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Complaints about Handling 
and Complaints about the 
Trust, Trustees or the Trust 
Unit 
Important notice: Under the transitional arrangements of the BBC’s new 

Charter, commencing the 1 January 2017, the Trust will end on the 2 April 

2017. 

The Trust will use its best endeavours to resolve, on or before the 2 April 2017, 

any complaint or appeal made to it under this procedure.   

Where a complaint or appeal is not resolved by the 2 April, the proceedings 

shall cease. Depending on decisions to be made by the new Board of the BBC, it 

may become possible for complainants to continue an existing appeal about 

the way the BBC Executive has handled a complaint under the new system of 

governance. 

The Trust will provide notice to complainants about the change to the 

complaints procedure. 

 

Introduction 

1.1 This document sets out the Procedure that will normally apply if you make a 
complaint about how your complaint has been handled by: 

 
1.1.1 the BBC Executive;1 
 
1.1.2 the BBC Trust, a Trust committee or a particular Trustee; or  
 
1.1.3 the Trust Unit. 

Complaints about how the BBC Executive has handled your complaint 

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

2.2 You should make a complaint about handling within 20 working days of 
your last correspondence with the BBC (though this time limit will not 
apply where you have not received a reply from the BBC).  If you write 
after that time, please explain in your letter why your complaint is late. 

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

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

BBC Executive is responsible for delivering the BBC’s services in accordance with the priorities set by the Trust and is 

responsible for all aspects of operational management except that of the Trust’s resources.  
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Exceptionally, the BBC Executive may still decide to consider your complaint, if it 
decides there was a good reason for the delay. 
 

2.3 Your complaint about handling should: 

 set out the nature of the complaint (giving reasons for complaining); 

 not exceed 1,000 words.  In exceptional circumstances, longer complaints 

may be entertained.  In that case, however, you should also identify the 

reasons why your complaint exceeds 1,000 words and provide a one-page 

summary of your complaint; and 

 include any reference number provided, and the date and details of your 

correspondence to and from the BBC Executive2. 

2.4 If the Executive decides not to investigate your complaint, it will explain to you 
why it has decided not to investigate the complaint and you can write to the BBC 
Trust (address below) and ask the Trust to review that decision. If the Trust 
agrees with you, the Executive will be directed to investigate your complaint. If 
the Trust does not agree with you, the Trust’s decision is final. 

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

reply to you within 20 working days of receipt of your complaint, though some 
complaints may take longer than others to investigate.  The response to your 
handling complaint may be incorporated into the response to your original 
complaint.  When you are informed of the final Executive decision you will be told 
how to take your concerns further if you are not satisfied. 

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

Trust (address below) to review that decision within 20 working days of the date 
on which you received the response from the BBC.3   
 

trust.editorial@bbc.co.uk 
 

OR 
 

BBC Trust Complaints Adviser 
The BBC Trust 

180 Great Portland Street 
London, W1W 5QZ 

 

2.7 If the Trust agrees with you, the Executive may be required to apologise and/or 

take any appropriate remedial action. If the Trust does not agree with you, the 

Trust’s decision is final.  

 

                                                 
2 Please note that complaints about handling will be considered in the light of the complainant’s previous correspondence 

with the BBC regarding their substantive complaint, so it will not normally be necessary for complainants to repeat facts and 

arguments regarding the substantive complaint which have already been set out previously. 

3 Your letter will normally be shared with the people responsible for handling your original substantive complaint so that 

they understand the nature of the appeal.   

mailto:trust.editorial@bbc.co.uk
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Complaints that the BBC Executive may not investigate 

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

repetitious or otherwise vexatious.4   

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

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

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

Executive may invite you to reword your complaint before investigating it.  If you 

do not reword your complaint, the Executive may not investigate it. 

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

the reasons set out in paragraphs 2.8 and 2.9 above, it will explain to you why it 

has decided not to investigate the complaint, and you can write to the BBC Trust 

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

you, the Executive will be directed to investigate your complaint. If the Trust does 

not agree with you, the Trust’s decision is final. 

Complaints about how the Trust has handled your complaint or appeal 

 

Important notice: Under the transitional arrangements of the BBC’s new 

Charter, commencing the 1 January 2017, the Trust will end on the 2 April 

2017. 

The Trust will use its best endeavours to resolve, on or before the 2 April 2017, 

any complaint about complaints handling by the Trust.    

Where a complaint is not resolved by the 2 April, the proceedings shall cease.  

The Trust will provide notice to complainants about the change to the 

complaints procedure. 

 

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

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

 
If you are unable to put your request in writing or have any other access issues 
please contact Audience Services on 03700 103 100, or textphone 03700 100 212, 
and they will refer your query to the BBC Trust. 
 

3.2 You should make a complaint about handling within 20 working days of 
your last correspondence with the Trust (though this time limit will not 
apply where you have not received a reply from the Trust).  If you write 

                                                 
4 Please note that, although a complaint does not raise an issue to be dealt with under this procedure, appropriate 

complaints may instead be considered under the BBC’s other complaints procedures (eg editorial or general complaints). 



