to the web output division were more 

likely to be responded to. 

 

Department 
Number of 

reminders sent 
Number of 

responses received

 
Response 
rate 

TV 8 4 50% 
Radio 8 2 25% 
Web 7 6 86% 
News 7 3 43% 
Sport 2 0 0% 

TOTAL 
 

32 15 
 

47% 
 

Responses from the Nations and regions 

One of the original complaints sent to a recipient in the Nations and regions also received a 

first response during the reminder phase of fieldwork (i.e. the response and the reminder had 

crossed in the post). This meant that overall, just one complaint sent to a department making 

output for the Nations and regions remained unanswered. 
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BBC Information 

Two of the replies generated in response to reminders had been prepared and sent by BBC 

Information. Programme makers and output areas do have the option to transfer a complaint 

to BBC Information.  However, it appears that this route was only taken in response to 

reminders.  Despite being responded to by BBC Information, one of these replies did not 

have a link to the BBC complaints website. 

 

The two responses received from BBC Information were the only replies that contained a 

reference number, indicating that they had been logged on the BBC’s database. 

Other findings 

It was clear from some of the responses that the correspondence was not regarded as a 

complaint, even though it was explicitly stated that this was how it should be treated. Some 

responses referred to the complaint as ‘comment’ or ‘feedback’. This may be why most 

responses did not refer the complainant to the BBC’s complaints website – or log the 

complaint on BBCQ. 

Six of the 15 responses to reminders stated that the programme maker or output area had 

not received or seen the initial complaint. It is not certain why these initial complaints were 

not received by the relevant BBC contact. Possible explanations could include: 

 misplaced internally at the BBC – this was confirmed by one recipient in their 

response 

 passed to the wrong individual within the BBC 

 complaints that were lost in the post 

Checks have confirmed that the addresses used for the initial and for the reminder contact 

were identical. However, it is impossible to ascertain whether in fact these initial complaints 

did actually arrive at their destination. 
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4.3 Follow-up correspondence  

All responses received were forwarded to the BBC Trust; 10 were then selected for the 

follow-up phase.  Each follow-up request gave a summary of the original complaint and 

clearly stated that the initial response was not satisfactory and asked for an explanation of 

how the complainant could take the matter further “should they wish to do so”. This 

hypothetical language was used in an attempt to avoid any complaints receiving an actual 

escalated response from a further stage in the complaints process. 

The contact addresses used for each follow-up request were the same as those used for the 

initial and reminder correspondence. As suggested in the complaints procedure guidelines, 

where appropriate, the follow-up was marked for the attention of the named person who had 

provided the initial response.  

Of the ten follow-up complaints sent to BBC programme-making or output areas, four 

received a reply, all of which were in response to postal complaints. Three of the four were 

responded to by the same person who had responded to the initial complaint. Below is an 

overview of the number of follow-up complaints by format, with the number of responses 

received in brackets. 

 

Follow up correspondence

5 handwritten (2)

8 postal (4)

3 typed (2)

2 web form (0)

0 email (0)

10 follow-ups (3)

2 online (0)

Of the 10 follow-ups,  8 were sent 
by post, 2 online. In brackets is the
number of responses received. 
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The two online follow-up complaints received only an acknowledgement. One of these 

acknowledgements was automated and was the same as the acknowledgement received 

after the initial complaint was sent. The other stated that the email would be passed on to the 

relevant department.  

 
As part of the complaints procedure at the BBC, the responses to follow-up letters or emails 

are required to outline the complaints process should the complainant wish to take their 

complaint further. Three of the responses received to our follow-up correspondence did 

provide this information; however each gave different contact details: 

 

 One letter gave the contact details of the appropriate Head of the Department 

(name and address) and the address of the BBC Complaints website 

 One gave the contact telephone number and the Glasgow postal address for 

BBC Complaints explaining that this was the address to make a complaint. It did 

not specifically explain how to proceed to the next stage of the complaints 

process. 

 One gave the address of the BBC’s Editorial Complaints Unit at White City. This 

was appropriate in this instance, as it would form the next stage of the complaints 

process. 

One response did not mention the complaints process at all, and simply stated again that the 

information would be passed on to the production team. 

4.4 Logging responses on BBCQ 

Of the 33 responses received in total, the BBC Trust has confirmed that 6 were logged on 

the BBCQ system. 

 2 initial complaints were logged 

 4 reminder complaints were logged 

Two of the complaints that had been logged were those which had been responded to by 

BBC Information. 
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4.5 Content of responses 

While a detailed assessment of the quality and content of the responses was not an objective 

of this research, the responses were forwarded to the Trust in order to gain some idea of the 

content, and broad conclusions have been drawn.  

