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1.  Background  

As part of the new governance framework the BBC Trust is committed to 
reviewing each BBC service at least once every five years.  Following the Graf 
Review in 2004, the Governors committed to carrying out a Service Review of 
bbc.co.uk by the end of 2007. 

Service Review of bbc.co.uk 
This research among licence fee payers forms one part of the wider Service 
Review, which will draw upon a wide range of evidence including a public 
consultation, a report from the BBC Executive and also a separate report looking 
at market developments.   

The Service Review overall will consider three key questions: 

1) How does bbc.co.uk currently perform against the commitments made in 
its Service Licence? 

a) To what extent does bbc.co.uk serve the BBC’s public purposes and, in 
particular, the citizenship and educational purposes?  

b) To what extent is bbc.co.uk distinctive and innovative? Does it display 
the other content characteristics set out for it? 

c) To what extent does bbc.co.uk reflect and extend the range of the 
BBC’s broadcast services? 

d) Does bbc.co.uk enable users to navigate and search easily and does it 
lead its users effectively beyond BBC content? 

e) Does bbc.co.uk make the BBC more accountable to licence fee payers? 

f) Does bbc.co.uk comply with the other requirements set out for it as 
Key Characteristics? 

2) Does the Service Licence provide an effective basis for the Trust to hold 
bbc.co.uk to account? 

3) Should the Service Licence for bbc.co.uk be developed or changed in 
order to reflect changes to bbc.co.uk, its users’ needs and the online 
market? 

Although intended to cover all three of these questions, this research amongst 
licence payers is designed to focus more on question 1. 

The review, and therefore this research, must not only consider bbc.co.uk in its 
totality, but also at a more granular level, examining both content and 
infrastructure. 
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2.  Objectives, Methodology and Sample 

2.1 Objectives 
Our overriding objective was: 

• To provide the BBC Trust with independent audience insight into 
how well bbc.co.uk meets the terms of the existing Service Licence. 

More specifically, we aimed to assess the BBC website in the context of five main 
research objectives contained within the first of the three Service Review 
questions, namely: 

• To what extent does bbc.co.uk serve the BBC’s public purposes and, 
in particular, the citizenship and educational purposes?  

All BBC services must contribute to the promotion and delivery of the Public 

Purposes, listed below: 

1) sustaining citizenship and civil society  

2) promoting education and learning  

3) stimulating creativity and cultural excellence  

4) representing the UK, its nations, regions and communities  

5) bringing the UK to the world and the world to the UK  

6) helping to deliver to the public the benefit of emerging communications 

technologies and services  

The bbc.co.uk Service Licence states that priority should be given to the 
citizenship and educational purposes.  This research aims to show how audiences 
perceive these purposes in the online world and which elements of the BBC 
website are most/least responsible for meeting them.   

We have also explored the website’s performance against all six of the purposes 
and how audiences believe bbc.co.uk could do more. 

• To what extent is bbc.co.uk distinctive and innovative? Does it 
display the other content characteristics set out for it? 

Previous research has found that the key feature that sets bbc.co.uk apart from 
other websites is the sheer range of information available for users of all ages.  
However, as a public service provider, the BBC needs to offer more than just a 
wide-range of content; services must exist to deliver the public purposes in line 
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with their licences.  Services must also be high quality, distinctive, innovative, 
engaging, challenging and original in their own right.  This research therefore 
sets out to explore the key drivers of distinctiveness with an aim of informing the 
Trust as to what specifically makes bbc.co.uk appear distinctive to audiences in 
an increasingly competitive digital environment.  Equally, it also highlights areas 
that are not seen to be distinctive or seen to deliver public value.  

• To what extent does bbc.co.uk reflect and extend the range of the 
BBC’s broadcast services? 

This research also aims to provide insight as to how bbc.co.uk users feel the 
website extends their appreciation and enjoyment of the range of BBC broadcast 
output.  We explore whether the site appears to reflect the range of BBC’s 
broadcast services, which areas it best supports and whether there are any areas 
it appears to miss.  Specifically we aim to identify the parts of the bbc.co.uk site 
which appear to users to be particularly good at ‘reflecting the range’ and how it 
does so.   

• Does bbc.co.uk enable users to navigate and search easily and does 
it lead its users effectively beyond BBC content? 

The Service Licence states that bbc.co.uk ‘should act as a starting point on the 
internet from which users can develop their use of the medium and provide a 
trusted guide to the wider internet.’   

With this in mind, the research aims to investigate the role of bbc.co.uk in 
furthering digital media literacy and the extent to which it fulfils this role.  We 
aim to answer whether the site helps people take their first steps into the 
worldwide web and whether it encourages use of the internet in general.  We 
look at which elements are seen to contribute most to assisting digital literacy 
and the role the BBC brand plays in perceptions in this regard.   

There is a particular need to focus on the ‘Have Your Say’ section of bbc.co.uk 
and what users think of this part of the news site.  Specifically, we explore 
whether it diminishes perceptions of the site (and the BBC) in terms of quality of 
content and trust.  We also investigate the BBC’s role as moderator and whether 
this role impacts on people’s views of the BBC’s impartiality and its relationship 
with ‘the truth’. 

• Does bbc.co.uk make the BBC more accountable to licence fee 
payers? 

Finally, the research aims to give the Trust a sense of if, and how, users feel the 
site strengthens their relationship with the BBC.  We look at which particular 
elements of the service make them feel this way, looking particularly at how 
provision of opportunities to input and offer feedback affects these perceptions. 
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NB In finding a way of optimally meeting the objectives set out above, we 
believe it is best they do not dictate the structure of the report.  Rather, they 
inform our thinking throughout the report. 

2.2 Methodology 
We undertook a two phase qualitative methodology, evaluating the BBC website 
at two levels, namely ‘Under the Microscope’ and ‘The Broader Benefits’.  Within 
these two phases we employed a number of different methodologies, listed 
below. 

In detail: 

Stage A – Under the Microscope 
The objective of this phase was to offer a detailed examination of bbc.co.uk in 
isolation, and in the context of the rest of the BBC’s offering and its competitors. 

As such, it would concentrate on helping answer the questions relating to the 
website’s distinctiveness, its relationship with the rest of the BBC’s broadcast 
output and how bbc.co.uk influences their feelings about the BBC. 

In order to answer these questions we employed three different methodologies. 

i) 10 x 1¾ hr x 6 person mini-group discussions  

These group discussions aimed to understand licence payers’ feelings about the 
website, both in isolation and in context.  Specifically, discussions centred 
around: 

⎯ Evaluating bbc.co.uk in isolation 

⎯ Comparing bbc.co.uk with its competitors 

⎯ Looking at bbc.co.uk in the context of other BBC services 

In order that all attendees felt able to confidently discuss the subjects in 
question without going off on a tangent we asked them to complete a pre-task.  
This involved participants completing a ‘bbc.co.uk and Me’ booklet, details of 
which are appended.  While giving us a head start when discussing the topics in 
the groups, it also got participants thinking in detail about the subject.  And 
finally it provided us with raw materials for further analysis.  The stimulus for the 
groups took the form of:  

⎯ Key stills from the site 

⎯ Logos of competitor sites 

⎯ Logos of BBC broadcast services (covering channels/stations, genres and 
content brands) 
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⎯ Factors which PriceWaterhouse Coopers1 had identified as key features of 
distinctiveness in an online world on cards 

ii) 9 x 1hr single person accompanied internet trips with pre-task  

While the mini-groups covered plenty of ground, our look ‘under the microscope’ 
also involved spending time online with respondents.  We identified a number of 
reasons for employing this approach: 

⎯ It let us broadly compare whether people’s claimed behaviour tallies with 
what really goes on 

⎯ It enabled us to explore and understand first hand, and in more detail, 
views and opinions about the BBC website 

⎯ It allowed us to examine competitors in detail and understand how they 
compare 

⎯ It gave us first-hand understanding of search and navigation behaviour 

The trips consisted of a number of elements:   

⎯ Visiting favourite sites and understanding their appeal 

⎯ Visiting the BBC site (focusing on the areas users were familiar with) and 
understanding its appeal  

⎯ Exploring key competitor sites and comparing bbc.co.uk with them 

⎯ Going on ‘dummy journeys’ to see how they navigate their way round the 
internet and understanding bbc.co.uk’s role within that 

As preparation asked all respondents to keep a written record of ‘My Internet 
Week’ – where they visited, for how long, what they did there, why.  Again, this 
pre-task is appended. 

iii) 8 x children’s depth interviews 

In assessing the site we identified a need to look at the reactions of under 18’s.  
They are an important audience for the website and their voice needed to be 
heard.  We felt the best approach was to conduct depth interviews alongside a 
computer, much like the accompanied internet trips.   

In these sessions we covered the subject matter from both the mini-groups and 
the accompanied trips.  Slightly different approaches were for employed for 
different age groups:  

⎯ 4-7 – 1 hour single depths with mother alongside 

                                        
1 PwC report commissioned as part of the Public Value Test of the BBC’s on-demand proposals 
(November 2006) 
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⎯ 8-11 and 12-15 – 1 hour paired friendship depth interviews 

⎯ 16-18 – 1½ hour paired depth  

We ensured that some of the interviews with 12-15 and 16-18 were held in 
Scotland to help explore the relationship between the BBC offering and the 
Scottish schools system. 

Stage B – The Broader Benefits 
Where Stage A aimed to really get under the skin of the website, the objective of 
Stage B was to take a step back and see bbc.co.uk within the bigger picture.  
Particularly it would seek to examine bbc.co.uk from the perspective of its 
success at delivering both personal growth, and social solidity/strength.  It would 
also seek to measure performance against the other Public Purposes. 

This stage focused on understanding bbc.co.uk’s role in building media literacy, 
promoting citizenship and furthering education, both formal and informal.  It was 
also concerned with shedding light on how these particular aspects of bbc.co.uk 
influence their feelings about the BBC more widely. 

In order to answer these questions we employed two different methodologies. 

1) 6 x 1½ hour paired friendship depth interviews 

An important element of this stage was to understand what individuals had done 
for both personal and social ‘growth and gain’…and bbc.co.uk’s role within it.  To 
properly get to grips with this we identified paired friendship depth interviews as 
the best approach.   

As this could have been a broad and loosely defined area, we concentrated on 
different types of this personal and social ‘growth and gain’ in individual sessions.  
In practice this meant exploring the site’s role in: 

⎯ Supporting formal adult education 

⎯ Building media literacy  

⎯ The usage of messageboards, ‘Have Your Say’ and UGC contributions 

The detail of each discussion was dictated by the subject in question, but in each 
we covered the following:  

⎯ Users’ overall feelings/motivations etc in relation to the subject in question 

⎯ The mechanics by which they pursue/are involved in the subject – in 
particular probing for media and new media 

⎯ The perceived/experienced role of the BBC (and bbc.co.uk especially) in 
this regard and how this relates to other brands/services involved 

⎯ The desired/potential role of bbc.co.uk in furthering their development in 
this area 
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Stimulus for this phase of the project took the form of key stills from the relevant 
parts of the site and stills from competitor sites. 

2) 2 x 2½ hour x 8 person ‘Citizen Forums’ 

The final methodology employed focused on getting to the bottom of the broader 
social benefits of the BBC website.  The ‘Citizen Forums’ focused on 
understanding the extent to which bbc.co.uk is successful at delivering the two 
key purposes set for it – citizenship and learning, as well as exploring its role in 
delivering the other purposes.   

We recruited only bbc.co.uk users for this stage.  One forum was peopled by 
those who were more advanced in their experience of the internet and another 
with those who weren’t. 

These sessions involved: 

⎯ Broad discussion of the BBC and its role 

⎯ Discussion about bbc.co.uk and how it relates to the BBC overall 

⎯ The introduction of the purposes – brief discussion as to their meaning 
(focusing on the main two here) 

⎯ Splitting into groups with each taking a purpose and articulating how they 
interpret it in the context of the BBC and bbc.co.uk 

⎯ Evaluating bbc.co.uk in the context of ‘sustaining citizenship and civil 
society’ and ‘promoting education and learning’ 

⎯ Going on to bbc.co.uk, in search of evidence to explore in more detail its 
performance in delivering the two key purposes 

⎯ Reporting back with final thoughts and pool all findings etc to come to an 
aggregated view as to how bbc.co.uk performs and where it could 
improve 

The stimulus used for this stage was: 

⎯ Key stills from the BBC site used in the mini-groups and paired depth 
interviews 

⎯ Summary explanations of the Public Purposes 

Sample 
It was essential that we talked to a spread of internet users (ie ranging from 
heavy to light) and bbc.co.uk users (ie from it being their most used site to one 
they never go to).  From this point of departure more specific demographic 
details were overlaid, ensuring we covered the breadth of the UK population. 

In terms of the sample therefore, we sought to cover a broad spectrum of 
internet users.  This involved splits according to: 
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⎯ Age: 4-7, 8-11, 12-15, 16-18, 19-30, 31-50, 51-70 

⎯ Sex: male or female  

⎯ Class: ABC1 or C2DE 

⎯ Rurality: urban or rural 

⎯ Volume of internet use: Heavy, Medium, Light 

⎯ Sophistication of internet use: Sophisticated, Basic 

⎯ Frequency of visit to bbc.co.uk: Heavy, Medium, Light, Never 

⎯ Range of subject areas used on bbc.co.uk: Heavy, Medium, Light 

⎯ Subjects for which browse the internet:  

o TV 

o Radio 

o Messageboards 

o Local/regional news & information 

o Archives- old TV and radio programmes 

o Business & Money 

o Children’s 

o Entertainment 

o Health 

o History  

o Learning 

o Lifestyle 

o Music 

o News 

o Science & Nature 

o Society & Culture 

o Sport 

Detailed definitions of these variables can be found in the Appendix. 

Given the nature of the research and the near ubiquity of internet access it was 
felt essential to cover the UK and the nations within it.  As such, the research 
was conducted in the following locations: 

⎯ Beeston 

⎯ Belfast 
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⎯ Bridgend 

⎯ Bristol 

⎯ Cardiff 

⎯ Edinburgh 

⎯ Glasgow 

⎯ Leeds 

⎯ London 

⎯ Londonderry 

⎯ Newcastle 

⎯ Northampton 

The research was conducted by Magnus Willis, Laura Roberts, Konrad Collao, 
Briony Maggs, Stuart Malcolm and Jo Lowndes, all of Sparkler, between 9 and 29 
October 2007. 

See Appendix for full details of the samples, pre-tasks and discussion guides 
used for each stage. 

3.  Executive Summary  

This report aims to evaluate the BBC website, bbc.co.uk in two ways.  Firstly, it 
looks at why people use the site, how it fits with the BBC’s broadcast content 
and the user experience.  It then goes on to identify the BBC’s key competitors 
before discussing whether the site is distinctive and innovative.   

Secondly, the report assesses the site according to whether it meets the Public 
Purposes.  Before those sections however, we briefly set the scene by taking a 
snapshot of internet use in Britain in 2007. 

3.1 Setting the scene 
Among our sample of internet users we found the web to be central to their 
existence, regardless of sophistication or volume of usage.  Life without it would 
be unimaginable, whether it be used for information or entertainment, work or 
leisure.   

Unsurprisingly, with internet use continuing to rise, the universe of web users is 
becoming increasingly complex.  The plethora of services and functions available 
on the web means that people are using it in more ways than ever to satisfy 
their needs.   

As the profile of internet users becomes wider it is clear that there are differing 
levels of sophistication of web use.  For some Web 2.0 is very much in the 
future, for others it is a reality.  However, we must not fall into the trap of 
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believing the different levels of digital media literacy are purely demographically 
driven; this research suggests that they are not, that levels of digital media 
literacy are driven by a more complex set of factors than age.   

It is a truism that the web is a vast and complex place.  As such nobody has full 
visibility of it or uses all the features available to them.  In this world search 
engines are king, guiding users through the vast amount of information they are 
faced with.   

3.2 bbc.co.uk under the microscope 

General observations 
The site is praised for offering a wealth of information and for being trustworthy 
– especially among those with children.  The breadth of information it covers 
leads it to be seen as a ‘one-stop shop’ for informative and educational content.  
The site, however, can be so all encompassing that it inhibits users from fully 
exploring the internet, acting as a ‘walled garden’. 

bbc.co.uk enjoys the same positive brand associations as the wider corporation – 
those of impartiality, credibility and trust.  However, this relationship also means 
that perceptions of the Corporation as staid and traditional can also rub off on 
the site.  Overall, the site can be said to be modernising the BBC’s image. 

What bbc.co.uk is used for 
The scope of this research was not quantitative, and our analysis of usage of the 
website is based on the qualitative sample we interviewed.  As such, the 
research cannot claim to give a quantitative overview of usage patterns of all 
users of bbc.co.uk.  Instead, our findings are based on the experiences of those 
we spoke to. 

Unsurprisingly given the BBC’s heritage, adults use the site mostly for time 
sensitive information such as news, sport and weather.  Beyond that usage 
becomes fragmented.  Children tend to use their dedicated areas, either to play 
games or support their education. 

In terms of rich content, the use of audio dominates.  Live streaming of radio 
and ‘Listen Again’ are hugely popular and positively received.  However, 
accessing of video content lags well behind that of radio.  While this is partly 
attributable to the nature of the radio medium and the role of the computer in 
people’s everyday lives, there are also structural and promotional issues 
inhibiting wider take-up of video content.  Primarily users are unaware of the 
iPlayer, while expressing a desire to catch-up on TV programming.   

Usability 
In terms of usability, users claim the site is easy to use.  However, they rarely 
stray from familiar areas and are consequently amazed by the wealth of 
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information available on then site.  The size of the site stops people from 
exploring it fully – it does not do a good job of showing its true value to the 
licence fee payer.  Many do not expect much more of it than high quality news, 
weather and sport.  Usability plays a key – the search function is poor and links 
are not made obvious.  There is also confusion over the boundaries of the site, a 
result of an inconsistent visual style. 

Competitors 
The site’s main competitors are seen to be content aggregators (Google, MSN, 
Wikipedia) and other media (specifically TV) companies.  However, the BBC is 
seen to be more credible than all of them in the areas it is most readily 
associated with, news, sport and weather. 

Breadth and quality of information makes the site distinctive 
The BBC site is seen as distinctive in that no other site does as much as 
bbc.co.uk.  While some other sites cover certain topics in more depth or in a 
tone more suited to the subject matter, the site is the best at trying to be all 
things to all people.  This is not universally perceived as positive, however. 

The quality of time sensitive information, especially at a local level, is seen as 
unparalleled.  BBC also provides a credible British point of view in an online world 
dominated by American content.  The lack of a commercial agenda only adds to 
this credibility. 

While the site is not seen as technically innovative, it is seen to keep up with the 
latest innovations.  Some members of the audience question whether the BBC 
can be truly innovative in an online environment where smaller, nimbler 
organisations (or even individuals) can deliver innovation more readily. 

3.3 The broader benefits of bbc.co.uk 
The site has been charged to focus on delivering against two of the Public 
Purposes, sustaining citizenship and civil society and promoting education and 
learning.  

Sustaining citizenship and civil society 
In terms of sustaining citizenship, the public do not understand the Purpose in 
the same way that the BBC defines it.  There is suspicion over institutions 
sustaining citizenship rather than representing the nation.  However, the site is 
seen to deliver against the Purpose as defined by the BBC.   

Promoting education and learning 
bbc.co.uk is successful in promoting education and learning among much of the 
audience.  Pre-school children learn through playing the games on the CBeebies 
site.  For children in formal education the site is both resource and revision 
guide.  The learning resources are key until GCSE or equivalent.  However, 
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support for those in the Scottish education system is seen to be of a lower 
quality than for those in the rest of the UK.  Beyond GCSEs support for formal 
education tails off, mainly due to the specificity of information required at those 
levels of education.   

In terms of informal education the site is seen as an unqualified success.  The 
breadth of information coupled with it being pitched at a level that is explanatory 
while not befuddling helps many further their knowledge. 

Audio and audiovisual content play a huge role in supporting education and use 
of these rich media should be further explored. 

The other Purposes 
The four remaining Purposes are not so much of a focus for the site.  None the 
less it is important to measure the site against them. 

The very trait that the BBC site is valued for, provision of accurate information, is 
seen to run counter to ‘stimulating creativity’.  The site is associated with high 
standards of editorial control which do not encourage creativity in areas such as 
user generated content – any UGC has to be approved by BBC and some users 
believe that this does not allow them to be as creative as other sites eg 
YouTube.  Despite this users do use the site for creative purposes such as 
cooking and gardening.  However, in terms of fostering creativity in a Web 2.0 
world BBC is not seen as a market leader.   

‘Representing the UK, its nations, regions and communities is the purpose 
against which the site is seen to deliver best’, an impression driven by the high 
regard in which BBC local news is held.  It is highly praised for its focus on the 
local and its representation of the nations.  Some users believe the BBC is in a 
perfect position to offer such local narrowcast content and should continue to do 
so.  Beyond the local, however, there are too many competing communities of 
interest to represent and citizens represent niches best themselves. 

The BBC site is seen as unrivalled in ‘bringing the world to the UK’.  It is perfectly 
placed to do so and users expect it to.  However, bringing the UK to the world 
carries colonialist overtones for some and is, as such, viewed negatively. 

In terms of ‘promoting digital media literacy’ the BBC site can be said to provide 
a safe place for basic users to begin their first forays into the internet.  However, 
the nature of the site as a Web 1.0 site, and the need for it to cater to all means 
that it cannot be sophisticated enough to teach sophisticated users new tricks.  
There are questions over whose interest it is really acting in (the web’s or its 
own?) and whether the site should be playing this role at all. 

3.4 Conclusions 
The most striking finding of the research was the ubiquity of use of bbc.co.uk 
among the sample.  However, those we spoke to tended to use a small 
proportion of the site, mainly the news, sport and weather sections. 
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The breadth of information covered by the site was not always seen as a benefit, 
although many were impressed by the amount of information on bbc.co.uk.  For 
some this breadth constituted a duplication of information that is available 
elsewhere on the web.  The website’s comprehensive coverage of a wide range 
of topics made the site a one-stop shop.  This was a benefit and, in some cases, 
a negative – the site is so comprehensive it meant that some users, especially 
basic users, did not make use of the wider web as their needs were mostly 
satisfied by bbc.co.uk. 