 6 

 

after that time, please explain in your letter why your complaint is late. 
Exceptionally, the Trust may still decide to consider your complaint, if it decides 
there was a good reason for the delay. 
  

3.3 Your complaint about handling should: 

 set out the nature of the complaint 

 not exceed 1,000 words.  In exceptional circumstances, longer complaints 

may be entertained.  In that case, however, you should also identify the 

reasons why your complaint exceeds 1,000 words and provide a one-page 

summary of your complaint; and 

 include any reference number provided, and the date and details of your 

correspondence to and from the BBC Executive5. 

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

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

appropriate Trust committee for review, and the decision of that Committee is 
final. 

 
3.6 The Trust will aim to reply to you within 20 working days of receipt of your 

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

Complaints about the Trust, Trustees or the Trust Unit 

Important notice: Under the transitional arrangements of the BBC’s new 

Charter, commencing the 1 January 2017, the Trust will end on the 2 April 

2017. 

The Trust will use its best endeavours to resolve, on or before the 2 April 2017, 

any complaint about complaints handling by the Trust.    

Where a complaint is not resolved by the 2 April, the proceedings shall cease.  

The Trust will provide notice to complainants about the change to the 

complaints procedure. 

 

4.1 If you are dissatisfied with— 
 

4.1.1 a decision taken by the Trust or one of its Committees6; 

                                                 
5 Please note that appeal requests will be considered in the light of the complainant’s previous substantive correspondence 

with the BBC, so it will not normally be necessary for complainants to repeat facts and arguments regarding the substantive 

complaint which have already been set out previously. 

6 The Trust’s committees are the Editorial Standards Committee, the Complaints and Appeals Board, the Value for Money 

Committee, the Services Committee and the Trust Management Group. All members of such committees are Trustees. From 
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4.1.2 the conduct of a particular Trustee, which you believe is a breach of the 
 Trust’s code of conduct7; or 

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

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

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

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

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

 

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

 
4.4 In the case of complaints about Trust decisions, you should be aware that (as the 

sovereign body of the BBC) the Trust’s decisions are final, and not subject to a 
right of appeal within the BBC.  We will, however, read your comments and note 
them for the future. 

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

under paragraphs 4.8 and 4.9 below will normally be referred to the Chairman of 
the BBC Trust or (in the case of a complaint about the Chairman) the Vice-
Chairman for a decision. 

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

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

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

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

                                                                                                                                                    

time to time the Trust may change the names and roles of these committees, set up new committees or wind existing ones 

up. 

7 http://www.bbc.co.uk/bbctrust/assets/files/pdf/about/how_we_operate/code_of_practice.pdf . 

http://www.bbc.co.uk/bbctrust/assets/files/pdf/about/how_we_operate/code_of_practice.pdf
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Complaints that the Trust may not investigate 

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

repetitious or otherwise vexatious.  Please see the Annex to this procedure for 
further guidance on complaints which the BBC may not investigate. 

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

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

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

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

reword your complaint, the Trust may not investigate it. 

Moderation complaints about the BBC Trust website 

4.10 Special requirements apply to the handling of complaints received about the 
moderation of the BBC Trust website, which is hosted by the Executive. If a 
complaint is received (for example, about the removal of a comment) it will first 
be considered by the relevant moderator and their line manager. If they decide 
that the moderation decision should stand, it will then be considered by a panel 
drawn from across the Executive, which will act as an advisor to the Trust. The 
Director of the BBC Trust will then make a decision about whether the moderation 
decision should stand. If the Director upholds the complaint, the website will be 
amended. If the Director does not uphold the complaint, it will be open to the 
complainant to appeal to Trustees, who will make a final decision. 
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Annex 1 

Examples of complaints that 
the BBC may not investigate 
1.1  As prescribed by the BBC’s Royal Charter, complaints to the BBC have an 

important role to play and the complaints framework is intended to provide 

appropriate, proportionate and cost effective methods of dealing with complaints.  

Accordingly, there are some instances where it would not be proportionate for us 

to devote substantial time and resources to cases that are not a proper use of the 

complaints procedure.  For this reason we may decide not to investigate the kinds 

of complaints mentioned in paragraph 2.7 above (i.e. complaints that are trivial, 

misconceived, hypothetical, repetitious or otherwise vexatious).  Examples include 

but are not limited to complaints which – 

1.1.1  Repeat a complaint that has already been dealt with, either in 

correspondence with the individual concerned or through a general 

response posted on a BBC website; 

1.1.2   Relate to a matter within the editorial and creative discretion of the BBC, 

eg the scheduling of programmes or casting; 

1.1.3   Raise a trivial issue, such as a grammatical error; 

1.1.4  Are not supported by any reasons for complaining or, where applicable in 

some cases, evidence in support of a complaint.  