Responses were, on the whole, personalised, to the point and tailored to suit each complaint. 

The content of the responses was specific and seemed to sufficiently address the issue that 

had been raised. In general, responses to the postal complaints were more detailed and 

specific than responses to the email complaints.  

As previously noted, for the initial complaints, the responses should include a link to the BBC 

complaints website and only two responses followed this guideline - one in response to an 

initial complaint and one in response to a reminder.  This could be due to the recipients not 

categorising some of the letters or emails as complaints (despite the fact that they had 

explicitly stated they were complaints).   

 

The language used in the responses did not always refer to a ‘complaint’; in fact only three 

responses included the word ‘complaint’.  The majority of the responses referred to the 

issues raised as ‘comments’, ‘suggestions’ or ‘feedback’.  

 
As explained previously, some complaints made online received an automated 

acknowledgement which explained that owing to ‘high levels of feedback’ not all letters or 

emails can be responded to. The content of the acknowledgements was not personalised. 

The acknowledgements did not indicate that there would be any further correspondence and 

did not always give details of where to find further information. None of the 

acknowledgements mentioned anything about the official BBC complaints process. 

 
Of all the 33 responses received, 13 gave an apology for any personal disappointment or 

concern experienced by the complainant.  All of these apologies included some explanation 

for inclusion of the material that generated the complaint, six confirmed that the feedback 

had been noted and one response stated that they do sometimes get things wrong. Although 

acknowledging the complaint with an apology, two actively stated that they did not agree with 

the viewpoint of the complainant.  For those complaints that required a reminder, the majority 

(12 out of 15) apologised for not responding to the initial complaint.  
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As mentioned in Section 4.3 (Follow-up correspondence), three of the four responses to the 

follow-up complaints gave contact details should the complainant wish to further their 

complaint. As noted earlier, in one case the Editorial Complaints Unit was referred to, along 

with the full White City address; in the second case, the name and address of the ‘Head of 

…(department)’ was given as well as the complaints website address; while in the third, the 

Glasgow address and phone number for ‘BBC Complaints’ was provided. However, this was 

supported with very little, if any, written detail about the complaints process.  

 

Two of the responses to the follow-up correspondence provided further information about the 

issue raised, before giving additional contact details.  One simply stated for a second time 

that the information would be passed on to the production team. 

4.6 Independents 

In a separate phase of fieldwork, complaints were made to ten independent production 

companies making programmes on behalf of the BBC (all by post). These initial letters of 

complaint went out in mid-September, and the reminder letters went out in mid-October. 

The BBC Trust provided Ipsos MORI with the 10 complaint topics and the contact details of 

the independent production companies; 5 letters were typed and 5 were handwritten. All the 

complaints were carefully worded to make sure that it was clearly a complaint and that a 

response was expected.  All the letters were posted by fieldworkers from a variety of 

locations around the UK.   

Initially it was intended that 15 days should be allowed between the date that the initial 

complaint was sent and a reminder being mailed (this would have been the same process as 

was followed for the complaints sent directly to the BBC).  However, during this fieldwork 

period there were some postal strikes which impacted on the length of time taken for the 

complaints and the responses to reach their destination.  Therefore it was agreed with the 

BBC Trust that we would extend the period between sending the initial complaint and the 

reminder to 23 days. 
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Of the 10 complaints sent: 

• 8 were responded to in total; of these:  

- 3 were responded to within 10 working days 

- 1 was responded to within 20 working days PF

4 

- 4 were responded to in more than 20 working days 

• 2 complaints did not receive a response at all 

Seven reminders were sent to programme makers that had not responded to the initial 

complaint. This generated the further five responses noted above which were received after 

a delay of more than 10 days. 

Unlike the main survey, in the case of the Independents it seems that the postal strikes have 

affected the response times to some of the complaints.  In one case letters ‘crossed in the 

post’; an Independent had sent a response to the initial complaint, but its delay in the post 

meant the reminder letter was mailed before the response arrived.  A second letter was then 

sent from the independent production company in response to the reminder.  Although the 

initial and reminder were responded to by different people within the organisation the content 

of the response was consistent. 

In another case the independent production company sent a response to the initial complaint 

which, apparently, did not arrive.  A reminder letter was sent and the independent production 

company’s second response was sent by Special Delivery to ensure that it reached the 

complainant. 

The responses were personalised and tailored to suit the particular topic and complaint.  Of 

all the responses, seven provided an explanation for the inclusion of the material that 

generated the complaint.  Five replies included an apology: four of these referred to any 

personal disappointment or concern caused and two referenced the late response.  Two 

responses confirmed that they had made a note of the cause of complaint. 