Usability is key to the site delivering value.  Currently much of the information on 
the site is not used as it is hidden by poor usability.  This suggests that a 
reorganisation of content or better navigation could unlock much of the hidden 
information and deliver the value inherent in the vast amount of information on 
the site. 

Finally, there was a big appetite for audio and audiovisual content delivered 
through bbc.co.uk, especially catch-up TV.  Satisfying this desire is probably the 
biggest challenge identified by the research. 

4.  Research Findings – Setting the Scene 

Before we can begin to appraise the BBC website we feel it is both necessary 
and valuable to set the scene of how the members of the audience we spoke to 
use the internet.  It is only within this context that we can conduct a meaningful 
assessment of their impressions of bbc.co.uk.  What follows in this section are 
our findings on internet use in general. 

Internet use is like breathing 
While it must be remembered that we spoke only to internet users, one of the 
most striking findings of the research was the centrality of the internet to 
everyday life.  The internet played an integral role for all of those we spoke to, 
from those aged 7 to 68.  People are using the web for an ever-increasing 
number of purposes and, for those we spoke to, life without the internet would 
be unimaginable.  Even light internet users rely on the web for certain kinds of 
information, be it comparing financial products or buying holidays.  While the 
web may not be as central to their lives as it is for heavy web users, its absence 
would still be strongly felt. 

The universe of web users is becoming increasingly complex 
As the number of internet users in the UK increases, it is perhaps unsurprising 
that the profile of these users becomes less and less homogeneous.  With more 
users using an ever widening range of web-based services, the way people use 
the web is fragmenting.  At one time a user might want information, at another 
entertainment, at yet another to communicate. 
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Not only is the variety of the services available over the web increasing, the 
complexity in how these services are used together is also increasing.  Multiple 
purposes for can exist in parallel, often in the space of one session on the 
computer.  For example, one could be listening to online radio while researching 
an essay with Facebook open in another window.   

Sophistication of internet use is not demographically driven 
While the focus of this study is qualitative, we believe we are on safe ground in 
saying that the nature and sophistication of web use is not demographically 
driven.  We have encountered highly web savvy older people and younger 
people whose grasp of the workings of the web are quite rudimentary.  What is 
clear is that digital media literacy is not binary ie in practice there are a range of 
literacies.  Interestingly, these are not demographically driven – some older web 
users displayed high levels of sophistication while some younger users used the 
web in a very basic manner. 

 

“I belong to a council, I’m from a village called xxx and six 
of them are over 70 – they’re all on the internet.  We email 
each other.”  

Male, 51-70, ABC1, Bristol 

Nobody has full visibility of the web 
What is clear is that the internet is a vast place with many purposes.  While, 
technically at least, there is the scope for people to do almost anything online.  
In reality people do not make maximum possible use of the web.  Instead, they 
pick and choose how and what they want to do on the web based on their own 
criteria.   

Partly this is due to differing needs and preferences, but we can also attribute 
this to the fact that nobody has full visibility of the web, unlike other markets 
they consume.  It is simply too big and complex for any individual to have a 
comprehensive knowledge of.  Some people are, for example, highly 
sophisticated in their use of the internet for communications but are unaware of 
the options open to them in terms of entertainment.  Within this world it is 
brands which clearly help people make sense of the web that are used to cope 
with the web’s inherent complexity.   

Search engines are king 
With lack of visibility being a key issue in people’s web behaviour, it is no 
surprise that search engines are king.  As the internet is too vast for any one 
person to have an overview of it, the sites that allow people to makes sense of 
the vast array of content at their disposal are the most valued.  Logically this 
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means that search engines are the most valuable tools for web users, with 
Google leading the pack (Yahoo, MSN and Ask are also popular).  As such, links 
are seen as being less important in directing users around the internet or even 
within a site – for many, search has replaced navigation. 

People learn as they go 
As we have already mentioned, digital media literacy is not binary.  Instead, 
people learn how to use different services as they go.  Some do so out of 
interest, but the majority seem to do so out of necessity.  As a new service 
comes to their attention they evaluate its use to them and make a decision as to 
whether they should give it a try.  During the research we encountered users 
who were fully aware of podcasts but felt that they should master the key skill of 
email before trying to get to grips with more advanced functionality.  As such, 
the population should be thought of as dynamic and ever evolving in their usage, 
rather than static and forever tied to a certain level of digital literacy. 

Fundamentally it is this individual development multiplied many times over which 
is driving the changes that we see on the web.   

For some Web 2.0 is still in the future 
Given the different speeds at which people learn, the differences in length of 
time using the internet and the different needs people have, it is not surprising 
that we encountered people for whom advanced usage is a long way away.  
Despite the availability of web-based audiovisual content and social networking 
some are still using the internet in a 1.0 way, using it as a repository for 
information put there by somebody else. 

While for others the internet is already a distribution platform for 
audio and audiovisual content 
There are also users who are using the internet as a primary means of accessing 
audio and audiovisual content.  Predominantly, but not exclusively, this group 
tends to be younger.   

Fears depend on users’ level of web sophistication 
As is to be expected, people’s fear of the internet (or certain aspects of it) seems 
to be determined by their level of sophistication.  Those who are less 
sophisticated in their usage are often most likely to be concerned about privacy 
and online security.  This is not just demographically driven.  Children, who one 
might expect to be relatively sanguine about threats on the internet, often 
mention viruses and stranger danger as risks of internet use.  

Those who are more sophisticated in their usage tend not to worry so much, 
partly because they understand better how to avoid problems and partly because 
they have enough experience under their belts to understand that the risks of 
internet use are minimal. 
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Having briefly set the scene of how people use the internet today, we now move 
on to look in detail at bbc.co.uk. 
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5.  Research Findings – bbc.co.uk Under the Microscope 

The following section deals with the mechanics of the BBC website.  We explore 
why people use it, how it meshes together with the rest of the BBC portfolio and 
the user experience.  We then go on to look at who BBC’s key competitors are 
perceived to be before discussing whether the website is distinctive and 
innovative.  We begin with some general observations emerging from the 
research. 

5.1 General observations 

bbc.co.uk is the jewel in the BBC’s crown 
For many of those we spoke to the BBC site is the best element of the BBC’s 
offering.  It is here that those licence fee payers we spoke to feel they see the 
true value of the licence fee.  While radio and TV are perceived to be for ‘a 
certain type of person’, usually of a higher SEG, the website is for all.  Some of 
those of a lower SEG did not consume any BBC media on radio or television but 
were heavy users of the website – for them bbc.co.uk is the only touchpoint with 
the BBC and so justifies the licence fee payment in a way neither radio nor TV 
do. 

bbc.co.uk is for everybody (almost) 

One of the most striking findings of the research is that among those we spoke 
to, both heavy and light users of the BBC site as well as non-users, the BBC site 
is perceived to be ‘for everybody.’  Whether one chooses to use the site or not is 
a matter of personal preference. 

“It appeals to lots of age groups: there are recipes, 
gardening tips hat older people might want.  The BBC has 
a really good website for a lot of different people and a 
really good age range… There is a bit of the site for 
everyone.” 

Female, 19-30, ABC1, Belfast 

“I would say it’s aimed at all ages.  My guy next door has 
BBC on and he’s only about 42.” 

Male, 51-70, ABC1, Bristol 

While the BBC may be seen as a basic site by some sophisticated users, they 
have not stopped using it because of this.  Indeed, some welcome its simplicity 
as an antidote to other, more complex sites.  What is clear is that, for 
information at least, the BBC is indispensable in the armoury of the British 
internet user regardless of their sophistication. 
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If a group is underrepresented in using bbc.co.uk then it seems to be teenagers.  
Whether this is something that will be resolved by the creation of the Switch 
brand is a moot point.  For those we spoke to in this age group, and some 
adults, the BBC was not a brand that was going to appeal to teens regardless of 
what was provided.  The wider perceptions of the brand among teenagers mean 
that bbc.co.uk could struggle to be a destination of choice for teens for anything 
but help with revision. 

“The main site doesn’t really seem that interesting.  It’s all 
just news and stuff like that.  It would probably be 
interesting for adults but I don’t think it would be that 
good for kids.” 

Male, 12-15, C2DE, Edinburgh 

Interestingly, some of the adults thought that the site, while good for children, 
was not ‘for young people.’  Again this was seen within the context of the wider 
BBC brand – these adults felt the BBC as a whole was not appealing to ‘young 
people’ and as such the website suffered from this association.  The BBC as a 
whole, and the site by extension are brands that young people ‘grow into’ as 
they mature. 

bbc.co.uk is seen to offer a wealth of information (that is often 
hidden) 
Probably the most common reaction to the site was amazement at the amount of 
information available on the site.   

“Bloody hell.  Why is the BBC providing me with all this 
information!?” 

Male, 51-70, ABC1, London 

Those we spoke to were often unaware of the full range of information and 
services provided by bbc.co.uk.  As they looked around the site (either during 
the pre-task for the mini-groups or the accompanied internet trips) they were 
surprised not only at the breadth of information covered, but also its depth as 
well. 

“If I had known there was that much information available 
I would have used it a long time ago.” 

Female, 31-50, C2DE, Glasgow 

bbc.co.uk is a trusted friend 
The overwhelming feeling we got from those we spoke to is that the BBC 
website is a trusted friend, a constant in the still insecure world of the web.  This 
feeling is stronger among basic internet users but more sophisticated users still 
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share the opinion, albeit less strongly.  There are two main reasons to trust 
bbc.co.uk. 

The first is the ‘brand halo’ which the site enjoys as a result of association with 
the wider BBC brand.  While it may well be the case that trust in the BBC has 
taken a knock recently, those we spoke to still believe that BBC can be relied 
upon to provide impartial information with no commercial agenda.   

“Despite this nonsense about phone-ins I think the BBC 
generally is believable and trustworthy.” 

Male, 51-70, ABC1, London 

It is also perceived as a haven from malware. 

“It’s the BBC site so you know there isn’t going to be 
anything on there that is going to damage your computer.” 

Female, 31-50, ABC1, Derry 

Secondly, the editorial control which the BBC employs reinforces these feelings of 
trust.  Whereas the provenance of information on many websites is dubious, 
editorial control means that users feel they can trust the information on 
bbc.co.uk without having to question its veracity. 

“It is quite traditional in a shirt and tie sense but I really 
like that… It’s good that they are maintaining standards.” 

Female, 31-50, C2DE, Glasgow 

 

“A lot of people, that’s how they perceive the internet, as 
sordid, whereas the BBC is educational, informative, 
enjoyable, totally different.”  

Male, 31-50, ABC1, Bridgend 

Trust in bbc.co.uk is especially important for people with children 
The parents of children particularly value the BBC site for the guarantees of 
safety and security it gives.  In the free for all that (for some parents) is the web 
the BBC is a haven where parents can allow their children to roam unsupervised.  
On other sites parents will sit with their children and ensure that they are not 
viewing inappropriate content.  If parents see their children on the BBC site they 
rest assured that they are in safe hands.  This holds true for both educational 
and recreational use. 

“The Bitesize section is really good for finding information 
that you can use to help the kids with their homework.” 
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Female, 19-30, ABC1, Belfast 

 “The CBeebies bit is good for my daughter because she’s 
just getting used to a laptop and she likes the games.  I 
just leave her to get on with it.” 

Female, 19-30, C2DE, Newcastle 

Interestingly, young children do not think in this way.  The only issues over trust 
they have is the avoidance of stranger danger and viruses.  They seem to be 
oblivious to the brand values of the site and are, as such, less loyal to BBC.  
However, the content that bbc.co.uk provides, especially the games, draws them 
into the site.  As children get older they begin to appreciate the benefits of 
quality and impartiality. 

bbc.co.uk is a ‘one-stop shop’ 
For many of those we spoke to the BBC site was a ‘one-stop shop’, a place on 
the internet where they could go for any kind of information.   

“The amount of information that’s available, well… It’s like 
a one-stop shop for all your needs.” 

Female, 31-50, C2DE, Glasgow 

Consequently it is a highly valued starter site for basic internet users who are not 
confident with navigating through the complexity of the web.  The BBC site gives 
them in particular a safe place where they can be free of overt commercialism 
and internet security threats while still enjoying a huge depth and breadth of 
information. 

It should be noted that the BBC site is an excellent starter site for basic users 
because it is still a Web 1.0 site.  More experienced, sophisticated internet users 
who want Web 2.0 functionality look elsewhere for it, to sites such as YouTube.   

bbc.co.uk is seen to be informative and educational 
Part of the high regard in which the BBC site is held is to do with the perception 
of it as an informative and educational place.  It is seen as ‘serious’, which may 
well count against it being the first port of call in certain areas such as showbiz, 
but sets bbc.co.uk apart in news and learning especially.  Other ‘serious’ factual’ 
categories which BBC is seen to perform well in are history, science, nature and 
health.  The perception also means that the BBC site is often unquestioningly 
trusted for factual information such as that within the lifestyle category (food, 
entertainment, gardening).  The tone of the information is also seen as an 
advantage: serious and credible yet easily understandable. 

“I looked up rubella on Google recently and it gave me all 
these links that were really scientific in their information 
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and I just couldn’t understand it.  So then I went to the 
BBC website and it was really good, it had just the right 
amount of information and was easy to understand.” 

Female, 19-30, ABC1, Belfast 

 “Anyone can understand the information that you get on 
the site.  It is really easy to understand and it is just at the 
right level.” 

Female, 19-30, ABC1, Belfast 

Even the youngest children see bbc.co.uk as educational, even when appraising 
the games on CBBC. 

bbc.co.uk can inhibit users from going beyond its confines 
A corollary of the BBC site being a ‘one-stop shop’ which houses a wealth of 
information is that for certain types of information it can potentially be the only 
place that users, especially basic users, visit on the web.  This raises the 
question of whether the BBC site wants people to go to other sites or not and 
whether it is working in the interests of digital media literacy and promoting web 
use, or whether it is working in the BBC’s interest.  For example, one respondent 
drew the distinction between the TV listings on the BBC site and those on the 
ITV site.  While the itv.com has listings for competitor channels, bbc.co.uk does 
not.  In this instance it is a moot point whether the BBC site is embracing the 
spirit of the web in terms of openness, or whether it is simply furthering the 
agenda of its broadcast services. 

‘Serious’ can mean less fun 
While the BBC site is trusted and seen to be informative, it is not seen as cool or 
funky.   

“See, that is the music section and I still don’t think that I 
would use it as there is far too much writing, there’s not 
even any other bits you can click on.  I would expect to 
see album covers at least.  That just makes it seem really 
boring which is just offputting.” 

Male, 12-25, C2DE, Edinburgh 

Again this can be attributed to the wider perception of the BBC.  However, this is 
not necessarily a negative perception – many neither want nor expect bbc.co.uk 
to be cool and rail against obvious attempts to be so.  For a start attempts to be 
less ‘serious’ undermine the aspects which most users value – the credibility of 
information available on the site. 
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“I think the two are in keeping with each other, they are 
both quite bland.  But that suits me.” 

Male, 31-50, C2DE, Belfast 

“BBC is formal but Sky News is more light-hearted.” 

Female, 19-30, C2DE, Newcastle 

“BBC has its own reputation and it might not do it any 
justice by jazzing it up.” 

Female, 31-50, C2DE, Bristol 

Interestingly, some feel that the site impacts on the wider BBC brand, making 
the BBC feel more contemporary than it has in the past. 

“As a BBC site I thought it would be predictable, thorough 
in their approach but that can be a downfall.  Not as 
modern, highbrow, that’s traditional with the BBC.  But I 
was pleasantly surprised.  It was more modern than I 
thought.” 

Male, 31-50, C2DE, Newcastle 

“If you think of Auntie Beeb, you see her as a very old-
fashioned lady with a headscarf on.  Whereas now, it’s a 
bit more modern, maybe 35 to 40 age.” 

Male, 31-50, ABC1, Bridgend 
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5.2 What do people use bbc.co.uk for? 

Time sensitive information dominates for adults 
For the adults we spoke to the BBC website was primarily associated with the 
provision of news (world, national and local), sport and weather.  Users tend to 
associate the BBC as a whole with news provision, and this brand association 
translates itself into the online world. 

bbc.co.uk is held in high regard for providing accurate, up-to-date and 
trustworthy news.  The BBC site is a place where users go to keep their fingers 
on the pulse.  No other site is seen to offer such a comprehensive and up-to-
date service. 

The site is particularly praised for its delivery of local news.  Those in the nations 
and regions are satisfied with the amount and detail of local news on the site.  In 
particular, the local news is particularly well received, receiving praise for the 
local specificity it brings. 

And then usage becomes fragmented 
Beyond news, weather and sport usage of the website fragments.  Again this 
may not be overly surprising given the vast amount of information available.  
With such choice it is to be expected that users will meet the site on their own 
terms.  During the research we encountered people who amongst other things 
had used the site to research whether their father had shingles, to look for 
cinema listings, to find out when a DVD was being released, to get ideas for how 
to make a pond in their garden. 

“I think back five years ago when I built a pond in the 
garden, and I’d seen some ideas on a gardening 
programme on BBC and I was able to go to the website 
and they had a video there, a 3D image that I could look 
at… It was wonderful information to be able to get.” 

Male, 31-50, ABC1, Bridgend 

While children use their dedicated areas 
Children use the site for different purposes to adults, unsurprisingly given their 
different set of needs.  While they are not excluded from using the ‘adult’ parts 
of the site, for example news or sport, primarily their use centres around games 
and education.  As such, they tend to restrict themselves to the CBBC, CBeebies 
and Learning areas of the site.   

On CBBC and CBeebies the use of games predominates, although some children 
see educational value in the games.   

“When I’m bored I just go on the games” 
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Female, 8-11, ABC1, Beeston 

There were complaints at the recent changes to the CBBC site, which some of 
the children we spoke to felt made accessing the games more difficult.  That 
said, research was conducted at a time when the changes were recent and 
perhaps the children had not had time to become used to the new site. 

Within learning the Bitesize brand dominated.  While other areas of the site were 
used to find facts for projects on an ad hoc basis, BBC is seen primarily as a 
revision guide. 

We go on to explore the role of the BBC site in education in more detail in 
Section 6, when answering whether bbc.co.uk meets the educational Public 
Purpose set out for it. 

BBC is an information aggregator 
Currently the majority of usage seems to be very Web 1.0.  The bbc.co.uk site is 
primarily seen as an aggregator of information rather than audio and audiovisual 
content – we can say that the BBC site is mostly used in a Web 1.0 way, to find 
things out rather than to engage with rich media.  For certain types of 
information (predominantly news-based), the BBC site is a one-stop shop, a site 
where users can be reasonably sure they can find whatever information they 
want. 

Beyond information accessing audio content dominates 
In terms of accessing content, listening to the radio dominates, be this in 
realtime or using the ‘Listen Again’ function.  The reasons for this are twofold. 

Firstly, audio content is better suited to internet multi-tasking as it does not 
require a user’s visual attention – audio can be on in the background while the 
user searches for information, checks their email or performs another web-based 
task.   

“I originally went for the news and that was it.  I used the 
‘Listen Again’ function and whilst I was listening I browsed 
the wider website.” 

Female, 19-30, ABC1, Glasgow 

“Sometimes I’ll have Radio 1 on while I’m doing other 
things [on the computer].” 

Female, 31-50, C2DE, Bristol 

Video content requires the user’s undivided attention and so can distract from 
what may have been the user’s core purpose for being on the internet, checking 
email for example.  
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Secondly, there is the question of access.  There is a great difference between 
accessing audio content and video content on the site. 

The radio content is easily accessed through the radio section on the homepage.  
Once on the radio homepage users have an overview of all BBC national stations.  
Once the Radio Player is launched it is easy for users to see what other audio 
content they can access, be it live or through ‘Listen Again’.  It is also easy to 
switch between stations without closing the Radio Player. 

Accessing video content is less popular than radio 
In contrast, the Video Player does not aggregate video content in the same way.  
There is no video equivalent of the radio homepage and when the Video Player is 
opened it does not aggregate content in the same way as the Radio Player.  As 
such, radio content enjoys much higher visibility than video content. 

“I can see how it meshes in with the radio, you can go on 
there to listen to it, you can go on and request songs and 
everything, you can leave messages and enter 
competitions.  But I don’t see how this would tie in with 
the TV.” 

Female, 31-50, C2DE, Bristol 

Few programmes are available to watch in their entirety through bbc.co.uk (as 
opposed to the iPlayer) and when they are access is usually through programme 
specific sites.  It is counter-intuitive to most that they can access radio content 
quickly and simply with a few clicks of the mouse but need to download an 
application to access video content.  Those we spoke believe that radio and 
video content should be accessible in the same way – currently they are not.   

Most of those we spoke to were not predisposed to downloading an application 
to view video when they are used to streaming radio direct from the bbc.co.uk 
site.   

Awareness of the iPlayer was low among those we spoke to, even among the 
more advanced users, giving the impression that TV programming, as opposed 
to short clips, was not available for catch-up on bbc.co.uk.   

“The amount of information that they give you in the TV 
sections of the site can sometimes be lacking.  Like if you 
miss an episode of Eastenders and you want to catch up 
on it I think you’d struggle to do it on the site.” 

“I think there should be more TV bits on the site.  Like in 
that case, if you did miss it you could just go and watch it 
on the site, that would be good.” 

Females, 19-30, ABC1, Belfast 
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Levels of active participation seem low 
While it is not the purpose of this study to quantify levels of engagement with 
the site, it seems that most users do not participate, or want to participate on 
the forums provided by bbc.co.uk.  The main reason cited for this is a lack of 
anything to say, or at least a lack of confidence that anybody would want to hear 
what they have to say.   

“I know that you can upload video and pictures and things 
like that because my kids do but I’ve never felt the need 
to. I mean, what’s the point? Who would want to see it?” 

Female, 31-50, C2DE, Glasgow 

It is important to note that this does not reflect badly on the BBC or its site.  
Rather, this is a pattern we have come across many times when looking at online 
participation – for a complex set of reasons (including the amount of time 
available to the user) people are either predisposed to commenting/participating 
or they are not.   

5.3 How does bbc.co.uk fit with the wider BBC portfolio? 

Radio is currently best at integration with the online platform 
Part of the BBC website’s remit is to reflect and extend the range of the BBC’s 
broadcast services.  Currently it is clear that the website is doing a much better 
job of this in relation to audio content than video content. 