1.1.5   Do not cite examples of the content that is alleged to breach the Editorial 

Guidelines; 

1.1.6  Appear to have been made simply to cause offence or annoyance, or waste 

the BBC’s time and resources. 

1.2  This list is not exhaustive; the BBC has a wide discretion to cease handling 

complaints under this ground.  The BBC will, however, tell you why it has decided 

not to investigate your complaint. 

Annex 2 describes the BBC’s Expedited Complaints Procedure which may be used for 

complainants who persistently and repeatedly make complaints of a vexatious or other 

nature. 
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Annex 2 

Expedited Complaints 
Procedure 

Reproduced from Annex B to Protocol E3 – 

Complaints Framework 

1 The Expedited Complaints Procedure may be used at any stage of the BBC’s 
 Complaints Procedures, whether by BBC Audience Services or the relevant BBC 
 department responding to a complaint; the Editorial Complaints Unit (ECU) or the 
 relevant BBC Division; or the BBC Trust. 
 
2  The BBC Executive and the Trust may use this Procedure only where a 

complainant has a history of persistently or repeatedly making content or handling 
complaints which:   
 
(a)   are trivial, misconceived, hypothetical, repetitious or otherwise vexatious; 
 
(b) fail to raise an issue of breach of any relevant Guidelines or Policies (eg in 

the case of an editorial complaint, the Editorial Guidelines; in the case of a 
fair trading complaint, the Fair Trading Policies and Framework); 

 
(c)  use gratuitously abusive or offensive language; 

 
(d) are shown on investigation to have no reasonable prospect of success; or 

 
(e)   after rejection of the complaint at an earlier stage (eg Stage 1), are 
 persistently and repeatedly appealed unsuccessfully to the next stage (eg 
 Stage 2).  

 
3  If one of the conditions in paragraph 2 above is met, the BBC Executive or the 

Trust may determine that the complainant should, for a specified period of time, 
be subject to the following Procedure:   
 
(a)  The complainant should be notified in writing that the Expedited 

Complaints Procedure will be applied to their future complaints.  This 
notice must include the following information: 

 
(i) a copy of this Procedure (via a web link or in hard copy); 
 
(ii) the reasons why this Procedure is being applied; 
 
(iii) for how long this Procedure will be imposed (the maximum  

  limit is two years); and 
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(iv) that the complainant may request an appeal - over the decision to 
  apply this Procedure - to the BBC Trust within 20 working   
  days of being informed of that decision.     

 
(b) After the complainant is notified that this Procedure will apply,   

  his/her future complaints must continue to be read and treated in the  
  following way:   
 

(i) If a future complaint meets any of the conditions in paragraph 2  
  above, the complaint does not require acknowledgement and it may 
  be rejected without notifying the complainant or providing any  
  reasons; or      

 
(ii) If a future complaint does not meet any of the conditions in 

paragraph 2 above, and in fact raises an issue of breach of any 
relevant Guidelines or Policies, that complaint should be 
investigated in accordance with the usual Complaints Procedure 
that applies.  
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Version Date of 
publication 

Approved by 
the Trust 

Summary of changes since previous version 

1.0 August 2008 22 May 2008 n/a 

1.1 May 2010 18 February 

2010 

This document has been updated to fit in the new 

protocol format and to fix minor typographical points 
and to make it clear how it sits with the BBC Trust 

protocol ‘E3 complaints framework’. 

1.2 26 June 2012 24 May 2012 Following a review and period of consultation, the 
Complaints framework has been revised to make the 

process faster, simpler and easier to understand.  
 

For a detailed explanation of the changes we have 
made to the Complaints framework and associated 

procedures as a result of this, please see our 

response document: 
http://www.bbc.co.uk/bbctrust/governance/complain

ts_framework/framework_review.html 
 

This procedure will apply to any new complaints 

received from 26 June 2012 at any stage of the 
process (e.g. a complaint which is escalated to stage 

2 after 26 June 2012 will be treated under the new 
procedures). 

 

As part of this review, the associated procedures 

have been renumbered.  

This procedure has been expanded and now includes 
a formalised procedure for complaints about 

complaints handling by the BBC Executive.  

1.3 October 2014 22 May 2014 This document was updated following a review of 
the BBC’s Complaints Framework.  The review was 

conducted to make some amendments following the 
implementation of the previous version, to improve 

the running of the BBC’s complaints system.  The 

amends involved replacing some of the finer detail 
which had been removed during the previous review.   

1.4 March 2016 23 February 

2016 

This document was updated with the addition of 

paragraph 4.10. This clarified that a complaint about 
an action by the Trust Unit (in this case a 

moderation decision) will be considered by the 
Director of the Trust Unit at stage 2 with advice from 

the Executive.  

1.5 November 2016 15 November 

2016 

Procedure updated to reflect the new BBC Charter, 

commencing the 1 January 2017.  

 

http://www.bbc.co.uk/bbctrust/governance/complaints_framework/framework_review.html
http://www.bbc.co.uk/bbctrust/governance/complaints_framework/framework_review.html