It was decided that follow-up correspondence would not be sent to the independent 

production companies, so they were not asked about how to take the complaint further. 

However, none of the responses to initial complaints or reminders mentioned the BBC 

Complaints process or gave any additional contact details. 

                                            
P

4
P Although the reply was dated within 20 working days of sending the initial complaint, postal strikes 

delayed the receipt of the response and a reminder was sent.  A second reply was received in 
response to the reminder.   For the purpose of reporting the date on the response letter to the initial 
complaint has been used. 
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7. Appendices 
7.1 Summary of responses to complaints sent to BBC departments 
The table below summarises all the responses to the 50 complaints. In the first column is 
noted the complaint number and whether or not it was a postal (P), email (E) or web form 
(W) complaint. In the second column the total number of days is taken from day after the 
initial complaint to the date on the response or, if no date or postmark, the day before the 
response was received. The remaining columns show the number of days taken to respond 
to the reminder and the follow-up, where applicable.  

 

ID/   
Format 

Total number 
of days from 

initial 
complaint to 

response 

Was a 
reminder 

sent? 

Number of 
days taken to 

respond to 
reminder 

Was any follow 
up 

correspondence 
sent? 

Number of days 
taken to respond 

to follow up 
correspondence 

1 (W) No response Y No response N N/A 
2 (P) 2 N N/A Y 2 
3 (P) No response Y No response N N/A 
4 (P) 25* Y 5* N N/A 
5 (P) 26 Y 6 N N/A 
6 (P) 9 N N/A Y No response 
7 (P) 6* N N/A Y No response 
8 (W) 0 N N/A Y No response 
9 (P) 26 Y 6 N N/A 

10 (W) No response Y No response N N/A 
11 (P) 26 Y 6 N N/A 
12 (P) 3 N N/A Y 1 
13 (P) No response Y No response N N/A 
14 (P) No response Y No response N N/A 
15 (P) 3 N N/A Y No response 
16 (P) 21 Y 1 N N/A 
17 (P) 1 N N/A N N/A 
18 (P) 11 N N/A N N/A 
19 (W) No response Y No response N N/A 
20 (P) 32 Y 12 N N/A 
21 (P) 27 Y 7 N N/A 
22 (P) 3* N N/A N N/A 
23 (P) No response Y No response N N/A 
24 (P) 5 N N/A N N/A 
25 (W) No response Y No response N N/A 
26 (P) 3 N N/A Y 3 
27 (W) No response Y No response N N/A 
28 (P) No response Y No response N N/A 
29 (P) No response Y No response N N/A 
30 (P) 6 N N/A Y 10 
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ID/   
Format 

Total number 
of days from 

initial 
complaint to 

response 

Was a 
reminder 

sent? 

Number of 
days taken to 

respond to 
reminder 

Was any follow 
up 

correspondence 
sent? 

Number of days 
taken to respond 

to follow up 
correspondence 

31 (P) No response Y No response N N/A 
32 (P) 7 N N/A Y No response 
33 (W) No response Y No response N N/A 
34 (P) 24 Y 4 N N/A 
35 (P) 30 Y 10 N N/A 
36 (E) No response Y No response N N/A 
37 (P) No response Y No response N N/A 
38 (P) No response Y No response N N/A 
39 (P) 2 N N/A N N/A 
40 (W) 20 Y 0 N N/A 
41 (W) 20 Y 0 Y No response 
42 (W) 1 N N/A N N/A 
43 (W) 2 N N/A N N/A 
44 (P) 47* Y 27* N N/A 
45 (P) 37 Y 7 N N/A 
46 (E) No response Y No response N N/A 
47 (W) 10 N N/A N N/A 
48 (P) 13 N N/A N N/A 
49 (P) 21 Y 1 N N/A 
50 (E) 20 Y 0 N N/A 

* No date on response/postmark on envelope - one working day prior to the date of receipt has been 
used as the indicator of response time 
 

7.2 Summary of responses to complaints sent to Independent 
production companies 
ID/   
Format 

Total number of days from initial 
complaint to response 

Was a reminder 
sent? 

Number of days from 
reminder to response 

51 (P) 27 Y 4 

52 (P) 37 Y 14 

53 (P) 10 N N/A  

54 (P) 17 N N/A  

55 (P) 3 N N/A  

56 (P) 29 Y 6 

57 (P) No response Y No response 

58 (P) No response Y No response 

59 (P) 47 Y 24 

60 (P) 9 N N/A  
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