 “Take the example of Radio 3, which I listen to a lot.  I 
very much see [the website] as an adjunct to what they 
broadcast.” 

Male, 51-70, ABC1, London 

As we have discussed earlier, most users accessing broadcast content seem to 
be using audio rather than video.  There are usability reasons for this, which we 
have already discussed.  However, there are other reasons too. 

Partly the better integration with the website enjoyed by the BBC’s radio services 
can be attributed to the nature of the radio medium.  With radio not requiring 
visual attention it can direct listeners to its website at the same time they are 
listening.  Radio can take this approach with less fear of cannibalising its 
audience than would be possible for TV, which would be competing with the 
website for eyeballs. 

 “The DJs tell you about it.” 

Male, 31-50, ABC1, Newcastle 
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Radio is also a more traditionally interactive medium than TV and so perhaps 
pointing listeners to the website is a more natural progression for producers of 
radio content than for those of TV content.  Because of the more discursive 
nature of radio, references to the website made during radio programmes seem 
less forced than on TV.   

“It helps everybody have a laugh [on the Radio 1 website].  
You can text in, you can email in, it opens it up for you to 
get involved” 

Male, 31-50, C2DE, Newcastle 

It also seems to be the case that the ease of use of the Radio section of the 
website allows users to explore it better than the TV section of the site.  Because 
of this, users are more likely to find the audio content or web pages they want 
and use the radio and web platforms as complementary. 

Furthermore, the technology behind streaming and ‘Listen Again’ is simple to 
use.  It is very much a click and play technology.  The basic web users we spoke 
to, some of whom had been online for a matter of months, found the function 
easy to use and were not daunted by it. 

Finally, radio has grasped the concept of cross-promotion more readily than TV, 
forming a virtuous circle – radio content delivered over the radio reinforces radio 
content online which in turn reinforces the offline content.  So it continues.  A 
key factor in this is the promotion of ‘Listen Again’, a function praised by many 
we encountered during the course of this research. 

TV has found integration harder 
In contrast to radio, TV does not enjoy the benefits of integration with the web 
platform.  Far fewer of those we spoke to engaged with TV content brands than 
did with radio brands.   

In part this can be attributed to the nature of the medium.  Many of those who 
used ‘Listen Again’ or streamed radio through their computer did so at work or 
while performing other tasks on the computer while at home.  TV content 
delivered over the website, which clearly requires more attention than radio, 
cannot fit so snugly into people’s routines. 

Despite all this, we have identified one key factor which goes a long way to 
explaining why radio enjoys better web integration than TV. 

TV has been poorer at cross-selling 
The ‘Listen Again’ function was universally praised by those who used it, and by 
those who were made aware of it.  However, nobody we spoke to during the 
research was aware of the iPlayer.  Many expressed a desire for a ‘Watch Again’ 
function.  This lack of awareness can in part be attributed to ‘Listen Again’ 
having been around longer than the iPlayer.   
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“The main criticism I’d have of the TV bit is that the radio 
links in very well with the internet site but the TV doesn’t.  
On the radio sites you can listen again but on the BBC TV 
site you can’t do that.” 

Male, 31-50, C2DE, Belfast 

More importantly, however, TV is not cross-selling the iPlayer with the same 
vigour as radio promotes ‘Listen Again’.  As such, while radio and web use the 
virtuous circle to reinforce each other, the relationship between TV and the web 
is unilinear, with TV using the web as a resource for supplementary information 
rather than as a complementary platform, a place to go once a viewer has 
finished watching their programme.   

In order for the website to better support the BBC’s TV output there is a need for 
TV to fulfil the increasing consumer need for realtime integration of the two 
platforms.  While radio programmes may refer listeners to blogs, webcams and 
discussion forums throughout the course of their programmes, TV output tends 
to limit references to the website until the end of the programme.  At this point 
some people may have already switched over, while others may have 
appreciated knowing that the recipes on their favourite cooking show are 
available online before scribbling them down during the course of the 
programme.   

“I watch cookery programmes and then go online for the 
recipes, that’s really handy… They should put that at the 
start of the programme.” 

Female, 19-30, C2DE, Bridgend 

 “The thing is, they hardly ever mention it on TV and when 
they do they do it right at the end.  At that stage you are 
not really paying that much attention.  It would be better if 
it was actually mentioned during the programme.” 

Female, 19-30, ABC1, Glasgow 

This is not necessarily a recommendation that the website should be referred to 
continually throughout TV programming – in reality that could be irritating.  
However, we feel it is important to make the point that the current positioning of 
signposting to the website on TV means that potentially significant numbers of 
viewers do not hear or see messages directing them to bbc.co.uk. 

Furthermore, TV tends to refer to the website in its most general terms, either as 
‘the website’ or at best bbc.co.uk/gardening, for example.  This is in marked 
contrast to how radio signposts its complementary web content, by walking 
listeners through how to access, for example, the 5live Breakfast Blog.  We are 
aware that TV programmes have wider audiences than radio and that the radio 
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medium is better suited to guiding listeners to sites.  Again, we feel it is 
important to flag the difference between the two media rather than propose a 
strategy to resolve the disparity. 

In an age where multi-screening is becoming increasingly popular TV should not 
be afraid of seeing the web as a complementary platform rather than as a 
competing one. 

There is an undoubted appetite for online TV content 
Despite the low awareness of iPlayer there was a great desire for TV content (as 
opposed to clips) to be available through bbc.co.uk.   

“I wanted to see if they had a ‘Watch Again’ like they’ve 
got with the radio but they’ve only got little clips, which is 
a shame because I would have liked to have seen that.” 

Male, 19-30, ABC1, Bristol 

Catch-up especially was mentioned often.  Some equated a ‘Watch Again’ 
function with ‘Listen Again’, others knew of web-based on demand services such 
as 4oD and believed BBC should be doing the same – especially given that the 
BBC is publicly funded. 

 

“If Channel 4 can do it and ITV can do it I don’t see why 
BBC can’t.  They should do an on demand thing.  That 
would be the best use of the TV section of the internet.” 

Female, 19-30, ABC1, Belfast 

The Archive is the area of content for which there is most appetite among those 
we spoke to.  Beyond pure interest in the content some feel it is their right to 
have access to this content as it has all been paid for by licence payers at some 
point. 

“I don’t see the website as independent of its programme 
output.” 

Male, 51-70, ABC1, London 

“The Archive section was the first thing that interested me, 
just to see old programmes.” 

Male, 31-50, C2DE, Newcastle 

 “Where BBC scores is with its archive.  That’s what really 
sets it apart.” 

Male, 51-70, ABC1, London 
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Some of those we spoke to, however, did not want to inhabit a cross-platform 
world.  They are perfectly happy keeping radio, TV and online discrete.  For 
them TV should live on TV, radio on radio and online on the web.  They use 
these media at different times in their day, in different places (even within the 
home) and for different purposes. 

But for some basic users the internet is a separate service and 
should remain so 
For some basic users, who tended to be older, the internet exists separately to 
broadcast services.  They do not think of the integration of platforms.  Rather, 
they use the internet in a Web 1.0 way, mostly for information.   

“I’m just getting to grips with the old [internet]… You see 
things like that on the bbc.co.uk site and it’s all just 
jargon… Like podcasts, and RSS, and Flash plug-ins – stuff 
like that just goes right over my head.” 

Female, 31-50, C2DE, Glasgow 

This group are unlikely to be interested in the delivery of audio and audiovisual 
content over the internet. 

TV has been successful at using the web to enhance fan 
relationships with programming 
We did come across some people who had engaged with broadcast content 
brands online.  Their engagement seemed to be born of one of three factors. 

Firstly, the content brands they engaged with were highly popular and have a 
passionate following.  Those who visited the Dr. Who and Eastenders sites or the 
Archers blog were highly engaged with the offline content and their interest 
meant that looking at the supporting web pages was a natural progression. 

“I’ve been going on a bit lately to the Eastenders bit to see 
if there is any news about storylines.” 

Female, 19-30, ABC1, Belfast 

“I went on the Eastenders bit… They have cameras on the 
set so you can watch as they actually film.  That’s a good 
idea, it surprised me.” 

Male, 31-50, C2DE, Newcastle 

“I really only started using the website as a result of 
Heroes, I got into that and they were always advertising 
the site on that so I started using it then but there aren’t 
any episodes on it or anything, it is just all additional 
stuff.” 
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Male, 31-50, C2DE, Belfast 

Secondly, other programmes which people had engaged with included 
Springwatch.  The nature of this programme meant that ongoing interaction and 
engagement were integral to the programme.  As such the web was a perfect 
way to keep abreast of what was happening. 

Thirdly, programmes which had some kind of creative element to them were 
seen to be well supported.  Gardening and cookery fall into this category – 
instead of scribbling down tips from programmes such as ‘Ready Steady Cook’ 
users could just go online to find the recipe they were interested in.   

“The Saturday morning cooking section is very good.” 

Male, 51-70, C2DE, Derry 

Interestingly many of those we spoke to used the BBC website for recipes and 
gardening but did not watch cookery or gardening programmes on TV.  As such 
they were accessing content which may have supported broadcast programming 
while never having watched or listened to the programme at all. 

Beyond programmes which have large audiences, require ongoing engagement 
or contain practical information which is well suited to the online platform we 
found little appetite for cross-platform support in the research.  It should be 
noted at this point that the nature of the research, being qualitative rather than 
large scale quantitative, means we cannot reliably comment on niche markets. 

Importantly we cannot guess at the numbers of people who are not interested in 
engaging more deeply with the programmes they consume.  Such information 
could only be gained through quantitative work. 

AV content does not feel to be an integrated part of the site 
Currently the TV and web platforms seem to be far apart.  Because of this many 
users do not think of the website as being complementary to TV.  While they see 
radio content being integrated with the BBC’s online offering in one easily 
accessible and technically simple way, the integration of TV is invisible. 

The difference between the Radio Player, Video Player and iPlayer are not clear 
in the public mind, as evidenced by the lack of awareness of iPlayer when 
compared to ‘Listen Again’.  From a user’s point of view rich BBC content is BBC 
content and should be accessible from a unified player.  Currently, with no one 
point of entry for users to find rich content it is no wonder that the website is 
seen as a service with little relation to TV. 
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5.4 How do users find using bbc.co.uk? 

Users claim the site is easy to use 
Among basic users there are no complaints as to how easy the site is to use.  
The site is criticised for being bland while it receives praise for not being too 
cluttered or confusing.  The relatively plain homepage and interface are seen to 
help basic users, putting them at ease whereas on other sites they may be more 
nervous.  The categorisation of topics on the left hand side bar is seen to 
signpost the subjects contained within the site well. 

“There are sites that make it really easy for you and I think 
the BBC would be one of them.  It’s all very plain and laid 
out and it’s pretty easy to figure out what is going on.” 

Female, 51-70, C2DE, Derry 

 “I like the blandness, it was really easy to read.  I’ve used 
the Channel 4 website and that is just a nightmare, there 
are far too many flashing ads – it just becomes far too 
distracting.” 

Female, 31-50, C2DE, Glasgow 

More sophisticated users are less effusive about the site but still do not tend to 
criticise it for being difficult to use.  For them the site can sometimes be bland in 
terms of its look and feel but they do not call the usability of the site into 
question. 

But users rarely stray from familiar areas… 
While users say the site is easy to use and find information, they rarely stray 
from areas familiar to them.  The site is seen less as a site to browse and more a 
place to enter and exit.   

“I go into it through a narrow channel in that I know what 
I need and I go straight to it.” 

Female, 19-30, ABC1, Glasgow 

“I don’t really go for a wander around the site, I just really 
log on, find the information that I need and get off.” 

Female, 19-30, ABC1, Belfast 

As such the praise for good usability and navigation should be taken with a pinch 
of salt – many users go down the same paths day after day without ever 
exploring other areas.   
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“I didn’t know about all the other sections that were on the 
site.  There are some on there that I didn’t even know 
existed but I would be interested in.” 

Female, 31-50, C2DE, Glasgow 

In effect users are to some extent barred from accessing the whole of the site, 
or at least having full visibility of it.  Because the site is not easy to explore users 
do not tend to browse the site.  While it is easy for users to get the information 
they want from the site, usually because they have formed a habit of doing so, 
they do not tend to look beyond what they know is there.  In this way their 
habits are reinforced and they stray less and less from the areas familiar to 
them. 

“I hadn’t realised how much was on it.  I only really look at 
my regular bits of the site like money and business.  I 
mean the depth that it goes into as well is really good.  
There are just so many subjects.” 

Female, 19-30, ABC1, Belfast 

“I’d like to see it offering more courses, like Spanish 
courses or something.” 

Female, 31-50, C2DE, London 

…and are amazed by the wealth of information available 
The evidence for this is the amazement encountered during the research when 
those we spoke to were shown a full site map.  The almost universal reaction 
was one of surprise at how much information the website holds.   

“There is loads of information on there that you just 
wouldn’t know about, and you would end up using another 
site somewhere else to find it when the information is 
actually on the BBC site.  So in that sense they are doing 
us a disservice by not telling us what is on the site.” 

Male, 31-50, C2DE, Belfast 

Not only that, but users were also surprised to find that there were areas they 
would be interested in but had never encountered because they rarely strayed 
from familiar areas.  This suggests the site is not good at redirecting users within 
it or flagging the full range of information available. 

“I think the site could do with advertising itself a bit more… 
Like many people go on and just read the news and they 
would never see what else is available on it.” 

Female, 19-30, ABC1, Belfast 
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“So the BBC is a bit like an encyclopaedia, but I don’t think 
anybody would realise that.” 

Female, 51-70, ABC1, Newcastle 

The size of the site stops people exploring 
There are a number of factors which constrain users.  The sheer size of the site 
is one of the major obstacles that users have to overcome.   

“That’s one thing I would say against it… It definitely 
needs to find some way of telling you about the 
information there.” 

Female, 19-30, ABC1, Glasgow 

For basic users who are aware that there may be more of interest beyond their 
well trodden paths, the volume of information is daunting.  For more 
sophisticated users the amount of material on the site is not necessarily 
daunting, but simply makes relevant information difficult to find. 

Many people don’t expect much from bbc.co.uk beyond news, 
sport and weather 
User expectations are another obstacle to people accessing more than simply 
news, sport and weather.  For many these are the core purposes of the BBC and 
so they only really expect to find this information online.   

 

“I found things I would never have thought to look for.  It 
was good to find areas like this that expanded your 
horizons.” 

Female, 19-30, ABC1, Glasgow 

While they may be vaguely aware that radio and TV output is supported online, 
and that there may be other areas of interest, they simply do not expect that the 
BBC will have anything more meaningful than bespoke competitor websites. 

bbc.co.uk is only easy to use in familiar areas 
So the praise for the site being easy to navigate is somewhat of a red herring as 
people rarely do navigate in the real sense of the word.  When we took them 
beyond their comfort zones (to areas of the sites different to those they normally 
use) during the accompanied internet trips they found it difficult to access what 
they were looking for. 
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Search doesn’t always help find 
Awareness of the search function is patchy.  Some users had never noticed it 
before, for others it was the only way of navigating the site if the information 
they were looking for was not immediately apparent in the side bar to the left of 
the screen.   

Reactions to the quality of results returned by the search function were also 
inconsistent.  While basic users were generally happy, more sophisticated users 
criticised the search for either returning no results or returning results which 
were far too broad.   

“The search just throws everything at you, you would have 
to spend ages just looking through the pages to find what 
you need.” 

Male, 12-15, C2DE, Edinburgh 

“I don’t think the search the web facility was as good as 
Google because of the results that I got.” 

Male, 31-50, C2DE, Belfast 

 “The search function is very constraining.” 

Male, 51-70, ABC1, London 

Given that for most users the BBC site performs the role of information 
aggregator for Britain, as a ‘mini UK Google’ users expect the search function to 
be better.  Many used Google to search the site. 

Links aren’t obvious 
Another complaint raised by some was the lack of prominence given to links.  
The way that links are formatted and positioned on the BBC site did not make it 
obvious to users, especially basic users, that links could lead them to other web 
pages.  As such some people were not exploring areas they found interesting as 
fully as they might. 

“On the Wikipedia site there are links actually in the main 
bit of text actually in the main bit of the text, the BBC put 
them at the side of the page.” 

Female, 31-50, ABC1, Glasgow 

On many sites, such as Wikipedia, links are underlined to differentiate them from 
plain text.  Many of those suggested the same approach on bbc.co.uk – they are 
used to this protocol from wider web use and feel the BBC site should replicate 
this standard.  
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Confusion over the boundaries of the site 
During the course of the research we encountered a surprising amount of people 
who did not know when they were on bbc.co.uk and when they had left it.  In 
order for BBC to receive credit for the information and services it provides online 
users need to know that they are on the BBC site. 

Partly this confusion is down to their lack of experience of the web.  However, 
another factor is the inconsistent format of the site.  The Learning section looks 
nothing like the homepage, the Entertainment news looks exactly like the World 
news.   

“[The TV section] is different to the section with the news 
and information, the way it’s set out is different.  It’s 
isolated, away from the BBC website.  It’s got its own 
identity … I know I’m on the BBC website but you wouldn’t 
think you were.” 

Female, 19-30, C2DE, Newcastle 

 

If the BBC is to successfully direct the user within and beyond the site such 
inconsistencies need to be ironed out.  This does not mean making the site 
uniform in appearance.  Rather, there should be codes which users can latch on 
to, which communicate that they are still on the BBC site but perhaps in a 
different section of it.  For example, the different Lifestyle sites have a common 
visual theme while still differentiating gardening from food.  This approach 
should be taken as an exemplar. 

“It’s good that there’s not a standardised format 
throughout the website, each section suits the mood.” 

Female, 19-30, C2DE, Newcastle 
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5.5 Who are bbc.co.uk’s key competitors? 

MSN, Google and Wikipedia are seen to be the key competitors 
As we will come on to shortly, competition to the BBC website is limited.  Partly 
this is due to the nature of the BBC as an organisation.  Few other organisations 
in the world cover the same breadth of topics.  

“There is no other site that can do the same thing as the 
BBC.” 

Male, 31-50, C2DE, Belfast 

“I don’t know of another website that I would go to 
offhand that would have that kind of information, apart 
from Google.” 

Female, 31-50, C2DE, Bristol 

“I would use Wikipedia instead of BBC for facts.” 

Male, 31-50, ABC1, Newcastle 

Given that the BBC website is primarily associated with providing such a breadth 
of topics, it is little surprise that the BBC site is compared with other content 
aggregators such as MSN, Google and Wikipedia.   

“With Google you have to give it the information where the 
BBC gives it to you.” 

Female, 19-30, ABC1, Belfast 

Along with other media companies  
Beyond content aggregators bbc.co.uk is seen to be in competition with the 
websites of other TV companies.  This appears to be more of a reflection on the 
association of BBC as a TV provider rather than a like-for-like comparison with 
the websites of ITV, Channel, Sky et al.   

“When you try and compare it to another website there 
really is no comparison because there’s nothing out there 
that’s really like it.  I mean, you’ve got ITV but that’s like 
comparing the Guardian to the Mirror.  The BBC’s a bit 
more informative and ITV’s a bit more gossipy.” 

Female, 31-50, C2DE, London 

Newspaper websites also fall into this bracket, although less so than TV brands. 

“If I was to say a competitor I would say ITV.” 
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Female, 31-50, C2DE, Bristol 

“The newspapers as well, whichever newspaper you 
choose.” 

Female, 19-30, C2DE, Bridgend 

For specific subjects some content brands do provide competition.  GMTV is a 
rival to BBC in lifestyle, CNN and Sky News in news, Sky Sports for sports, The 
Sun (specifically Bizarre) and Sky Showbiz for entertainment.  In children’s Nick 
and Nick Jnr., Disney Channel and cITV are all competitors.   

But overall bbc.co.uk has more credibility than all 
Despite being compared with other content aggregators and media brands, the 
BBC site is seen as having more credibility than all of them, a ‘halo effect’ 
resulting from perceptions of the wider BBC brand as credible and, to some 
extent, trusted.  This perception exists at a topline level, when considering the 
Sky or Sun sites, for example.  Within specific categories, for example showbiz, 
other brands may well have more cachet than the BBC site. 

“I would class Sky as more like a magazine like OK or 
Closer.” 

Female, 19-30, C2DE, Newcastle 

Google and MSN are too ‘American’, Wikipedia suffers from being a user-
generated resource.   

“Things like Wikipedia, you can’t really trust them because 
it is Joe Bloggs creating those pages... There’s something 
about the BBC, you trust it, I feel there is a lot of editorial 
control.” 

Female, 19-30, C2DE, Bridgend 

Sky suffers from associations with Rupert Murdoch, commercialism and 
sensationalist journalism, CNN is also tainted by being ‘American’ while Channel 
4 is seen as too youthful to be as credible as the BBC.  What is striking is that 
the wider BBC brand and associations with it live online. 

“The Sky site, you go on that and its more about selling 
you Sky packages.  It’s all broken down, Sky News, Sky 
Sports and every time you get back to the selling page” 

Male, 31-50, ABC1, Bridgend 
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5.6 What makes bbc.co.uk distinctive? 

Nobody does as much as bbc.co.uk 
The main point of distinction bbc.co.uk has is the breadth of information it 
covers, and the sheer amount of material within the categories it covers.  While 
this is not a revolutionary finding, it should be borne in mind that most users are 
not even aware of everything the bbc.co.uk site covers.  Even with partial 
visibility the website is seen to cover more than any other site. 

It is because of the breadth of coverage that users find it difficult to articulate 
who is in competition with bbc.co.uk. 

“There are sites that are better than the BBC because they 
go into more depth with their information, but then they 
wouldn’t be able to cover the breadth that the BBC does.” 

Male, 31-50, C2DE, Belfast 

But some do certain things better 
While no other site covers as much ground as the BBC site, some specialist sites 
are better at certain things.  For example, Bizarre and Sky Showbiz are seen to 
be better than BBC Entertainment.  Again this is due to brand association – with 
The Sun and Sky being less ‘serious’ than BBC (and therefore less trusted for 
‘serious’ news), they are more ‘fun’ and therefore more suited to that type of 
news. 

“On Sky News I would look for stupid stuff and the animal 
stories because I love animals.” 

Female, 19-30, C2DE, Newcastle 

“When a major tournament is on [EuropeanTour.com] is 
pretty good as it keeps you up-to-date, they do live 
scoring.  The have even more information than what the 
BBC has.  The BBC’s live scoring is crap.  Tournaments 
have finished and they’re still saying a player is on Hole 4.” 

Male, 19-30, ABC1, Bristol 

“[Sky’s entertainment pages] were more glitzy and 
glamorous, gold and glitzy.  I know when I went on it I 
was like ‘Wow!’  It’s just more showbizzy.” 

Female, 19-30, C2DE, Bridgend 
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No site can be all things to all people, but bbc.co.uk is the best at 
it 
It should come as no surprise that bbc.co.uk cannot be best in class for all the 
subjects it covers.  It is unrealistic to expect the site to be the best at everything 
it turns its hand to. 

Given the breadth of topics and the vast spread of its target audience it is an 
impressive achievement that the BBC site can even compete with specialist sites 
on an equal footing.  Users are realistic in their expectations of the BBC site in 
this regard – it is best in class for news, sport, weather and children’s content 
and good at others.  Those we spoke to said that there is something for 
everybody on the site, and that there is no other site they could think of which 
offers so much to so many. 

bbc.co.uk offers time sensitive information of an unrivalled 
quality 
The main characteristic the BBC website exhibited which set it apart from other 
sites was the quality and speed of its information provision.  This characteristic 
relates primarily to news, sport and weather.  No other site (or news 
organisation) was seen as being as up-to-date or as accurate and credible as 
bbc.co.uk.   

“The thing is the BBC gets the information about the team 
and it is often on the site before the team’s site.” 

Female, 19-30, ABC1, Glasgow 

 “The traffic updates are also really good, they are very 
accurate, so is the weather.” 

Female, 19-30, ABC1, Belfast 

Sky News might be as up-to-date but would not be classed as equally credible.  
Newspaper websites may be as credible (although they were often criticised for 
pursuing a political agenda absent from the BBC) but would not be as up-to-
date.   

“It’s not like the Metro site where all the stories are a bit 
silly and tabloid-based.  It gives you proper information 
and just tells you the facts.  It’s pretty hard to think of 
another site that does that.” 

Female, 19-30, ABC1, Glasgow 

Overall, speed and quality are a winning combination for the BBC site and 
explain why it is the destination of choice for those we spoke to. 
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bbc.co.uk focuses on the regional and local 
The BBC site was praised for its unrivalled provision of regional and local news, 
sport and weather.   

“The UTV site, that does news and weather and all that 
but that’s all it does.  The rest of it is just advertising for its 
programmes.  The bbc.co.uk site covers everything and 
has lots of information on it.” 

Female. 19-30, ABC1, Belfast 

Praise was especially strong in the locations we visited in Northern Ireland, 
Wales and Scotland.   

“It’s really easy to find the area of the website that relates 
to your area.  In the weather section you can always 
change the postcode and the news also has a bit at the 
side that you can select which country you want to read 
about.” 

Female, 31-50, C2DE, Glasgow 

 “It’s really good for local information.  It is one of the only 
sites that give you local information like that, on a regular 
basis.  It is really up-to-date with the stories as well.” 

Female, 19-30, ABC1, Glasgow 

“I was finding the tide tables on there.  It actually does 
Porthcawl which is quite close.” 

Male, 31-50, ABC1, Bridgend 

Even at the more local level coverage was comprehensive and of high quality, 
serving to keep people informed with what was happening in their local 
community.   

“It’s great that you can look at the local section and find 
out about new bands in your area and then you can listen 
to them again on the internet.  You can also listen on the 
radio and it never feels like you’re listening to some local 
hick radio.” 

Female, 19-30, ABC1, Glasgow 

Local news also played a role for those who had moved away from their local 
communities, helping them to keep abreast of events at home and giving them a 
sense of connection which would not otherwise be possible. 
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“The ‘Where I Live’ site.  I’m from North Wakes originally 
and I do go there to see what’s happening in my home 
town.” 

Female, 19-3, C2DE, Bridgend 

More impressive still, the quality and speed of news provision was not seen to 
diminish simply because the news had less national importance.  No other site 
offers the quality, speed or granularity that bbc.co.uk does. 

“The local news and weather are easy to get but it doesn’t 
stop there, they had local recipes and a page on local 
producers.” 

Female, 31-50, C2DE, Glasgow 

bbc.co.uk is British in an increasingly US world  
BBC is a uniquely British presence on the web.   

“It’s a British institution… BBC stands for everything Britain 
is.” 

Male, 31-50, C2DE, Newcastle 

Not only does bbc.co.uk give primacy to UK news, it also provides a UK 
viewpoint on world news on a platform which users feel is increasingly being 
dominated by a US agenda (in the English language at least).   

“The BBC is British and I’ve kind of grown up with it so I’m 
more comfortable with it than a big American site.” 

Female, 16-18, ABC1, Edinburgh 

bbc.co.uk is an antidote to American-dominated news provision, not only in 
terms of perspective but also in terms of quality.  Those we spoke to felt that the 
BBC site provides news of a higher quality than American sites such as CNN, or 
American-owned sites such as MSN and Yahoo.  

“It’s really annoying when you look for something on the 
internet and all you get is American websites.  The 
coverage of news is crap – they just focus on diets and 
superstars talking about how they lost their fat arse.” 

Female, 19-30, ABC1, Glasgow 

bbc.co.uk has no commercial agenda 
The BBC site is praised for being a site without a commercial agenda.  Not only 
does this have implications for usability (no pop-ups, screens free of advertising 
clutter), it also adds to the credibility of the site.   
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“It’s good that you can go on there and not have tons of 
flashing banners and adverts popping up.  It just makes is 
nicer to spend time on.” 

Female, 19-30, ABC1, Glasgow 

With no commercial axe to grind the BBC site is seen as being more impartial 
and credible than others. 

“The Sky website is all about it being glamorous and in the 
end it is trying to sell you a Sky package so you get tons of 
adverts popping up, which is annoying.” 

Female, 19-30, ABC1, Glasgow 

“The bbc.co.uk site is more trustworthy than other sites 
because it is not trying to advertise something or sell you 
something.” 

Female, 19-30, ABC1, Belfast 

With the internet being perceived as a rampantly commercial place the BBC 
website provides a safe haven.  This holds especially true for basic users of the 
internet who can be overwhelmed by the amount of commercial messages they 
receive.   

But no commercial agenda can also be a barrier to usage 
While the vast majority of people welcomed the lack of advertising and 
salesmanship on the BBC site, the restrictions placed on what information the 
BBC site can carry did frustrate some.  For example, on the Your Money pages 
there is no way of comparing bank rates – users struggled to understand why 
the BBC could not simply pass on such information. 

“It’s advertising for building societies I suppose… I don’t 
think people would see it as advertising though, if they 
went to this page.  That’s what it’s about, they’re not 
advertising if they give a list of rates available.” 

Male, 51-70, ABC1, Bristol 

 

There is no need to register on bbc.co.uk 
A well-liked feature of bbc.co.uk was the fact that users did not have to register 
or log in to the site.   
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“It’s just really ‘in your face’, like ‘Register Now!’  I don’t 
like sites that are always trying to get you to do 
something.” 

Female, 16-18, ABC1, Edinburgh 

The benefits of this are twofold. 

Firstly, the experience of many users is that registering information and details 
with a site leads to a proliferation of spam.  While they would not expect to be 
spammed by the BBC the fact that they did not even have to register meant 
there was absolutely no danger of this happening. 

“Putting in too much information is a turn-off, taking more 
than giving.” 

Female, 31-50, C2DE, Bristol 

“Sites that ask for your email, you end up getting loads of 
emails from them, it’s annoying.” 

Male, 16-18, C2DE, Beeston 

Secondly, from a pure usability point of view, registering and logging in was a 
pain, a lengthy process users would rather avoid.  As such, the BBC site was 
being a more efficient site than ones which require a log in to access content. 

Indeed, one of the reasons given by some for not participating is the need to 
register details.  In this case the hassle was more of a barrier than fear of spam. 

bbc.co.uk is not technically innovative but does keep up 
bbc.co.uk is not seen as a technically innovative site.  Once more we think this 
may be because of the association with the wider BBC brand rather than any real 
criticism of bbc.co.uk as staid.  While bbc.co.uk is not at the forefront of internet 
innovation, it is seen to keep up with developments on the web.   

“The BBC must keep up with the times so advanced 
technologies are important for them to keep up… And they 
are.” 

Male, 31-50, C2DE, Newcastle 

Innovation and the wider web 
As we stated previously, nobody has a full picture of what is available on the 
internet.  As such it is difficult for people to judge whether a website is 
innovative.  Their judgement is totally dependent on what else they have come 
into contact with during their experiences on the web.  Basic users are thus more 
likely to see the BBC site as innovative and advanced, simply because they have 
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not come into contact with certain services before.  For those who are more 
advanced in their usage the BBC is seen to keep up more than set the agenda.   

Can the BBC site deliver innovation as effectively as others? 
There is also a question of how innovative an institution the size of the BBC can 
be in the world of the internet.  With barriers to entry so low on the internet it is 
probably a fact of life that one-man bands such as Mark Zuckerberg, founder of 
Facebook, can deliver innovation more quickly and more effectively than the 
BBC.   

If innovation is defined as driving the internet medium forward then it cannot be 
said that bbc.co.uk is innovative.  However, BBC is not expected to be.   

What is more important is that the site keeps abreast of developments on the 
web – this is what users expect from the BBC. 

6.  Research Findings – The Broader Benefits of bbc.co.uk  

In the following section we go on to look at the BBC website from a wider 
perspective, that of the Public Purposes.  We assess the website’s performance 
against each purpose in turn, starting with the two on which the Service Licence 
places most emphasis: sustaining citizenship and civil society, and promoting 
education and learning. 

A quick note on how we arrived at these findings 
Before we explore the purposes and how the website delivers them we feel it is 
worth explaining how we researched this area and how we have arrived at our 
findings. 

During the Citizen Forums we had the opportunity to educate the participants on 
what the purposes meant.  However, we did not do this immediately; instead we 
felt there was significant value in asking them to articulate what the purposes 
meant to them.  In doing so we could explore how they felt the site should fulfil 
the purposes.  Once they had articulated this we then gave them summaries of 
how the BBC define the purposes so they could then measure the site against 
them.  This approach allowed us to investigate any disconnect between what 
participants understand by the purposes and the way the BBC defines them. 

Our findings below offer our point of view on how the audience believes the 
purposes to be met (or not).  These have been reached through our detailed 
analysis of the Stage B methodologies.  

6.1 Sustaining citizenship and civil society 
This purpose defines ‘sustaining citizenship and civil society’ as the BBC providing 
high quality news, current affairs and factual programming that keeps licence 
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payers informed about important issues and political developments in an 
engaging way.   

The purpose is difficult to understand 
First and foremost it should be stressed that the very concept of sustaining 
citizenship and civil society is a nebulous and obscure one in users’ minds.  Most 
of those we spoke to struggled to articulate its meaning, and as such found it 
difficult to measure the site against the purpose. 

Users do not interpret citizenship in the way the purpose defines 
it 
It was clear that users do not define sustaining citizenship and civil society in the 
same way as it is explained in the purpose.  For them sustaining citizenship has a 
wider meaning than simply being kept abreast of current affairs.  For those we 
spoke to citizenship is about individuals recognising and behaving in accordance 
with the British political tradition of parliamentary democracy.  More widely, it is 
about promoting Britishness as a cultural phenomenon, with all that entails. 

Suspicion over institutions promoting citizenship 
Those we spoke to did not see sustaining citizenship as something that can or 
should be promoted or imposed by an institution.  To them there is an element 
of ‘Big Brother’ about an institution sustaining citizenship, something that should 
really come from people.  Many found sinister undertones in the purpose as they 
understood it. 

Others found the purpose patronising, raising the question of whether the BBC 
has any right to tell them how to behave.   

Both these reactions highlight the difficulty that participants in the research had 
understanding the purpose, and the fact they gave it a wider meaning than set 
out in the purpose. 

bbc.co.uk fulfils the citizenship purpose as defined in the Public 
Purposes 
Once users had got to grips with the definition they felt the BBC site did deliver 
against the purpose.  As we have already discussed, one of the main strengths of 
bbc.co.uk is its provision of high quality, up-to-date news and current affairs.  
Users feel they are kept abreast of political developments and that the tone of 
the BBC site is serious yet pitched at the right level to be understood by the vast 
majority of people. 

“When you get something you get straight to the point.  If 
you’re asking a specific question you’ll get two paragraphs 
as your answer and truthfully, that’s enough.” 

Female, 31-50, C2DE, London 

Service Review of bbc.co.uk                                                                       Sparkler 49



The role of participation in sustaining citizenship 
It is clear that the main method of participating on the BBC website is through 
messageboards such as ‘Have Your Say’.   

While awareness and usage of the messageboards seemed low when we 
conducted the research, there was an expectation that the BBC site does provide 
places for comment.  This was seen as a mostly positive feature of the website 
even by those who do not participate in the debates and was perceived by some 
to deliver value for the licence fee.  In this regard the messageboards have 
symbolic value in making the BBC more accountable to the licence fee payer. 

Although for many the messageboards are not places for truly free comment as 
they are strictly moderated, they are seen as adding to the citizenship purpose 
by allowing people the opportunity to comment on topical issues and thus 
engage with them.  The opportunity to engage is seen as a positive even if the 
nature of that engagement may be criticised for not being of the same 
intellectual calibre as the ‘real’ journalism which populates the news and politics 
sections of the site. 

The need for, and level of, moderation on the site divides the audience.  Some, 
of a more liberal bent, believe that the messageboards should not be moderated 
if they are to be meaningful.  The only reason comments should be removed is if 
they are abusive or hurtful. 

For others the tone of the messageboards should chime with the ‘real’ journalism 
on the site.  Moderators should employ the same editorial control that the BBC 
has over the content on the site.  This feeling is in keeping with these users’ 
expectations of the BBC (and by extension bbc.co.uk) to be a provider of serious, 
high quality news.  The moderation on the site also serves to encourage 
contributions from those who may be fearful of contributing on other sites which 
they perceive as having less control, being more of a free for all and where they 
may be more open to abuse. 

Conclusions 
The citizenship purpose is the one which users found most problematic, both in 
understanding and then in measuring the BBC site against.  There are questions 
over whether the meaning of the purpose is really communicated by the title and 
also whether any institution can or should be seen to have such a purpose.  Even 
if an institution is to be involved in such an endeavour the purpose might be 
better articulated as representing civil society.  In this regard the purpose is seen 
to overlap with that of representing Britain and the communities within it. 

6.2 Promoting education and learning 
This purpose posits that the BBC should help everyone in the UK to learn.  Within 
this an important role for the BBC is to support formal education in schools and 
colleges.  In addition, the BBC will offer engaging ways for everyone in the UK to 
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build their knowledge and skills across a broad range of subjects.  What follows 
is an examination of bbc.co.uk’s support of formal and informal education, for 
both children and adults. 

A trusted place for children to learn 
The CBeebies and CBBC sites, as well as the wider BBC site are all trusted 
places.  Schools do not ban access to the site and some teachers actively 
encourage children to visit the sites at school.  For some teachers and assistants 
the sites are a virtual teaching assistant, keeping children occupied.  What is true 
is that among the teaching professionals and parents we spoke to the integrity 
and educational value of content on the website was not questioned.  No other 
generalist sites compares to the BBC in delivering the educational purpose. 

The role of games in education 
The games on CBeebies and CBBC are seen to be educational by some, although 
some parents question their educational value.  This is more of a reflection on 
the narrow definitions of education rather than a criticism of the games 
themselves.  Those parents of young children who wished the games were more 
educational seemed to want more facts communicated in a didactic way – they 
did not recognise the educational value intrinsic to playing.  Interestingly, 
children see the games on the CBeebies and CBBC websites as both educational 
and recreational. 

bbc.co.uk supports the youngest children’s formal education 
Even for young children (those of primary school age) CBBC provides support in 
their formal education, helping them find information for projects.  Teachers 
point pupils to the site for both textual and rich content.   

As exams loom Bitesize begins to dominate 
As children become older and begin to revise the Bitesize brand begins to 
dominate.  For many teens Bitesize is one of the few touchpoints with bbc.co.uk, 
and in some cases the only contact they have.  Up until GCSE level it is the main 
resource which students use for revision.  It is praised for its comprehensive 
coverage of subjects, for ease of use and for making learning more fun than, for 
example, reading a book.  Furthermore, many credit Bitesize with helping them 
obtain better grades, demonstrating its value to users. 

Learning sites on bbc.co.uk are key learning resources only until 
GCSE or equivalent 
The BBC site is felt to support children’s formal education from a young age until 
they do their GCSEs or equivalent qualifications.  Both parents and children feel 
this way. 
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However, beyond GCSEs usage of BBC Learning services falls off.  The provision 
of services for those doing A Levels is seen as poor.  The range of subjects 
covered falls dramatically and other sites, often from exam boards are seen to 
help A Level or equivalent students better. 

“I’m just going to check if it has maths Higher yet… No, 
see, it doesn’t have it and maths is quite a big subject at 
Higher level.” 

Female, 16-18, ABC1, Edinburgh 

“That’s the thing, there’s more on 11-16 than there is on 
16+, which I don’t really get.” 

Male, 16-18, C2DE, Beeston 

Supporting the Scottish education system 
With Scotland’s education system being different to that in the rest of the UK, 
Bitesize needs to cover Scottish Standards and Highers.  While there is a Scottish 
Bitesize, and those we spoke to were well aware of it, it is not immediately 
visible. 

“See, it goes straight to the English section and it is pretty 
hard to find the Scottish bit.” 

Male, 12-15, C2DE, Edinburgh 

Even when Scottish students found Scottish Bitesize they felt that for Highers it 
was an inferior version to ‘English’ Bitesize, with core topics such as maths 
missing.  Bitesize was seen to be a better resource for Standards than for 
Highers, but it still omitted information. 

When the Scottish Bitesize did not provide the information users looked for they 
often looked at the ‘English’ site.  Sometimes they found the information they 
were looking for, at other times the difference in curricula meant that they were 
frustrated in their searches and looked beyond bbc.co.uk. 

“It doesn’t cover Advanced Higher either so I ended up 
trying to use the A Level one but it didn’t have the right 
topics so I was limited in what I could use… I ended up 
just using books and other internet sites.” 

Female, 16-18, ABC1, Edinburgh 

But wider factual is not spontaneously used by children 
Beyond the Learning section, factual content on bbc.co.uk is not utilised for 
children’s learning.  Students do not think to look at science and nature, for 
example, although Google searches may sometimes direct them there.  Teachers 
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are unlikely to direct pupils to the factual sections of the BBC site.  Parents, on 
the other hand, often do point their children to the wider factual sections of the 
BBC site.  An interesting finding was that parents who helped their children with 
their homework often learnt about the wider factual sections of the site when 
dong so.  They were often more interested in these areas than their children. 

“There’s lots there for kids and their homework.  I showed 
it to my son as he’s studying World War 1 and there’s a 
whole section on the site about it.” 

Male, 31-50, C2DE, Newcastle 

“If I’m doing a history project with my son then I’d go on 
there for that because I know there’s a history section.” 

Female, 19-30, C2DE, Bridgend 

For adults in formal education support is patchy 
For the adults we spoke to use of the BBC site to support their education was 
patchy and very much dependent on the subject they were studying.  Adult 
students took a pragmatic approach to the resources they use to support their 
learning – they either use bbc.co.uk because it supports their course or they do 
not because the site does not. 

We encountered those studying for PGCEs for whom the BBC site was of no use 
whatsoever due to the specificity of information needed for their course.   

“I don’t think it would be very interesting for the masses, 
you know, ‘How to Teach.” 

Female, 31-50, C2DE, Cardiff 

“I just had made that assumption that that there probably 
isn’t going to be that much on there that is relevant to the 
PGCE.” 

Female, 31-50, C2DE, Cardiff 

“You couldn’t expect the BBC to be able to find that 
information for specific courses, I don’t think.” 

Female, 31-50, C2DE, Cardiff 

On the other hand, for the theology and philosophy students we spoke to news, 
current affairs and the religious pages were invaluable introductions for aspects 
of their subjects.  While the information hosted on the site was not usually deep 
enough to be cited in their work, it provided them with invaluable background 
and case studies, where needed.  The level at which the information was pitched 
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was praised for being accessible and easily understandable, an easily digestible 
preamble before delving into heavier academic tracts. 

“I needed quotes for my essay and I got them through 
news stories which were archived on BBC.” 

Female, 19-30, C2DE, Bridgend 

“I did sports science and I looked for news of injuries.” 

Female, 19-30, C2DE, Bridgend 

In the case of those we spoke to who were in adult formal education, they went 
well beyond the Learning and factual pages to support their studies.  For them 
messageboards were a great support, putting them in touch with people who 
had the same questions.  Being Open University students the messageboards 
took the place of their faculty common room, allowing them to discuss topics 
with fellow students and academics.  The audio archive also provided them with 
introductory material. 

The news and current affairs sections of the site are especially useful in 
supporting those studying humanities.  These areas of the websites are used 
because they are credible sources, to the point that they could be referenced in 
academic papers.   

“It’s the BBC website so you know that the information is 
going to be good.” 

Female, 16-18, ABC1, Edinburgh 

The BBC site is unique among mass market generalist sites in this regard.  Again 
this is part of the ‘halo effect’ with the site benefiting from the wider BBC’s 
reputation for high quality news provision.  Sites such as Wikipedia do not enjoy 
such credibility. 

A key resource for adult informal learning 
While part of the educational purpose is to support those in formal education, it 
is equally important to further the knowledge of those who wish to learn more 
learn on an ad hoc basis.  In this regard the BBC site was also highly valued.   

“I was reading in the news about the situation in Cambodia 
and it mentioned the Killing Fields so I used the History 
section to find out more about them, so that I could 
understand the first story.” 

Female, 19-30, ABC1, Glasgow 

“I used it for Spanish.” 

Female, 31-50, C2DE, Cardiff 
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In some cases the BBC would be the first port of call to learn what the symptoms 
of shingles are, over NHS Direct.  In other instances a Google search would 
direct the user to the BBC site.  It was felt by many that if you had a question 
the BBC site would be a good place to start to find the answer due to the vast 
amount of credible information on the site, though some questioned how easy it 
was to ask a question of the BBC site, preferring search engines (and Google in 
particular). 

“I used the BMA site for health but now BBC seems to 
have that covered so you might as well go to the BBC as a 
reference for everything.” 

Male, 31-50, C2DE, Newcastle 

Great appetite for audio and AV content in learning 
For all groups who used the site to help with their learning, audio and AV content 
was highly desirable, both on the Learning pages and from the Archive (although 
it was mainly adults who searched the Archive for useful material).  It helped 
them to learn in a different way to reading, information being more entertaining 
and easier to take in.   

“Normally, if a teacher is reading something and you have 
to listen you can get a bit bored, whereas with this you can 
sit and watch.” 

Female, 8-11, ABC1, Beeston 

“I can’t take things in when reading a book but it’s easier 
on the web.” 

Male, 16-18, C2DE, Beeston 

“You can revise and play games at the same time.” 

Male, 8-11, ABC1, London 

For those who had difficulty retaining information in written form audio and 
video was especially valuable.  We encountered dyslexics who especially 
welcomed audio and AV content. 

“It’s good for children who can’t read as well, and you can 
imagine the pictures.  A lot of books don’t have enough 
pictures.” 

Female, 8-11, ABC1, Beeston 
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The competitors 
The assertion that the BBC site is an information aggregator is supported by the 
sites identified as competing with the BBC in furthering education.   

For younger students Wikipedia was a heavily used source.  Older students were 
more wary of the site due to it being a wiki, but even then it was felt to be useful 
for introductory research. 

Google is probably the main competitor to the BBC in the educational sphere, not 
because it is in itself informative, but because it signposts the way through the 
morass of the internet.   

“If you have a test then Google is good for finding out the 
answers to questions in your homework.” 

Male, 12-15, C2DE, Edinburgh 

 “If it’s just things I need for research I’d go on Google or 
Wikipedia.” 

Male, 16-18, C2DE, Beeston 

In many cases Google points users in the direction of bbc.co.uk.   

“I just type ‘Bitesize into Google – it’s quicker than going 
through the whole website.” 

Male, 12-15, C2DE, Edinburgh 

Some users are expecting to be sent to the BBC site from Google but value the 
better search function provided by Google. 

Beyond GCSE or equivalent the market becomes fragmented 
At the other end of the spectrum there are myriad specialist sites with which the 
BBC site cannot hope to compete.   

“I might use EdExcel because that’s my physics course.” 

Male, 19-30, ABC1, Northampton 

“It’s designed for the course, it’s got everything I need, 
even like the OCR stuff.  It’s a one-stop shop.” 

Male, 19-30, ABC1, Northampton 

This is due more to the needs of students for highly specific information that the 
BBC cannot (and is not) expected to host.  Specialist chemistry sites, for 
example, are more useful to a chemistry student than the BBC pages could ever 
hope to be.  Teachers, especially at A Level and beyond, are more likely to 
recommend these specialist sites. 
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Competition is also provided by services often bought in by schools, for example 
SAMLearning or School.  In these cases teachers encourage pupils to use the 
sites provided by the school, partly to justify expenditure, on occasions because 
teachers can monitor individual pupil activity and performance and partly 
because the packages are specially designed to support the syllabus. 

Conclusions 
Overall, the BBC site can be said to be delivering against the educational 
purpose.  While it may not be the most in depth resource, it assists with revision, 
elementary and introductory learning as well as being a trusted first port of call 
for informal learning.  

There is, however, a question over the purpose of the site in supporting 
education.   

“The BBC’s role is to entertain us, isn’t it?  I don’t see the 
BBC as educating us, or they’re not supposed to.” 

Male, 19-30, ABC1, Northampton 

Education is an extremely broad area, stretching from pre-school children playing 
games to adults learning informally, through all stages of formal education.  As 
such the site needs to decide whether it wants to be a course guide, a revision 
guide or a more general resource.  With the market for course and revision 
guides amply catered for by others there is potentially a question over whether 
the BBC should be so involved in supporting formal education. 

Improvements could well be made to provision for those studying in Scotland, 
making the Scottish Bitesize more visible and providing more content for Scottish 
students.  Supporting those studying for A Levels would also improve the site.  
Beyond that, further opening the archive to allow students free use of BBC 
content would also help in fulfilling this purpose. 
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6.3 Stimulating creativity and cultural excellence  
Having discussed the two main purposes which the Service Licence asks the 
website to support, we now move on to look at the remaining four, starting with 
stimulating creativity and excellence. 

The BBC brand is not associated with stimulating creativity 
The BBC as a whole, and by extension the site, is not primarily associated with 
creativity.  The site is thought of in terms of providing good quality information 
with the guarantee of editorial control as a rubber stamp.  Other sites have more 
of an association with UGC eg YouTube and Flickr. 

Interestingly, while we did encounter users who accessed the site to find recipes 
and for gardening tips, they did not see this as fostering creativity.  Rather they 
saw their activity in a more practical light.  Regardless of their perceptions, 
bbc.co.uk can be said to promote creativity especially in cooking and gardening. 

The broad spread of information satisfies the purpose 
The vast amount of information on the site does indeed cover the wide range of 
cultural activities as defined in the Public Purpose.  From sport to music, 
including the entertainment available on the web platform, there is something for 
everybody on the BBC site.  However, this is tempered by the aforementioned 
finding that users can find it difficult to access the full range of information 
available. 

’Creatives’ are a very specific audience 
In our investigations it became clear that some people are interested in creating 
content.  However, this group is a small minority when compared to the vast 
majority of internet users who do not wish to create content, be it for the BBC 
site or for other purposes.  As such the BBC site is serving a very specific 
audience.  There is a feeling that the audience who do wish to create content are 
unlikely to look to the BBC for guidance on this. 

Lack of knowledge of opportunities to get involved 
During the whole course of the research we did not encounter anybody who 
knew of the opportunities the BBC provides for audiences tapping into their own 
creativity.  Despite the fact that the website does have sections which promote 
film making, for example, these are not easy to find and bbc.co.uk is not 
associated with this type of endeavour.   

“I think probably Flickr and YouTube are good because you 
can put up your photos and videos.  I think the BBC is 
more for comment.  I don’t think they have space for 
anything else.” 

Female, 31-50, C2DE, Northapmton 
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The one exception is for children, where the CBeebies and CBBC sites encourage 
creativity through play. 

bbc.co.uk is not seen to promote UGC 
In the web environment fostering creativity among licence payers is probably 
best done by allowing them opportunities to contribute their content to the site.  
Unfortunately bbc.co.uk lags far behind many sites in two key aspects: providing 
opportunity and promoting that provision.   

Few users of the site believe that the BBC site accepts user-generated content 
beyond asking for contributions on blogs and messageboards.  Sites such as 
YouTube and Flickr are seen as the destinations of choice for the uploading of 
content for a number of reasons. 

“I don’t think there’s much to change participating-wise.  
It’s more of an information site for me.” 

Male, 19-30, ABC1, Cardiff 

 “I don’t think getting involved is that important for a 
website to do unless it’s Bebo or something in which case 
it is more social.” 

Female, 19-30, ABC1, Belfast 

The sites have a looser definition of editorial control and so accept all content 
which is not profane or abusive.  BBC is seen to have stricter editorial controls 
and so is not suitable for the vast majority of user generated content, which 
while not necessarily offensive, may be irrelevant to the BBC. 

On sites such as YouTube and Flickr users upload photos and videos themselves.  
The BBC site requires content to be emailed to the organisation which then vets 
them and uploads them.  This Web 1.0 approach is fundamentally at odds with a 
Web 2.0 activity. 

So few people know about the opportunities to send the BBC content that 
communities have not been built around BBC sites.  Web 2.0 is all about 
communities of interest – without a place for these to form there is no chance 
for the BBC website to deliver against the creative purpose. 

Suspicion over motives for UGC in news 
Among the few who do know about the opportunities bbc.co.uk offers to 
participate there is suspicion as to why the BBC is offering the chance.  Those we 
spoke to felt this was ‘cheating’, getting people to do the BBC’s job for them, or 
for market intelligence purposes.   
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“I don’t think it’s so much letting people have their say as 
the people at the BBC thinking they can use this to see 
what people think.” 

Male, 19-30, ABC1, Cardiff 

“The reason they do it is so they can use the material.  It 
makes their programmes.” 

Male, 51-70, ABC1, London 

Fundamentally BBC is seen as leading and creating the news agenda, not 
allowing the public to do it for them.  It is for this reason that the BBC is seen as 
a provider of impartial, high quality news – for these people asking ‘citizen 
journalists’ to contribute dilutes the brand values which set the BBC apart from 
other news providers. 

For others the BBC is paying lip service to a wider shift in society where the 
public are asked to involve themselves in the creation of content and the media 
more widely.  With the strong editorial controls imposed on UGC by the BBC the 
attempt is perceived to be half-hearted and, in some cases, meaningless.  For 
these people the BBC has to be seen to be involving the audience while not 
really giving them the freedom which the shift to ‘citizen journalism’ implies. 

But messageboards are different 
While bbc.co.uk is not associated with stimulating creativity in terms of soliciting 
audiovisual content, it is highly praised for allowing the opportunity to comment 
in textual form, and on myriad subjects.  In this regard the site can be said to 
stimulate creativity.   

“People now have a chance to put their opinion across, 
there’s no way ten years ago you would have had Joe 
Bloggs saying ‘I think Gareth Jenkins is an idiot’ and it is 
their right to do so.” 

Male, 31-50, ABC1, Bridgend 

Conclusions 
The BBC brand is not readily associated with creativity.  The trait that many 
value in the BBC is its authority in information provision, a trait which runs 
counter to the perception of creativity as bottom-up.  While users use the site for 
creative purposes eg finding a recipe they do not view the site in those terms. 

Most people are not interested in creating content.  For those who are the BBC is 
not necessarily the place to go to get guidance on how to do so.  For many it is 
not the BBC’s role to be soliciting content and the fact they do so runs counter to 
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expectations of the BBC to lead.  Allowing people the opportunity to comment is 
welcomed by many, although most are unlikely to ever contribute.   

Whether most users think in these terms is a moot point.  With bbc.co.uk being 
used in a Web 1.0 fashion, for accessing information created from above, the 
more participatory elements are seen by most irrelevant.  This perception is 
deepened by questions over BBC’s commitment to public involvement. 

6.4 Representing the UK, its nations, regions and communities  

A well understood purpose 
Of all the purposes this one seemed to be the best and most easily understood.  
It had real relevance to the users we spoke to and was something tangible 
against which bbc.co.uk could be measured.  However, it must be stressed that 
much of the positive comment relating to this purpose stems from bbc.co.uk’s 
provision of local news. 

And one which is well met at a national, regional and local level 
bbc.co.uk is seen to represent the nations, regions and localities which make up 
the UK very well.  It is praised for the granularity of news provision and for its 
commitment to keeping local news up-to-date.  No other site has such 
comprehensive local news; an impressive achievement given the site also has to 
cover international and national news.  The site received special mention in 
Wales for the quality of its Welsh language site. 

“There’s a really good section where all Welsh media 
websites are available through the BBC and all the BBC 
Wales site is available in Welsh.” 

Female, 19-30, C2DE, Bridgend 

“Welsh is my first language but I would never go to S4C, I 
would always gravitate towards the BBC.” 

Female, 19-30, C2DE, Bridgend 

“I know a lot of Welsh speakers and I don’t know anyone 
who goes on [S4C].” 

Female, 19-30, C2DE, Bridgend 

“You’ve also got the link to Wales, you’re on a national 
website and then wumph, at the click of a button you’re 
into Wales.” 

Male, 31-50, ABC1, Bridgend 
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Beyond news BBC is also praised by some for its local listings and local traffic 
information, among other locally specific information.  However, others question 
whether the BBC site should be involved in providing such information given that 
other sites provide cinema listings, for example. 

“If I’m looking for a film I’d go straight to Vue cinemas.” 

Female, 19-30, C2DE, Bridgend 

BBC is in a perfect position to represent the nation 
Part of the reason why bbc.co.uk is seen to do such a good job of representing 
the nation is because BBC is seen as the only non-commercial institution which 
has national coverage, and the resources to do so.  As such BBC is in a perfect 
position to represent local communities and should continue to do so, and 
bbc.co.uk is the perfect platform for this.  While it is accepted that national TV 
and radio have a broadcast agenda to pursue which mitigates against ultra-local 
news, the website is perfectly placed to deliver narrowcast news.   

“What I like about BBC is it can get very, very local.  It 
doesn’t treat Wales as a county, it treats it as a country 
with different regions.” 

Female, 19-30, C2DE, Bridgend 

It is seen as the BBC’s duty to be representative of the nation 
Because the BBC is funded by everybody, across the whole UK, it is seen to have 
a duty to represent the nation and its localities.  Most of those we spoke to 
believe the BBC and by extension the website should also be accessible to the 
more sizeable minorities in this country and so the provision of services in 
languages such as Urdu are also welcomed. 

But there are too many competing communities of interest to 
represent 
Beyond representing nations, regions, local areas and the more sizeable ethnic 
minorities, the BBC website is not seen to have a role.  There are infinite 
communities of interest in the UK and it is unrealistic for bbc.co.uk to even 
attempt to represent them.  While for some large scale communities, for 
example those interested in football or music, there is a role for bbc.co.uk, it is 
seen as inefficient to represent those with more niche interests. 

The perception of BBC as part of the Establishment can work 
against representing faith groups 
Although we did not talk to faith groups during the course of the research it was 
made clear by others we spoke to that the BBC is perceived to be part of the 
Establishment.  As such it is assumed to mostly follow a white, Christian, liberal 
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agenda which means that it does not represent other faiths.  When the BBC and 
the site do try and represent faith communities other than Christian ones it is 
criticised by some as engaging in a ‘box ticking’ exercise in order that it is not left 
open to criticisms of discrimination. 

We should be careful not to make too much of this point as it was not one that 
was mentioned often, nor did we speak to faith groups. 

Citizens do niche best themselves 
Niche interests are best served on the internet.  Because those with niche 
interests may well be geographically dispersed and unable to make contact or 
congregate in the physical world, the internet provides the perfect milieu for 
them to interact.  That does not mean, however, that all these communities 
should be represented on the BBC site. 

Because it is impossible to predict or represent the myriad communities that do 
exist in the UK, at this level it is best to allow them to represent themselves.  The 
internet already has plenty of forums for those who wish to discuss how to grow 
a marrow in a container and other such esoteric pleasures.  While the BBC’s 
messageboards provide the opportunity to discuss such matters it is not 
necessarily incumbent upon bbc.co.uk to represent these communities.  There 
are many other places on the internet where like-minded individuals have set up 
their own forums for congregation and discussion.  This effort does not need to 
be duplicated. 

Conclusions 
The BBC is seen to have a duty to represent nations, regions and localities, as 
well as ethnic minorities.  The website is the perfect platform for this, 
complementing the broadcast platforms of TV and radio with a narrowcast 
approach.  However, bbc.co.uk should not aim to be too narrowcast and 
represent niche interests as like-minded individuals freely band together in other 
places on the internet. 

6.5 Bringing the UK to the world and the world to the UK  

bbc.co.uk is perfectly placed to bring the world to the UK  
The BBC website is seen to inform those who wish to know about what is 
happening in the world.  This is seen as a vital function of the BBC as a whole 
and, as with the local, the website is the perfect platform to deliver this 
information.  Many global stories may not make the broadcast news due to time 
constraints and the priority given to stories of national relevance.  As such, the 
internet is the perfect repository for the overflow of information which does not 
make it onto broadcast platforms. 
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The BBC is unrivalled in bringing the world to the UK 
No other news organisation is seen to rival the BBC in informing the public about 
world developments.  Some American sites, such as CNN, have the same 
coverage but they are dismissed for offering poorer quality news than the BBC, 
and also for pursuing an American agenda.  The BBC, on the other hand, is seen 
to be impartial, and offering a British slant on the news by others.  Both are 
welcomed as a counterpoint to what some see as American domination of news 
provision, especially on the internet. 

But bringing the UK to the world has some negative connotations 
However, bringing the UK to the world has negative, colonialist connotations for 
some.  While the international site is well received by users when they are 
abroad, and many see value in people across the world having access to the 
same quality of information as British citizens, there is a fear among some that 
the BBC website could be construed in other places as perpetuating a colonialist 
image of Britain. 

Conclusions 
The BBC site is seen to deliver the purpose in both directions, both bringing the 
world to the UK and the UK to the world.  While it is seen as the BBC’s duty to 
do the former, and the internet platform is perfectly suited to this, bringing the 
UK to the world is not seen as a noble purpose by all. 

6.6 Helping to deliver to the public the benefit of emerging 
communications technologies and services  

bbc.co.uk promotes internet use among basic users 
The BBC brand is a well-known and trusted one.  Among new arrivals to the 
internet bbc.co.uk provides a safe entry point, free of commercial messages.  
Because, from a technological standpoint, the site can be met on the user’s own 
terms it allows basic users to develop their web skills in a trusted and safe 
environment and at their own pace.   

The issues which stop people exploring (which we highlighted earlier) do, 
however, mean that basic users can remain basic users as they tend to use the 
site for a specific set of tasks which do not evolve.  The main obstacle to basic 
users developing their set of web skills is the fact that the site does not 
encourage exploration of the site, as mentioned earlier.  With basic users in 
particular prone to using certain areas of the site habitually and not straying 
beyond those paths, there is little chance of them finding out about podcasts, for 
example. 

“I haven’t really learnt anything specific on the BBC site 
but it does make it very straightforward form you to do 
things on the site.” 
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Female, 31-50, ABC1, Derry 

“I couldn’t find [out about podcasting], it wasn’t there, it’s 
not easy to find.  I would have liked to find out about it 
though.” 

Male, 31-50, C2DE, Newcastle 

“It says ‘podcast’ on the site all the time and for a while I 
was wondering what a podcast was, until I asked my 
daughter … You shouldn’t have to ask people what it is, it 
should tell you on the website.  I looked because I wanted 
to see what it was and I couldn’t find anything.” 

Female, 31-50, ABC1, Derry 

Although it is not sophisticated enough to showcase new services 
to advanced users 
Furthermore, the site is not innovative or technologically advanced enough to 
showcase new web services to advanced web users.  Neither do they expect the 
site to site to do so.  Partly because the site is seen to be ‘for all’, and partly 
because the BBC as a brand is not associated with being cutting edge, 
sophisticated web users look elsewhere for new developments.  This does not 
reflect badly on the BBC site, however – advanced users are more than capable 
of furthering their digital literacy themselves. 

A walled garden? 
There is a danger that the BBC site is so all encompassing that it does not direct 
people away from the site, even though it has links to other sites and these are 
quite prominent.  In some ways the site can be said to be the victim of its own 
success in being a one-stop shop for information – basic users especially tend 
not to stray beyond the confines of the site for certain types of information.   

“The whole site is very careful to restrain you in how you 
use it.” 

Male, 51-70, ABC1, London 

“When you are on the BBC site you know that you can 

learn about things and try things out relatively safely but 

then there are other sites that if you were to do the same 

on that site then you would probably end up getting a 

virus on your computer.” 
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Male, 51-70, C2DE, Derry 

This can also be attributed to general internet behaviour – for many types of 
information users have a favourite site they visit and do not even consider going 
elsewhere for that information. 

However, as we mentioned when setting the scene of people’s web use search 
engines are king.  As such, giving such importance to linking to sites beyond the 
BBC seems slightly anachronistic – internet users tend to rely on search engines 
to help them navigate the web. 

Questions over whether the BBC should be playing this role 
For those we spoke to about digital media literacy there were questions over 
whether the BBC should be teaching people to use the web.  While they 
appreciated the support they had received from the site they did wonder 
whether such a task was within the BBC’s remit. 

“How much of the BBC’s responsibility is that?  I mean I 
had to go to a course to learn to use the computer and I 
think that anyone else is quite capable of doing the same… 
I’m not sure if the BBC should be responsible for showing 
people the ins and outs of it.” 

Male, 51-70, C2DE, Derry 

Users are not always aware of whether they are on bbc.co.uk 
An interesting finding emerging from both the accompanied internet trips and 
the Citizen Forums is that users are not always aware of which sites they are 
using.  This is not only true of the BBC site.  However, the lack of consistency 
between the aesthetics of some of the sub-sites referenced earlier does not 
always give users the visual clues they need to know that they are on bbc.co.uk. 

Conversely, some users, when using the ‘Related Links’ present on many of the 
pages do not necessarily understand that they have been redirected away from 
the BBC site.  

In order for the BBC to receive credit for the services it provides, including 
furthering digital media literacy, users need to know about the services and who 
to give the credit to.   

“See, I didn’t know about the RSS feed and that is 
annoying because I am paying my licence fee but I’m not 
getting the full service from the website.  The service itself 
is good but it’s annoying I didn’t know about it.” 

Male, 31-50, C2DE, Belfast 
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Conclusions 
While the BBC website is a trusted starting point for basic internet users, due to 
trust in the wider BBC brand and the site’s ease of use, the site cannot be said to 
be fully meeting the purpose of advancing digital media literacy.  This is not due 
to a lack of willingness on BBC’s part.  Rather, the usability issues which stop 
exploration mean that basic users’ development can be stunted.  For advanced 
users the site is not sophisticated enough to teach them much they don’t know 
already.  The site can also be seen as somewhat of a walled garden, keeping 
people on it rather than redirecting them to other parts of the web – as such 
there are questions over whether bbc.co.uk is acting in the web’s or BBC’s 
interests. 

7.  Conclusions 

In our summing up we focus on what we have learnt about bbc.co.uk from this 
programme of research. 

bbc.co.uk is instrumental in delivering value to licence payers 
What struck us was the ubiquity of use of the site among the sample.  Certain 
demographic groups may not engage with the BBC on either TV or radio 
(preferring commercial TV and radio instead).  However, almost all those we 
spoke to visit the BBC site for something.  They may not do so regularly, or 
often, but they do visit. 

The breadth of the site is not always a benefit 
According to some we spoke to the demand for information should not 
necessarily be met by one site simply because it is publicly funded. 

“There is a lot of information there… I don’t know… Some 
might say it’s a bit greedy.  Like there is a need for it to 
have all that information.” 

Female, 19-30, ABC1, Glasgow 

Furthermore, some say the site should not duplicate what is available elsewhere 
on the web, for example cinema or restaurant listings.  Not only is this perceived 
as a misallocation of the licence fee by some, it also runs counter to the purpose 
of furthering digital media literacy by keeping users within the BBC’s ‘walled 
garden.’   

“Maybe it’s the responsibility of the service providers or 
Microsoft’s responsibility to show us how to use things 
more.” 

Female, 31-50, ABC1, Derry 
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By being a one-stop shop for basic users, can the site really be said to be 
promoting use of the wider web?  As users become more sophisticated they 
begin to choose where else to go and the BBC site, if it is to promote the web as 
a platform rather than its own site, should allow users more freedom to explore 
the web. 

“Once you are actually set up on the internet and looking 
at sites then the BBC should maybe tell you how to go 
about getting around it and all the different features you 
can use once you are online.” 

Male, 51-70, C2DE, Derry 

People don’t use the site the way the purposes imagine them to 
In assessing whether the bbc.co.uk site is delivering value to the licence fee 
payer it is important to take a step back and assess how this is measured.   

Firstly, consumers do not think in terms of the purposes, nor do they necessarily  

expect a website to be able to deliver them.   

Secondly, in trying to assess whether the website delivers against each purpose 
members of the audience have identified that some of them overlap eg 
promoting education, supporting creativity and furthering digital media literacy; 
or, citizenship and representing the UK, nations, regions, localities and 
communities.  While this finding does not negate the Public Purposes framework 
it does make that framework more complex. 

Key to delivering a valuable service is usability  
As is true of all information sources, the information available is only as good as 
the retrieval system which gives access to it.  Currently the usability of the site, 
which is in some instances poor, means that many of the useful services which 
deliver the purposes are not prominent.  Neither are they well promoted, by the 
broadcast services or on the web, nor are they easily found.  As such, users are 
unaware of much of the good work the BBC is doing on the website.  Without 
visibility of the services it is unlikely that many users will access them. 

Part of the solution may be to aim for better navigation around the site.  With 
such a wealth of information it is difficult for users to explore.  As such they 
follow well trodden paths to content they are used to.  There is a sense that the 
BBC website needs more clearly defined parameters – currently it is seen as 
trying to be all things to all people. 

“At the moment the site is trying to be all things to all 
men.  They can’t do everything.” 

Male, 51-70, ABC1, London 
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Alternatively, there is a case for the reorganisation of content to make it more 
easily accessible.  Our finding that most people use the site almost exclusively 
for news, sport and weather highlights the usability difficulties which prevents 
the site meeting the purposes as they currently stand.  This is brought into 
starker relief by the fact that when we encouraged respondents to explore the 
site many of those we spoke to found areas of the website they would be 
interested in and would use if they were aware of them – they were simply not 
aware of them despite spending time on bbc.co.uk. 

What about Web 2.0? 
As it stands bbc.co.uk is very much a Web 1.0 website.  Yes, it is informative and 
educational but the internet (and many internet users) have evolved beyond 
such simple usage.  This research shows that there is a great appetite for audio 
and AV content delivered over the web, especially catch-up TV, and the current 
incoherence of this delivery (as evidenced by the low awareness of iPlayer in 
contrast to the high awareness of ‘Listen Again’) is stopping the site from 
delivering true value to the licence fee player.  The success of online radio and 
‘Listen Again’ shows how audiences can engage with online content when the 
user experience is simply understood.  Satisfying the desire of some of those we 
spoke to for the BBC website to aggregate BBC content online, and make it 
easily accessible to all, is probably the key challenge thrown up by this research.   
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8.  Appendix 

8.1  Sample Definitions  
Heavy Web User:  

⎯ Must go online 5 days or more in an average week 

⎯ Must spend between 1.5 hours and 3 hours online in an average day 
when they do go online 

Medium Web User: 

⎯ Must go online between 2 and 4 days of an average week 

⎯ Must spend between 30 mins and 1.5 hours online in an average day 
when they do go online 

Light Web User:  

⎯ Must go online at least once a week but no more than twice a week 

⎯ Must spend no more than half an hour on an average day when they do 
online 

Sophisticated User:   

Must do at least 2 of the following: 

⎯ watch short video clips 

⎯ look at social networking sites 

⎯ use Instant Messenger 

⎯ listen to music  

⎯ listen to radio or listen again 

⎯ make telephone calls over the internet 

⎯ put own videos online 

⎯ browse the internet on their mobile phone 

⎯ have own page on social network site 

⎯ have own blog 

Basic User: 

Must do at least 2 of the following: 

⎯ use emails  

⎯ look at photos on the internet  

⎯ use internet for fact finding 
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⎯ shop over the internet 

⎯ use internet for bargain hunting eg use price comparison sites, aggregator 
sites etc 

Heavy bbc.co.uk user:  

⎯ Must visit bbc.co.uk at least 4 times a week 

⎯ Must have visited bbc.co.uk for at least 6 of the listed topics 

Medium bbc.co.uk user 

⎯ Must visit bbc.co.uk at least once a week and no more than 3 times a 
week 

⎯ Must have visited bbc.co.uk for at least 4 and no more than 6 of the listed 
topics 

Light bbc.co.uk user 

⎯ Must visit bbc.co.uk no more than once a week  

⎯ Must have visited the bbc.co.uk for at least 2 and no more than 4 of the 
listed topics 

Non bbc.co.uk user 

⎯ Must not have visited bbc.co.uk in the last year 
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Stage A – Under the Microscope 

 

8.2 Mini groups 
 

8.2.1 Mini group sample 
 

• 10 x 1 ¾ hr x 6 person mini-group discussions with pre-task 

• To take place in home 

• In all 19-30 and 31-50 groups 2-3 resps must have children 

10th October 

London (Urban) 

Group 1 

⎯ Male, 51-70, ABC1 

⎯ Heavy web user 

⎯ Searches internet for news, business, money 

⎯ Basic web user 

⎯ Heavy bbc.co.uk user 

Group 2 

⎯ Female, 31-50, C2DE 

⎯ Medium web user 

⎯ Searches internet for news, science, nature 

⎯ Sophisticated web user 

⎯ Light bbc.co.uk user 

10th October 

Bridgend (Rural) 

At least 2 Welsh speakers per group 

Group 3 

⎯ Female, 19-30, C2DE 

⎯ Heavy web user 

⎯ Searches internet for health, entertainment 

⎯ Sophisticated web user 
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⎯ Medium bbc.co.uk user 

Group 4 

⎯ Male, 31-50, ABC1 

⎯ Medium web user 

⎯ Searches internet for weather, history 

⎯ Basic web  user 

⎯ Medium bbc.co.uk user 

17th October 

Belfast (Urban) 

Group 5 

⎯ Female, 19-30, ABC1 

⎯ Medium web user 

⎯ Searches internet for drama, radio/listen again 

⎯ Sophisticated web user 

⎯ Heavy bbc.co.uk user 

Group 6 

⎯ Male, 31-50, C2DE 

⎯ Light web user 

⎯ Searches internet for weather, sport 

⎯ Sophisticated web user 

⎯ Heavy bbc.co.uk user 

16th October 

Newcastle (Rural) 

 Group 7 

⎯ Female, 51-70, ABC1 

⎯ Light web user 

⎯ Searches internet for national/local news 

⎯ Basic web user 

⎯ Heavy bbc.co.uk user 

Group 8 

⎯ Male, 31-50, C2DE 
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⎯ Medium web user 

⎯ Searches internet for news, radio/listen again 

⎯ Sophisticated web user 

⎯ Non bbc.co.uk user 

9th October 

Glasgow (Urban) 

Group 9 

⎯ Female, 31-50, C2DE 

⎯ Heavy web user 

⎯ Searches internet for food, society, culture 

⎯ Basic web user 

⎯ Non bbc.co.uk user 

Group 10 

• Male, 19-30, ABC1,  
• Heavy web user 
• Searches internet for sport, comedy 
• Sophisticated user 
• Light bbc.co.uk user 
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8.2.2 Minigroup pretask 
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My bbc.co.uk and Me Booklet: Instructions
Hello and thank you for helping us with our market research project! This is your
‘bbc.co.uk and me’ booklet.

We’ve given you this so that you can tell us your thoughts about the website.

Firstly, we’d like you to spend some time on the website, (at least half an hour) to get a 
general feel for what it offers and to have a look at a few sections of the website that you 
find interesting. 

Then we'd like you to answer a few questions about the sections you visit before filling out 
an ‘End of Year Report Card’ to give us an idea of your thoughts on the site. We’d really 
appreciate it if you answered in as much detail as possible.

Near the back of the booklet we’d like you to tell us who, in your view, the site’s 
competitors are and what makes them different to bbc.co.uk.

Don’t forget to have this to hand when you meet us, and write your name and 
where you live on the front!

Thanks very much – we’re looking forward to seeing what you come back with!

Before we start…

What 3 words would you use to describe the bbc.co.uk site?

1

2

3
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bbc.co.uk and you- EXAMPLE

Drop Dead Gorgeous
bit

Health- relationships

Food

Schools- bitesize

How did it compare to
other sites?

It looked better than 
itv -not as messy

It puts info f rom lots 
of  sites al l together

Don't know. I've never 
gone online for recipes

I don't know of  any  
others

What did you think of it ?

I l iked the preview 
video and the 
interview
I think it 's really  good 
that there's so much 
advice in one place
Good recipes but 
dif f icult to f ind what 
you want- there are so 
many
It looks really  helpful 
as a revision aid. I 
worry  that k ids use 
these instead of  doing 
the work though

Why did you choose that 
section?

Because I watched the 
last series

Because I wanted to 
see what information 
there was 

Because I l ike cook ing

My  eldest is doing 
GCSEs

Which sections did you 
visit?

bbc.co.uk and you

How did it compare to 
other sites?

What did you think of it?Why did you choose that 
section

Which sections did you 
visit?
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bbc.co.uk and you

How did it compare to 
other sites?

What did you think of it?Why did you choose that 
section

Which sections did you 
visit?

bbc.co.uk’s Report Card

On the following pages we’d like you to fill out an ‘End of Year Report Card’, 
much like a school report. Here’s your chance to tell us what you think about 
the site.

When filling the card out, please bear in mind whether the site does a good job 
or not.  Explain your answers, and the more examples you can give the better!

We’d also like you to tell us how the site compares to other sites you use. 
Again, give us as many examples as you can.
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bbc.co.uk’s Report Card

1b. How does this compare to other sites?

1a. How would you rate the range of topic categories on bbc.co.uk 
eg Business & Money, Sport etc? (see homepage for full list)

Best in class

Satisfactory

Must do better

bbc.co.uk’s Report Card

2b. How does this compare to other sites?

2a. How would you rate the range of subjects within the topic 
categories on bbc.co.uk eg Healthy Living, Parenting within the 
Health category?

Best in class

Satisfactory

Must do better
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bbc.co.uk’s Report Card

3b. How does this compare to other sites?

3a. How would you rate the amount of information and material 
there is on the site?

Best in class

Satisfactory

Must do better

bbc.co.uk’s Report Card

4b. How does this compare to other sites?

4a. What would you say about the tone of the site eg in terms of the 
writing, the information you are given?

Best in class

Satisfactory

Must do better
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bbc.co.uk’s Report Card

5b. How does this compare to other sites?

5a. How easy is the site to use eg finding the right information, 
finding information quickly?

Best in class

Satisfactory

Must do better

bbc.co.uk’s Report Card

6b. How does this compare to other sites?

6a. How would you rate the site in terms of it getting you involved 
with it eg encouraging you to comment or participate online in 
some way?

Best in class

Satisfactory

Must do better
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bbc.co.uk’s Report Card

7b. How does this compare to other sites?

7a. How well do you think the site makes use of new web 
technologies eg podcasting, showing video etc?

Best in class

Satisfactory

Must do better

bbc.co.uk’s Report Card

8b. How does this compare to other sites?

8a. Who would you say the site is aimed at? Why?

Best in class

Satisfactory

Must do better
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bbc.co.uk’s Report Card

9b. How does this compare to other sites?

9a. What would you say the point of the site is?  What is its purpose?

Best in class

Satisfactory

Must do better

Improvements

What 3 improvements would you make to the bbc.co.uk site?

1

2

3
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The competition

What is it not as 
good at?

What is it better at?How is it different 
to bbc.co.uk?

How is it the same 
as bbc.co.uk?

Site name

 

Any more thoughts

And finally, what more would you like to add about the service that bbc.co.uk 
offers?
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8.2.3 Mini Groups Discussion Guide 
 

BBC Trust – bbc.co.uk Service Review 

Discussion Guide – Mini Groups 

8 October 2007 

Objective:  To offer a detailed examination of bbc.co.uk in isolation, and in the 

context of the rest of BBC’s offering. 

1) Introductions and warm-up (5 mins) 

⎯ Explain purpose of the session, no right or wrong answers, purely want to 
hear their thoughts, going to have a look at their scrapbooks, talk about a 
range of different things.  Introduce stimulus boards and explain that we 
will be referring to them throughout the discussion 

⎯ Ask respondents to introduce themselves, name, age, living situation and 
their favourite website 

2) Topline perceptions of bbc.co.uk (15 mins) 

⎯ Ask respondents to get out their booklets and talk around the three words 
to describe bbc.co.uk 

o What words would you use to describe bbc.co.uk? 

o Why do you say that? 

⎯ What would you say bbc.co.uk is really good at? 

⎯ And what is it not so good at? 

⎯ How does it compare to other sites you know and use? 

⎯ How easy or hard is it to find your way around the site? 

⎯ What do you think about how the site looks? 

⎯ Thinking about the BBC overall… 

o What words would you use to describe the BBC overall? 

o Is there a difference between the words you would use to describe 
bbc.co.uk and the BBC overall?   

o Why have you chosen the same words?  Why are some of them 
different? 

3) Understanding usage of bbc.co.uk (20 mins) 

⎯ Thinking about bbc.co.uk, when do you tend to use it most? 
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⎯ And when do you use it least? 

⎯ What do you use it for?  PROBE FOR topics, services eg ‘Have Your Say’, 
other messageboards, UGC, to listen to the radio, ‘Listen Again’, podcasts 

⎯ Why do you use it for those purposes? 

⎯ Where do you use bbc.co.uk?  PROBE FOR work vs. home, on the move 

⎯ Has this changed over time?  How? 

⎯ What are the things that appeal to you most about the site, the things 
that draw you in to the site?  Why? 

⎯ How does this compare to other sites you know and use? 

4) A closer look at bbc.co.uk (35 mins) 

⎯ CARD EXERCISE, TAKE PICTURES OF THE DIFFERENT MAPPINGS, PROBE 
AND DISCUSS MOTIVATION BEHIND DIFFERENT MAPPINGS: On these 
cards we have some different things people might say are reasons for 
going or not going on websites... 

o Firstly, taking the cards, can you rank them in terms of which are 
most important to you when thinking about a website? 

o Now, can you rank them according to the reasons why you choose 
to go on bbc.co.uk? 

o Finally, can you rank them in order of what sets bbc.co.uk apart 
from other sites? 

⎯ FEATURES TO APPEAR ON THE CARDS: 

o Range of categories eg Business and Money, Entertainment, 
Lifestyle 

o Range of subjects within categories eg Animals, Human Body and 
Mind, Space within Science and Nature 

o Amount of material per subject 

o Look and feel of the site 

o The tone 

o Who the site is aimed at 

o Being believable 

o Being trustworthy 

o The point of the site 

o Being easy to use 

o Being easy to get around 
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o Being quick to get around 

o Using advanced web technologies eg podcasting, video 

o Opportunity to get involved 

o Relationship with other BBC services 

o The role of advertising 

⎯ What are the strengths of bbc.co.uk? 

⎯ And what could the website improve upon?  If necessary use three 
improvements from booklet as stimulus… 

⎯ Thinking now about the BBC as a whole… 

⎯ Do you use any parts of bbc.co.uk that are linked to TV or radio 
programmes?  Which ones? 

⎯ How did you find out about these parts of the website? 

⎯ And what do you go on the programme-related parts of the website for? 
PROBE FOR: 

o adding to enjoyment of programmes 

o giving more information about topics covered in the programmes 

o signposting to other information on the web about topics covered 
in the programme 

o a place to discuss what happened in the programme 

⎯ What do you think about the programme-related parts of the website?   

⎯ Ideally, what would you expect from these programme-related parts of 
the website? 

5) The core subject areas (25 mins) 

⎯ You’ve said you use bbc.co.uk for [INSERT CORE AREAS THAT 
RESPONDENTS WERE RECRUITED TO REPRESENT]… 

⎯ SHOW BOARDS WITH SCREEN GRABS OF PARTICULAR AREAS OF THE 
SITE 

⎯ Why do you use bbc.co.uk for those particular areas? 

⎯ What advanced features do you use on those parts of the site?  PROBE 
FOR audio content, audio visual content, UGC, messageboards, podcasts, 
other 

⎯ Do you use other sites for those particular areas? 

o Which ones? 

o Why/why not? 
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⎯ How does bbc.co.uk compare to other sites you might use for the same 
purposes? 

o What is similar? 

o What is different? 

⎯ Looking at the cards again, for the particular parts of the site we are 
talking about, which are most important? 

⎯ And which ones explain why you choose those pages on bbc.co.uk over 
other sites? 

⎯ And what sets those pages apart from the other sites? 

6) Final thoughts (5 mins) 

⎯ What could bbc.co.uk concentrate on to improve its service? 

⎯ What else would you like to add about all the things we have covered 
today? 

⎯ Is there anything we haven’t covered? 

⎯ Finally, if you were to sum up your thoughts about bbc.co.uk in one 
sentence, what would you say? 

THANK AND CLOSE 
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8.3 Accompanied Internet Trips 

8.3.1 Accompanied Internet Trips Sample 
9 x 1 hr single person accompanied internet trips with pre-task 

15th October 

Beeston, Nottingamshire (Rural) 

Trip 1 

⎯ Female, 31-50, C2DE,  

⎯ Must have children 

⎯ Heavy web user 

⎯ Searches internet for food, society, culture 

⎯ Sophisticated web user 

⎯ Non bbc.co.uk user 

Trip 2 

⎯ Male, 31-50, C2DE 

⎯ Must not have children 

⎯ Light web user 

⎯ Searches internet for weather, sport 

⎯ Basic web user 

⎯ Heavy bbc.co.uk user 

Trip 3 

⎯ Female, 19-30, ABC1 

⎯ Must not have children 

⎯ Medium web user 

⎯ Searches internet for drama, radio/listen again 

⎯ Basic web user 

⎯ Heavy bbc.co.uk user 

15th October 

Newcastle (Urban) 

Trip 4 

⎯ Male, 31-50, ABC1 

⎯ Must have children 
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⎯ Medium web user 

⎯ Searches internet for weather, history 

⎯ Basic web user 

⎯ Medium bbc.co.uk user 

Trip 5 

⎯ Female, 19-30, C2DE 

⎯ Must have children 

⎯ Heavy web user 

⎯ Searches internet for health, entertainment 

⎯ Sophisticated web user 

⎯ Medium bbc.co.uk 

Trip 6 

⎯ Female, 51-70, ABC1 

⎯ Light web user 

⎯ Searches internet for national/local news 

⎯ Basic web user 

⎯ Heavy bbc.co.uk user 

16th October 

Bristol (Rural) 

Trip 7 

⎯ Female, 31-50, C2DE 

⎯ Must not have children 

⎯ Medium web user 

⎯ Searches internet for news, science, nature 

⎯ Sophisticated web user 

⎯ Light bbc.co.uk user 

Trip 8 

⎯ Male, 19-30, ABC1 

⎯ Must not have children 

⎯ Heavy web user 

⎯ Searches internet for sport, comedy 
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⎯ Sophisticated user 

⎯ Light bbc.co.uk user 

Trip 9 

⎯ Male, 51-70, ABC1, 

⎯ Heavy web user 

⎯ Searches internet for news, business, money 

⎯ Basic web  user 

⎯ Heavy bbc.co.uk user 
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8.3.2 Accompanied Internet Trips Pre-
task
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My Internet Week Diary: Instructions

Hello and thank you for helping us with our market research project! This is your
‘My Internet Week’ diary.

We’ve given you this so that you can jot down your internet visits throughout the week.

Each page has a space for you to write in the date, and a table for you to tell us which 
websites you visit,  why you visited them, how long you spent on each website, what you 
thought about the site and where else you might have gone instead.

You don’t have to record every time you click through to a site if you immediately click 
away but whenever you spend some time on a  site please jot it down. Add more sheets 
of paper if you need to.

Don’t forget to have this to hand when you meet us, and write your name and 
where you live on the front!

Thanks very much – we’re looking forward to seeing what you come back with!

Before we start…

What 3 factors do you think are most important in rating a website?

1

2

3
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The RAC but I 
fell  out with 
them
Google maps?
But they 're not 
as detailed and 
easy  to read.

Money  
supermarket

I tried some 
listing sites but I 
don't really  trust 
them – not sure 
they  get updated

Good - it’s easy  
to use +  reliable.

Good, I always 
use them. 

It was a bit 
confusing- no 
straight 
comparisons
The site was 
quite pretty  and 
made me want to 
go but they  
should have a 
map +  
directions!

About 5 minutes

About 5 minutes 
once I'd found 
the closest train 
station
About an hour

Not very  long-
they  don't have a 
map so I copied 
the postcode and 
used multimap

To check the 
traf f ic

To check the 
address of  where I 
had a meeting

to f ind the best 
credit card deal

To f ind out where 
they  are

AA.Com

Multimap

uswitch.com

Bluebird 
restaurant 
website

Where else might 
you have gone?

How was it?How much time did 
you spend on them?

Why did you visit 
them?

Which sites did you 
visit?

EXAMPLE PAGE:                                 Date:________Thurs 11th October

Day 1:                                                          Date:________

Where else might 
you have gone?

How was it?How much time did 
you spend on them?

Why did you visit 
them?

Which sites did you 
visit?
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Day 2:                                                          Date:________

Where else might 
you have gone?

How was it?How much time did 
you spend on them?

Why did you visit 
them?

Which sites did you 
visit?

Day 3:                                                          Date:________

Where else might 
you have gone?

How was it?How much time did 
you spend on them?

Why did you visit 
them?

Which sites did you 
visit?
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Day 4:                                                          Date:________

Where else might 
you have gone?

How was it?How much time did 
you spend on them?

Why did you visit 
them?

Which sites did you 
visit?

Day 5:                                                          Date:________

Where else might 
you have gone?

How was it?How much time did 
you spend on them?

Why did you visit 
them?

Which sites did you 
visit?
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Day 6:                                                          Date:________

Where else might 
you have gone?

How was it?How much time did 
you spend on them?

Why did you visit 
them?

Which sites did you 
visit?

Day 7:                                                          Date:________

Where else might 
you have gone?

How was it?How much time did 
you spend on them?

Why did you visit 
them?

Which sites did you 
visit?
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8.3.3 Accompanied Internet Trips Discussion Guide 
 

BBC Trust – bbc.co.uk Service Review 

Discussion Guide – Accompanied Internet Trips 

10 October 2007 

Objective:  To offer a detailed examination of bbc.co.uk in isolation, and in the 

context of the rest of the BBC’s offering and its competitors. 

1) Introductions and warm-up (5 mins) 

⎯ Explain purpose of the session, no right or wrong answers, purely want to 
hear their thoughts and see what they do in their day-to-day use of the 
internet, going to have a quick look at their scrapbooks, and then we are 
going to go on the internet together and talk about some sites.   

⎯ Ask respondents to introduce themselves, name, age, living situation and 
their favourite website 

⎯ Thinking about the diary we asked you to fill in… 

o How did you find filling them in? 

o Did anything surprise you? 

o What three factors did you choose as important in rating a 
website?  Why? 

o Which sites did you visit most?  Why? 

o Which ones did you like most?  Why? 

2) Visiting favourite sites (10 mins) 

⎯ Thinking about your two favourite sites… 

⎯ What are they?   

⎯ TAKING EACH IN TURN  

⎯ Can you show me the site?  NOTE HOW RESPONDENT FINDS SITE: 
typing in URL, Google, other search engine, would they have it saved in 
their favourites, is it their home page, any other way? 

⎯ What do you use it for?  

⎯ How often do you use it? 

⎯ What do you like about the site? 

⎯ What could be improved about the site?  PROBE AROUND PWC AREAS ON 
CARDS 
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3) Visiting bbc.co.uk (15 mins) 

⎯ Now, thinking about bbc.co.uk… 

⎯ From your understanding of the website what’s the best thing about it? 

⎯ What do you do use it for generally? 

⎯ When do you go on it? 

⎯ How often do you go on it?   

⎯ Which parts do you go on?  Can you show me?  NOTE HOW 
RESPONDENT GETS TO THE PARTS OF THE SITE THEY USE 

⎯ What do you go on them for?  Can you show me? 

⎯ What parts of the site do you like the most?  Why? 

⎯ And which ones don’t you like so much?  Why? 

⎯ Thinking about the parts of the site you go on, what do you think about 
them in terms of… PROBE AROUND PWC AREAS ON CARDS 

4) Visiting key competitor sites (15 mins) 

⎯ And now, thinking about some other sites… 

⎯ What other sites do you use for RELEVANT AREA OF INTEREST 

⎯ TAKE RESPONDENT TO COMPETITOR SITE RELEVANT TO THEIR AREA 
OF INTEREST OR LOOK AT THE ONE THEY USE 

⎯ How often do you go on the site?   

⎯ What do you like the most about the site?  Why? 

⎯ And what don’t you like so much about the site?  Why? 

⎯ Which parts do you go on?  Can you show me?  NOTE HOW 
RESPONDENT GETS TO THE PARTS OF THE SITE THEY USE 

⎯ What do you go on them for?  Can you show me? 

⎯ Thinking about the parts of the site you go on, what do you think about 
them in terms of… PROBE AROUND PWC AREAS ON CARDS 

⎯ How does this site compare to the bbc.co.uk site? 

o What’s better about it?  Why? 

o What’s worse about it?  Why? 

o Would you use that site and bbc.co.uk for different things?  What 
for?  Why? 

5) Dummy journey (10 mins) 
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⎯ Now, to finish off, we’re going to set you a short task just to see how you 
would normally use the internet to find something out on the web… It’s 
not a test, we just want to see how people use the net… 

⎯ SET TASK:  TO FIND OUT WHEN CHURCHILL’S BIRTHDAY WAS 

⎯ PROBE FOR REASONS FOR USING THE SITES THEY HAVE GONE ON 

o Why did you go there?   

o What made you think of that site? 

o Is that where you would normally have gone? 

o Where else might you have gone? 

o Would you consider using the BBC website for that? 

6) Final thoughts (5 mins) 

⎯ What could bbc.co.uk concentrate on to improve its site? 

⎯ Finally, if you were to sum up your thoughts about bbc.co.uk in one 
sentence, what would you say? 

THANK AND CLOSE 
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8.4 Depth Interviews with Children 

8.4.1 Depth Interviews with Children Sample 
 8 x ‘children’ depth interviews 

⎯ 4-7 yrs  – 1 hour single depths with mother 

⎯ 8-11 and 12-15yrs  – 1 hour paired friendship depth interviews 

⎯ 16-18yrs  – 1½ hour paired friendship depth  

All must choose the statement: 

‘bbc.co.uk is one of the websites that I visit most’ 

10th October 

Leeds (Urban) 

Depth 1 

⎯ Male, 4-7, ABC1 

⎯ Must use CBeebies 

Depth 2 

⎯ Female, 12-15, C2DE 

⎯ Must use one of Onion St, CBBC or Bitesize  

15th October 

Beeston, Nottingamshire (Rural) 

Depth 3 

⎯ Male, 16-18, C2DE 

⎯ Must use Bitesize or other area of the site 

Depth 4 

⎯ Female, 8-11, ABC1 

⎯ Must use CBBC 

10th October 

Edinburgh (Urban) 

Depth 5 

⎯ Male, 12-15, C2DE 

⎯ Must use one of CBBC, Bitesize, Onion St 
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Depth 6 

⎯ Female,16-18, ABC1 

⎯ Must use Bitesize or other area of the site 

16th October 

London (Urban) 

Trip 7 

⎯ Male, 8-11, ABC1 

⎯ Must use CBBC 

Trip 8 

⎯ Female, 4-7, C2DE 

⎯ Must use Cbeebies 

8.4.2 Depth Interviews with Children Discussion Guides 
BBC Trust – bbc.co.uk Service Review 

Discussion Guide – 4-7 yr old Depth Interview 

16 October 2007 

Objective:  To offer a detailed examination of bbc.co.uk in isolation, and in 

 the context of the rest of the BBC and its competitors. 

1) Introduction and warm up                                                ( 5 mins) 

⎯ Explain purpose of the session to child, no wrong or right answers,    

⎯ purely want to hear their thoughts and should be fun 

⎯ Explain to mother role we wish them to take ie as go-between and 

⎯ facilitator of site navigation if necessary 

⎯ Ask child introductory questions, name, age and favourite colour 

⎯ Nb throughout it may be necessary to ask mother questions which  

⎯ child is unable to recall 

2) Current internet usage                                                    (15 mins) 

⎯ How old were you when you first went on the internet? (If necessary   

o ask mother as child may not be able to recall) 

⎯ Do you go on the internet on your own or with Mum? 

⎯ What was the first website you visited? 
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⎯ How did you find out about it? 

⎯ What made you want to go on it? 

⎯ Do you still visit it?         

⎯ If they don’t still visit, why don’t you visit it anymore? 

⎯ If they don’t still visit, when did you stop going on it? 

⎯ Do you ever go on the internet at school?  What websites do you go on? 

⎯ Do you go on those websites because the teachers tell you to?  What 
other sites do they tell you to go on? 

⎯ Does school ever tell you to go on the internet? If of school age 

⎯ If so, what for? 

⎯ Why do you normally go on the internet, what for? 

⎯ PROBE different uses ie learning and fun  

⎯ What are your favourite websites now? Again ask mother to prompt  

⎯ (If they mention bbc.co.uk, explain we’ll look at that later) 

⎯ Visit each website, taking each in turn and asking the following questions: 

o When do you go on the website? Probe for frequency 

o What do you like about the website? 

o What don’t you like about the website? 

⎯ PROBE relevant PWC headings ie  

o look and feel 

o ease of use 

o amount of material 

o opportunity to get involved 

⎯ Can you show me what you use this website for?  

o What are your favourite bits? Why? 

o Are there any bits you don’t like? Why not? 

3) Understanding usage of bbc.co.uk 

⎯ Thinking about the BBC website now (eg Cbeebies and CBBC), when do 
you go on it? Probe for frequency 

⎯ Why do you normally go on it? 

⎯ How did you find about it? 

⎯ Does school ever ask you t go on it? 
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⎯ Can you show me which parts of the website you use? Probe navigation ie 
do they go through main site or straight to sub section? 

⎯ Taking each section in turn (if they use more than one) ask following 
questions: 

o When do you go on this website? Probe for frequency 

o What do you like about the website? 

o What don’t you like about the website? 

⎯ PROBE relevant PWC headings ie  

o look and feel 

o ease of use 

o amount of material 

o opportunity to get involved 

⎯ Can you show me what you use this website for? Prompt with names             
as they may not go from homepage ie Cbeebies, CBBC 

o What are your favourite bits? Why? 

o Are there any bits you don’t like? Why not? 

o Are there any bits you used to go on but don’t go on now? 

⎯ If child chooses a section relating to a programme ask the following    
questions: 

o Do you watch the TV show? 

o If not, why not? 

o If yes, which did you know about first- the show or the website? 

o If you watched the show first, how did you find out about the 
website? 

o If you went on the website first, how did you find out when the 
show was on? 

o What made you want to find out about the TV show/website? 

o Which is better, the TV show or the website? Why? 

4) The Competitive context 

⎯ -Thinking about the other websites that you use, which ones do you 

⎯ think are almost the same as the CBeebies/CBBC website? (if  

⎯ necessary show websites ) 

⎯ What do you think is the same about them? (looking at bbc.co.uk    
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⎯ and website mentioned) 

⎯ What is different about them? 

⎯ Which one do you like more? 

⎯ Why is that? 

⎯ What things do you think bbc.co.uk does better?  

⎯ What things do you think the other website does better? 

⎯ Probe comparisons of relevant PWC headings  

o look and feel 

o ease of use 

o amount of material 

o opportunity to get involved 

5) Final Thoughts 

⎯ How would you explain to a friend what the Cbeebies/CBBC website is? 

⎯ If you had to use one word to describe it what would it be? 

⎯ Finally, what do you think the makers of the website could do to make it 
better? 
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BBC Trust – bbc.co.uk Service Review 

Discussion Guide – 8-11 & 12-15 yr old Depth Interview 

5 October 2005 

Objective:  To offer a detailed examination of bbc.co.uk in isolation, and in 

 the context of the rest of the BBC and its competitors. 

1) Introduction and warm up                                                (5 mins) 

⎯ Explain purpose of the session, no wrong or right answers, purely want to 
hear their thoughts and should be fun 

⎯ Ask children to introduce their friend, name, age and favourite subject at 
school and something they’re really good at 

2) Current internet usage                                                    (10 mins) 

⎯ How old were you when you first went on the internet? 

⎯ What was the first website you visited? 

⎯ How did you find out about it? 

⎯ What made you want to go on it? 

⎯ Do you still visit it?         

⎯ If they don’t still visit, why don’t you visit it anymore? 

⎯ If they don’t still visit, when did you stop going on it? 

⎯ Do you ever go on the internet at school?  What websites do you go on? 

⎯ Do you go on those websites because the teachers tell you to?  What 
other sites do they tell you to go on? 

⎯ Does school ever tell you to go on the internet at home? 

⎯ If so, what for? 

⎯ Why do you normally go on the internet, what for? 

⎯ PROBE different uses ie homework and fun  

⎯ What are your favourite websites now?  

⎯ (If they mention bbc.co.uk/ CBBC, explain we’ll look at that later) 

⎯ Visit each website, taking each in turn and asking the following questions: 

o When do you go on the website? Probe for frequency 

o What do you like about the website? 

o What don’t you like about the website? 

⎯ PROBE relevant PWC headings ie  
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o look and feel 

o ease of use 

o amount of material 

o opportunity to get involved 

o who the site is aimed at eg girls, boys, both, what age?  

⎯ Can you show me what you use this website for?  

o What are your favourite bits? Why? 

o Are there any bits you don’t like? Why not? 

3) Understanding usage of bbc.co.uk                               (20 mins) 

⎯ Thinking about the BBC website now, when do you go on it? Probe for 
frequency 

⎯ How did you find about it? 

⎯ Can you show me which parts of the website you use? Probe navigation ie 
do they go through main site or straight to sub section? 

⎯ Taking each section in turn (if they use more than one) ask following 
questions: 

o When do you go on this website? Probe for frequency 

o What do you like about the website? 

o What don’t you like about the website? 

⎯ PROBE relevant PWC headings ie  

o look and feel 

o ease of use 

o amount of material 

o opportunity to get involved 

o who site is aimed at eg girls, boys, both, what age? 

⎯ Can you show me what you use this website for?  

o What are your favourite bits? Why? 

o Are there any bits you don’t like? Why not? 

o Are there any bits you used to go but don’t go on now? 

⎯ If children choose more than one section ask them to compare. 

⎯ Which section do you like better? 

⎯ Why is that? 

Service Review of bbc.co.uk                                                                       Sparkler 107



⎯ Do you use them for different things? 

⎯ If so, what? 

⎯ Probe comparisons using PWC headings 

If children choose a section relating to a programme ask the following questions: 

⎯ Do you watch the TV show? 

⎯ If not, why not? 

⎯ If yes, which did you know about first- the show or the website? 

⎯ If you watched the show first, how did you find out about the website? 

⎯ If you went on the website first, how did you find out when the show was 
on? 

⎯ What made you want to find out about the TV show/website? 

⎯ Which is better, the TV show or the website? Why? 

4) The Competitive context                                              ( 20 mins) 

⎯ -Thinking about the other websites that you use, which ones do you 

⎯ think are almost the same as the BBC website? (if necessary show  

⎯ websites and probe on some that they may not have chosen) 

⎯ What do you think is the same about them? (looking at bbc.co.uk    

⎯ and website mentioned) 

⎯ What is different about them? 

⎯ Which one do you like more? 

⎯ Why is that? 

⎯ What things do you think bbc.co.uk does better?  

⎯ What things do you think the other websites do better? 

⎯ Probe comparisons of relevant PWC headings  

o look and feel 

o ease of use 

o amount of material 

o opportunity to get involved 

5) Final Thoughts                                                                    ( 5 mins) 

⎯ How would you explain to a friend what the BBC website is? 

⎯ If you had to use one word to describe it what would it be? 
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⎯ Finally, what do you think the makers of the website could do to make it 
better? 

THANK AND CLOSE 
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BBC Trust – bbc.co.uk Service Review 

Discussion Guide – 16-18 yr old Depth Interview 

8 October 2007 

Objective:  To offer a detailed examination of bbc.co.uk in isolation, and in 

 the context of the rest of the BBC and its competitors. 

1) Introduction and warm up                                                (5 mins) 

⎯ Explain purpose of the session, no wrong or right answers, purely want to 
hear their thoughts and should be fun 

⎯ Ask teen to introduce their friend, name, age and something they’re really 
good at 

2) Current internet usage                                                    (20 mins) 

⎯ How old were you when you started going on the internet? 

⎯ What did you first use the internet for? 

⎯ Has that changed? If so, how? 

⎯ How often do you go on the internet now? 

⎯ What do you use it for mainly? 

⎯ PROBE activites on internet 

⎯ Do you....? 

o watch video clips 

o upload content 

o download content 

o play games 

o use IM  

o contribute to forums 

o have own web page ( eg piczo, bebo) 

o search for facts 

o listen to the radio 

⎯ Which are your favourite things to do? Why? 

⎯ Which do you spend more time doing? 

⎯ What sites do you use to do this? 

⎯ What do you like about them? 

⎯ What is your favourite website now?  
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⎯ Visit each teen’s website asking the following questions: 

o When do you go on the website? How often? 

o What do you like about the website? 

o What don’t you like about the website? 

⎯ Can you show me what you use this website for?  

o What are your favourite bits? Why? 

o Are there any bits you don’t like? Why not? 

USING CARDS WITH PWC HEADINGS ASK THE TEENS TO SELECT 

⎯ Which 3 things the website does best?  Why do you say that? 

⎯ Which 3 things the website is worst at?  Why do you say that? 

o Range of categories  

o Range of subjects within categories  

o Amount of material per subject 

o Look and feel of the site 

o The tone 

o Who the site is aimed at 

o Being believable 

o Being trustworthy 

o The point of the site 

o Being easy to use 

o Being easy to get around 

o Being quick to get around 

o Using advanced web technologies eg podcasting, video 

o Opportunity to get involved 

o Relationship with other BBC services 

o The role of advertising 

3) Understanding learning on the Internet                   (20 mins) 

⎯ Do you ever use the internet for school work? 

⎯ If so, how often do you do that? 

⎯ How does the internet help you with schoolwork? 

⎯ What information can you find? 
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⎯ Which subjects do you look on the internet most for?  PROBE FOR at 
home vs. at school 

⎯ Why is that?  

⎯ Do your teachers tell you to use the internet? 

⎯ If so, do they recommend sites? Which ones?   

⎯ Do you look at them at school or at home? 

⎯ Do you look at different sites at home and different ones at school?  
Which ones?  Why? 

 IN SCOTLAND ASK: 

⎯ Are there any issues related to the fact that your curriculum is  

⎯ different to the rest of the UK? 

⎯ Does it affect how much information you can find? If so, how? 

⎯ Does it affect where you look? If so, how? 

⎯ Which websites do you visit for help with schoolwork?  (If they mention 
bbc.co.uk/bitesize explain we’ll look at that later) 

⎯ Visit websites mentioned, taking each in turn and asking the following 
questions: 

o When do you go on the website? How often? 

o What do you like about the website? 

o What don’t you like about the website? 

USING CARDS WITH PWC HEADINGS ASK THE TEENS TO SELECT 

⎯ Which 3 things the website does best? 

⎯ Which 3 things the website is worst at? 

⎯ If you don’t visit specific websites for help with your homework how  

⎯ do you use the internet for this? 

       PROBE for 

⎯ Searching google for specific facts 

⎯ Searching for revision guides/notes 

⎯ Visiting forums to ask other pupils for advice 

⎯ Searching for essays on the same topic 

⎯ Searching for study advice eg essay structure, revision advice 

Service Review of bbc.co.uk                                                                       Sparkler 112



⎯ Searching for timed essays 

⎯ When was the last time you used the internet for homework? 

⎯ What was it for? 

⎯ Can you show me what you did to find what you needed? 

4) Understanding usage of bbc.co.uk                               ( 20 mins ) 

⎯ Thinking about the BBC Bitesize website now, when do you go on it? How 
often? 

⎯ How did you find out about it? 

⎯ Can you show me how you use it? 

⎯ Probe navigation ie do they go through main site or straight to 
subsection? 

⎯ Ask following questions: 

o What do you like about Bitesize? 

o What don’t you like about Bitesize? 

⎯ PROBE all PWC headings 

o Range of categories  

o Range of subjects within categories  

o Amount of material per subject 

o Look and feel of the site 

o The tone 

o Who the site is aimed at 

o Being believable 

o Being trustworthy 

o The point of the site 

o Being easy to use 

o Being easy to get around 

o Being quick to get around 

o Using advanced web technologies eg podcasting, video 

o Opportunity to get involved 

o Relationship with other BBC services 

o The role of advertising 

⎯ Can you show me what you use Bitesize for?  
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o What are your favourite bits? Why? 

o Are there any bits you don’t like? Why not? 

o Which bits are the most helpful? 

o Which bits are the least helpful? 

o Are there any bits you used to go on but don’t go on now?  Why? 

IN SCOTLAND PROBE FEELINGS ABOUT PROVISION OF STANDARD AND 

HIGHER MATERIAL IN BITESIZE 

⎯ Do you visit any other sections of the bbc website? 

⎯ If so, which sections? 

o When do you go on this section? How often? 

o How did you found out about it? 

o What do you like about it? 

o What don’t you like about it? 

⎯ If teens choose parts of the website that are related to TV or radio 
programmes ask the following: 

⎯ How did you find out about these parts of the website? 

⎯ And what do you do on the programme-related parts of the website for? 
PROBE FOR: 

o adding to enjoyment of programmes 

o giving more information about topics covered in the programmes 

o signposting to other information on the web about topics covered 
in the programme 

o a place to discuss what happened in the programme 

o a place to listen to or catch up on programmes missed 

o what other reasons? 

⎯ What do you think about the programme-related parts of the website?   

⎯ Ideally, what would you expect from these programme-related parts of 
the website? 

 

5) The competitive context                                              ( 20 mins) 

⎯ Thinking about the other websites that you use, which ones do you 

⎯ think are like the sections of the BBC website that you visit? 
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⎯ What do you think is the same about them? (looking at bbc.co.uk    

⎯ and websites mentioned) 

⎯ What is different about them? 

⎯ Which one do you like more? 

⎯ Why is that? 

USING PWC CARDS ASK TEENS TO SELECT 

⎯ What things do you think bbc.co.uk does better?  

⎯ What things do you think the other websites do better? 

6) Final Thoughts                                                                    ( 5 mins) 

⎯ Thinking about the BBC overall… 

⎯ What words would you use to describe the BBC overall? 

o Is there a difference between the words you would use to describe 
bbc.co.uk and the BBC overall?   

o Why have you chosen the same words?  Why are some of them 
different? 

⎯ Finally, what do you think the makers of the website could do to make it 
better? 

THANK AND CLOSE 
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Stage B – The Broader Benefits 

8.5 Paired Depths 

8.5.1 Paired Depths Sample 
-6 x 1 ½ hr paired friendship depth interviews 

All to be at least medium web users 

16th October 

Northampton (Rural) 

Pair 1 

⎯ Male, 19-30, ABC1 

⎯ Use bbc.co.uk for formal adult education 

Pair 2 

⎯ Female, 31-50, C2DE 

⎯ Contributes to Have Your Say and other message boards  

18th October 

Cardiff (Urban) 

Pair 3 

⎯ Female, 31-50, C2DE 

⎯ Does not use bbc.co.uk for formal education 

Pair 4 

⎯ Male, 19-30, ABC1 

⎯ Contributes to messageboards and other UGC but not on bbc.co.uk 

18th October 

Londonderry (Rural) 

Pair 5 

⎯ Female, 31-50, ABC1 

⎯ Heavy web user  

⎯ Not a heavy user of bbc.co.uk 

⎯ Only recently utilised web 2.0 services 

Pair 6 

⎯ Couple, 51-70, C2DE 

⎯ Recently gone online for the first time 
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⎯ Heavy users of bbc.co.uk 

8.5.2 Paired Depths Discussion Guides 
BBC Trust – bbc.co.uk Service Review 

Discussion Guide – Paired Depths, Education 

5 October 2007 

Objective:  To explore the role of bbc.co.uk in the lives of those in formal adult 
education. 

1) Introductions and warm-up (5 mins) 

⎯ Explain purpose of the session, no right or wrong answers, purely want to 
hear their thoughts, talk about a range of different things.   

⎯ Ask respondents to introduce themselves, name, age, living situation and 
what they are studying  

2) Adult education in general (10 mins) 

⎯ Tell me a bit about the course you are studying… 

o What are you studying?  Why did you choose that subject? 

o Where are you studying? 

o How many hours a week do you study? 

o Do you work / look after a family as well? 

⎯ What are you studying for?  PROBE FOR: 

o enjoyment 

o career advancement 

o to further existing knowledge 

o to learn something totally new 

⎯ What is involved in doing the course?   

o Do you need to attend classes/lectures/seminars etc? 

o Do you need to write essays/reports/evaluations? 

o Do you need to do research? 

 How do you go about doing the work that you need to for 

your course? 

3) How the subject is pursued (15 mins) 

⎯ Thinking a bit more about the work that the course requires you to do… 

⎯ Where do you find out the information that you need?  PROBE FOR: 
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o Library (books and journals) 

o Course resources provided with the course 

o Books bought especially for the course 

o Books you already have 

o Newspapers and magazines 

o TV, radio 

o Internet 

⎯ Which sources would you say you use the most?  Why? 

⎯ And which would you say you use the least?  Why? 

⎯ Do you use different sources for different types of information? 

o Which ones? 

⎯ Why do you use those sources of information? 

o Does it depend on when you are looking for information? 

o Does it depend on the type of information you are looking for? 

⎯ Which ones do you prefer?  Why? 

⎯ And which ones are you less keen on?  Why? 

4) The internet (15 mins) 

⎯ Thinking specifically about the internet… 

⎯ Which websites do you use the most for your course?   

⎯ Why do you use those sites? 

⎯ And which ones do you like the most? 

⎯ What do you like about those websites?  PROBE FOR: 

o Ease of use of site 

o The information being pitched at the right level 

o The only place to go on the internet to find these things out 

o Recommendation from tutor/lecturer/teacher 

⎯ Which ones have you used in the past but no longer use?   

o Why? 

⎯ Which ones do you use but not like so much?   

o Why? 

5) bbc.co.uk (30 mins) 
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⎯ Now thinking specifically about the BBC… 

⎯ Do you ever use any resources provided by the BBC for your study?  
PROBE FOR: 

o TV programmes 

o Radio programmes 

o Magazines 

o bbc.co.uk 

⎯ How do you find them?   

⎯ What is good about them? 

⎯ And what could be improved? 

⎯ Are they pitched at the right level to help you in your study? 

⎯ And thinking now specifically about the BBC’s website… 

⎯ Do you ever use bbc.co.uk for your study?   

o Why / why not? 

⎯ Is bbc.co.uk easy to use for study? 

⎯ Does bbc.co.uk have enough information to help you? 

o Is the information on bbc.co.uk pitched at the right level to be 
helpful in your course? 

o Is the information easy to find? 

⎯ What is bbc.co.uk good at? 

⎯ And what is it not so good at? 

⎯ Which parts of the site do you use?   

INTRODUCE STIMULUS BOARD WITH BBC LEARNING AND KNOWLEDGE 
LOGOS AND SCREEN GRABS 

⎯ And which services do you use?  PROBE FOR: 

o Radio 

o Podcasts / ‘Listen Again’ 

o Messageboards 

o Dedicated Learning pages 

INTRODUCE STIMULUS BOARDS WITH COMPETITORS 

⎯ How does the BBC website compare overall with the other sites you use? 

⎯ Which sites are better for your study? 
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⎯ In terms of your study, how does the BBC’s website fit together with the 
other BBC services?  PROBE FOR: 

o TV 

o Radio 

o Magazines 

⎯ Does it work well with those services?  Why/why not? 

⎯ Is it totally independent of those services? 

6) Improvements to bbc.co.uk (10 mins) 

⎯ And still thinking about bbc.co.uk… 

⎯ What would you like the bbc.co.uk site to offer that it doesn’t do 
currently?  Why?  PROBE FOR: 

o More information 

o Different information 

o More services eg interactive guides, podcasts 

⎯ How could it be made more useful to your study? 

⎯ What shouldn’t be changed? 

⎯ In an ideal world, what would the bbc.co.uk site look like if it were to be 
the perfect study companion? 

7) Final thoughts (5 mins) 

⎯ Should bbc.co.uk aim to help adults study and learn?  Why/why not? 

⎯ Thinking about everything we’ve spoken about today, is there anything 
you’d like to add that we haven’t covered? 

⎯ And if you were to sum up bbc.co.uk’s role in your study in one sentence, 
what would you say? 

THANK AND CLOSE 
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BBC Trust – bbc.co.uk Service Review 

Discussion Guide – Paired Depths, Media Literacy 

5 October 2007 

Objective:  To explore the role of bbc.co.uk in developing media literacy. 

1) Introductions and warm-up (5 mins) 

⎯ Explain purpose of the session, no right or wrong answers, purely want to 
hear their thoughts, talk about a range of different things.   

⎯ Ask respondents to introduce themselves, name, age, living situation and 
their favourite website 

2) Current internet usage (10 mins) 

⎯ Tell me a bit about how you use the internet… 

⎯ Where do you use the internet?  PROBE FOR: 

o Home 

o Work 

o On the move 

o At friends’ houses 

⎯ What do you use the internet for?  PROBE FOR: 

o Looking for information 

o Shopping/bargain hunting 

o Audiovisual entertainment 

o Keeping in touch with other people 

⎯ How do you do that? 

⎯ What things have you started using on the internet recently?  PROBE 
FOR: 

o Social networking 

o Audiovisual content 

o Keeping in touch with other people 

3) Building internet literacy (20 mins) 

⎯ How long have you been using the internet? 

⎯ How did you get into the internet?  PROBE FOR: 

o Friends/family introducing the internet into the home 

o Felt it was something they needed to learn, to keep up 
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o Needed to learn for work 

⎯ How did you learn how to use the internet?  PROBE FOR: 

o Someone showing/teaching 

o Self-teaching/picking it up as you go along 

o Going on a course 

⎯ What sources of information did you use to help you learn?  

⎯ Did you use any websites to help you?   

o Which ones?  

o Why? 

o How were they? 

⎯ How confident would you say you are using the internet?  Why? 

⎯ How has the way you use the internet changed over time?   

⎯ What services do you use now that you didn’t before? PROBE FOR: 

o Use of audiovisual entertainment 

o Use of social networking 

o Use of communications applications eg IM, Skype 

o User-generated content 

⎯ How did you learn to do those things? 

⎯ Do you keep up to date with new developments in what you can use the 
internet for?  Why? 

⎯ How do you keep up-to-date with these new developments?  PROBE FOR: 

o Talking about new developments with others 

o Media eg newspapers, magazines, TV, radio 

o The internet itself 

4) The role of bbc.co.uk (40 mins) 

⎯ Thinking specifically about bbc.co.uk… 

⎯ How has bbc.co.uk helped you in learning how to use the internet and 
services on it? 

⎯ What things have you learnt from bbc.co.uk?  INTORIDCUE STIMULUS 
BOARDS. PROBE FOR: 

o Listening to the radio online 

o Using ‘Listen Again’ 
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o Downloading podcasts 

o Watching video clips 

o Contributing to messageboards eg ‘Have your Say’ 

o Uploading content eg photos 

⎯ What does bbc.co.uk do well in terms of helping you learn how to use the 
internet and services available through it?  PROBE FOR: 

o Ease of finding information 

o Information being easy to understand 

o Information being practically useful eg being linked to services you 
might use on the site 

⎯ How does this compare to other websites you may use?  

⎯ Are other sites more helpful in developing your use of the internet? 

⎯ Which ones? 

⎯ What is it that those sites offer that bbc.co.uk doesn’t?  PROBE FOR: 

o Ease of finding information 

o Information being easy to understand 

o Information being practically useful eg being linked to services you 
might use on the site 

⎯ Now, thinking about the BBC… 

⎯ Has the BBC helped you in learning how to use the internet?  How? 

⎯ Which particular BBC services have you used to help you learn?  PROBE 
FOR: 

o TV 

o Radio 

o Magazines 

o bbc.co.uk 

⎯ How did they do that?  

5) The desired role of bbc.co.uk (10 mins) 

⎯ And still thinking about bbc.co.uk… 

⎯ Ideally, what would you like bbc.co.uk to help you with in terms of using 
the internet?  PROBE FOR: 

o Listening to the radio online 

o Using ‘Listen Again’ 
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o Downloading podcasts 

o Watching video clips 

o Contributing to messageboards eg ‘Have your Say’ 

o Uploading content eg photos 

o Anything else? 

⎯ And how could it do this best?  PROBE FOR: 

o Dedicated section of the site for helping people to use new services 

o Interactive guides to help showcase new services 

o Programmes/content on other services eg TV, radio 

6) Final thoughts (5 mins) 

⎯ Should bbc.co.uk aim to help people learn to use the internet?  Why/why 
not? 

⎯ Thinking about everything we’ve spoken about today, is there anything 
you’d like to add that we haven’t covered? 

⎯ And if you were to sum up bbc.co.uk’s role in helping you use new 
internet services in one sentence, what would you say? 

THANK AND CLOSE 
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BBC Trust – bbc.co.uk Service Review 

Discussion Guide – Paired Depths, Participation 

12 October 2007 

Objective:  To explore the role of bbc.co.uk in online participation and 
interaction. 

1) Introductions and warm-up (5 mins) 

⎯ Explain purpose of the session, no right or wrong answers, purely want to 
hear their thoughts, talk about a range of different things.   

⎯ Ask respondents to introduce themselves, name, age, living situation and 
their favourite website 

2) Current internet usage (10 mins) 

⎯ Tell me a bit about how you use the internet… 

o When did you start using the internet? 

o How did you get into using it? 

⎯ Where do you use the internet?  PROBE FOR: 

o Home 

o Work 

o On the move 

o At friends’ houses 

⎯ What do you use the internet for?  PROBE FOR: 

o Looking for information 

o Shopping/bargain hunting 

o Audiovisual entertainment 

o Keeping in touch with other people 

o Participating in online debates 

o Creating and uploading audiovisual content 

⎯ How do you do that? 

⎯ What sites do you go on regularly to do those things? 

⎯ How did you get into doing those things? 

o How has this all changed over time?  Why? 

3) Contribution and participation in general (20 mins) 

⎯ Thinking about contributing and participating on the internet… 
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⎯ In what different ways do you participate?  PROBE FOR: 

o Participating in online debates/messageboards 

o Writing a blog 

o Having your own website / social networking page 

o Creating and uploading audiovisual content eg videos, photos or 
music 

o Talking to people you don’t know, finding new friends 

o Anything else? 

⎯ Looking at each in turn… 

⎯ How did you start doing that?  Why?  PROBE FOR: 

o It’s fun 

o To make my voice heard 

o To learn new things 

o It allows me to talk about things I don’t normally get a chance to 

o It allows me to meet people I wouldn’t normally get the chance to 
meet 

o I like the anonymity of the internet 

o I like to share what I am doing with people I know 

o I like to let the world know what I’m doing 

⎯ Does it vary for each type of participation? How? 

⎯ What sites did you use then?   

⎯ What sites do you use now? 

⎯ Why is that?   

⎯ What do you like about those sites? 

⎯ And what do you not like so much? 

⎯ How could those sites be improved? 

⎯ In general, what makes a site good for participation? 

⎯ Which sites do you most like going on? 

⎯ Why?  What is it about those sites that makes them stand out? 

⎯ What examples are there of sites that make participation difficult? 

⎯ What is it about those sites that makes participation difficult? 

4) The role of bbc.co.uk (25 mins) 
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⎯ And now thinking specifically about bbc.co.uk…  How does bbc.co.uk 
encourage you to participate?  PROBE FOR: 

o Through the website 

o Through other services 

⎯ And what kind of participation do they encourage? INTRODUCE 
STIMULUS BOARDS 

o Messageboards eg ‘Have Your Say’, ‘606’ 

o UGC 

o Blogs 

o Anything else? 

⎯ Which parts of the bbc.co.uk website do you participate in? 

⎯ How do you participate on those parts of the website? 

⎯ Why?  

⎯ How did you find out about doing that?   

⎯ How did you start?  When? 

⎯ Which parts of the bbc.co.uk website do you visit but not participate in? 

⎯ Why is that? 

⎯ How could those parts of bbc.co.uk be improved upon to encourage you 
to participate on them? 

⎯ Are there certain parts of bbc.co.uk that are better suited to participation 
than others?   

⎯ Which ones?  Why? 

⎯ Are different parts of the site better suited to certain types of participation 
than others? PROBE FOR: 

o Messageboards 

o UGC 

o Blogs 

o Anything else? 

⎯ Why do you say that? 

Thinking about the ‘Have your Say’ messageboard… 

⎯ Do you ever go on it?  Why/why not? 

⎯ What do you think about it? 

⎯ Is it good for the BBC to allow people to have their say? 
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⎯ What do you think the ‘Have Your Say’ messageboard says about the 
BBC?  IS it something they should be doing? 

⎯ Do you think the messageboard is moderated? 

⎯ Do you think the messageboard should be moderated?  Why/why not? 

⎯ Does the messageboard make you think more or less highly of the BBC in 
general or does it make no difference? 

⎯ In general, what does bbc.co.uk do well when getting you to contribute?  

⎯ And what does it not do so well? 

⎯ How does bbc.co.uk compare to other sites in terms of getting you to 
contribute?  INTRODUCE COMPETITOR STIMULUS 

o What is it better at? 

o What do other sites do better? 

o Why do you say that? 

5) bbc.co.uk in the context of other services (15 mins) 

⎯ Thinking now about BBC… 

⎯ Which BBC services encourage you to contribute and participate?  PROBE 
FOR: 

o TV 

o Radio 

o bbc.co.uk 

⎯ How do they encourage you to get involved? 

⎯ How do you feel about that? 

⎯ Are certain services better suited to participation than others?   

o Which service is best suited to participation?  Why? 

o Does it depend on the topic? 

o Does it depend on the nature of the contribution the service is 
asking for? 

6) The potential role of bbc.co.uk (10 mins) 

⎯ And thinking about bbc.co.uk… 

⎯ Ideally, what would you like to see bbc.co.uk do to encourage 
participation on the website? 

o Why do you say that? 

⎯ What does it do currently that it should not be doing?   
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o Why do you say that? 

⎯ And what does it do now that it shouldn’t change? 

o Why do you say that? 

⎯ What could bbc.co.uk learn from other websites you use?  

⎯ What does bbc.co.uk need to improve upon in order for it to be a site that 
is great for participating on? 

7) Final thoughts (5 mins) 

⎯ Should bbc.co.uk aim to help people participate?  Why/why not? 

⎯ Thinking about everything we’ve spoken about today, is there anything 
you’d like to add that we haven’t covered? 

⎯ And if you were to sum up bbc.co.uk’s role in helping you participate in 
one sentence, what would you say? 

THANK AND CLOSE 
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8.6 Citizen Forums 

8.6.1 Citizen Forums Sample 
-2 x 2 ½ hr person 8 person ‘Citizen Forums’ 

22nd October  

London - Forum 1 (Urban) 

All to be sophisticated web users 

1) Male, 31-50, ABC1 

⎯ Must have children 

⎯ Light bbc.co.uk user 

2) Female, 31-50, C2DE 

⎯ Must have children 

⎯ Medium bbc.co.uk user 

3) Male, 31-50, C2DE 

⎯ Must not have children 

⎯ Heavy bbc.co.uk user 

4) Female, 19-30, ABC1 

⎯ Must not have children 

⎯ Light bbc.co.uk user 

5) Male, 19-30, ABC1 

⎯ Must not have children 

⎯ Non bbc.co.uk user 

6) Female, 19-30, C2DE 

⎯ Must have children 

⎯ Non bbc.co.uk user 

7) Male, 51-70, C2DE 

⎯ Medium bbc.co.uk user 

8) Female, 51-70, ABC1 

⎯ Heavy bbc.co.uk user 
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22nd October 

Beeston, Nottinghamshire (Rural)  

All to be basic web users 

1) Female, 31-50, ABC1 

⎯ Must not have children 

⎯ Non bbc.co.uk user 

2) Male, 31-50, C2DE 

⎯ Must have children 

⎯ Heavy bbc.co.uk user 

3) Female, 31-50, C2DE 

⎯ Must have children 

⎯ Light bbc.co.uk user 

4) Male, 51-70, ABC1 

⎯ Light bbc.co.uk user 

5) Female, 51-70, ABC1 

⎯ Heavy bbc.co.uk user 

6) Male, 51-70, C2DE 

⎯ Non bbc.co.uk user 

7) Female, 19-30, C2DE 

⎯ Must not have children 

⎯ Medium bbc.co.uk user 

8) Male, 19-30, ABC1 

⎯ Must have children 

⎯ Medium bbc.co.uk user 
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8.6.2 Citizen Forums Discussion Guide 
BBC Trust – bbc.co.uk Service Review 

Discussion Guide – Citizen Forums 

22 October 2007 

Objective:  To examine the extent to which bbc.co.uk is successful in assisting 
learning and citizenship, both from the individual point of view and that of wider 
society. 

1) Introductions and warm-up (15 mins) 

⎯ Sparkler introduces participants to the workings of the session 

o Set the ‘rules of engagement’ (be open to each other’s ideas, no 
idea’s a bad idea, use each others skills as experts  and informed 
viewers, it’s about being positive & future thinking, be honest, be 
creative… think beyond what you expect, be daring.) 

o Set the objective 

o Outline the order of proceedings 

⎯ Introduce the stimulus boards, explain that these are screengrabs of 
various parts of the BBC website and that participants should use them 
when having their discussions to fire their imaginations 

⎯ Point out the computers and explain that at some point later participants 
will get a chance to go on them and evaluate bbc.co.uk 

2) Broad discussion of BBC and its role (15 mins) 

⎯ What do you think about the BBC as a whole?  LEAVE THIS DISCUSSION 
QUITE LOOSE AND FREEFORM 

⎯ Now, thinking about the BBC as a whole, that is all the radio, TV, online 
and mobile services the BBC provides… 

⎯ What does the BBC set out to do?  LEAVE DISCUSSION OPEN AND PROBE 
PURPOSES i. AND ii. BELOW IF NOT MENTIONED.   

⎯ Sustaining citizenship and civil society  

o You can look to the BBC to provide high quality news, current 
affairs and factual programming that keeps you informed about 
important issues and political developments in an engaging way. 
You can look to the BBC for help in using and understanding 
different kinds of media 

⎯ PROBE FOR 

o News - provision of comprehensive and up to date national, 
international & local/regional news 
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o Video & audio output online as well as text-based stories 

o Access to more in-depth current affairs output (from TV) on 
particular issues 

o Debates eg ‘Have your Say’ and other messageboards 

o UCG - encouraging participation and input 

o Promoting digital media literacy 

⎯ Promoting education and learning  

o You can look to the BBC to help everyone in the UK to learn. An 
important role for the BBC is to support formal education in schools 
and colleges. In addition, the BBC will offer engaging ways for 
everyone in the UK to build their knowledge and skills across a 
broad range of subjects 

o PROBE FOR 

 Helping children with formal education - GCSE Bitesize, 
Blast, Onion St, BBC Schools 

 Providing informal education to children - CBBC and 
Cbeebies 

 Helping adults with formal education - languages, Skillswise 
(basic skills) 

 Helping adults learn informally - specialist factual areas like 
science & nature, history; lifestyle stuff like Cooking, 
Gardening, Holidays, Parenting,  

⎯ Stimulating creativity and cultural excellence  

o You can expect the BBC to offer the best examples of creative work 
that engage and delight audiences and break new ground. The BBC 
will also support your own creative and sporting activities 

o stimulating interest and participation in cultural activities including 
sport 

⎯ Representing the UK, its nations, regions and communities  

o You can rely on the BBC to reflect the many communities that exist 
in the UK. These communities may be based on geography, on 
faith, on language, or on a shared interest such as sport. You can 
expect the BBC to stimulate debate within and between the 
communities of the UK, and to encourage people to get involved 
with their local communities 

⎯ Bringing the UK to the world and the world to the UK  
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o You can rely on the BBC to provide internationally-respected news 
services to audiences around the world and you can expect the 
BBC to keep you in touch with what is going on in the world, giving 
you an insight into the way people live in other countries 

⎯ Helping the public benefit from new communications technologies and 
services  

o You can expect the BBC to help everyone in the UK to get the best 
out of new media technologies now and in the future 

⎯ Broadly speaking, does the BBC manage to this? 

o Why do you say that? 

o How does it deliver / not deliver? 

o Are some services better than others at delivering these purposes?  
PROBE 

 TV 

 Radio 

 Online 

 Mobile 

 Other eg magazines, books 

 Why do you say that? 

3) Where does bbc.co.uk fit in? (30 mins) 

⎯ And now, thinking about the BBC website, bbc.co.uk rather than the BBC 
as a whole… 

⎯ What do you think of bbc.co.uk? 

⎯ Why do you say that? 

⎯ What is it good at? 

⎯ And what is it not so good at, what could be improved? 

⎯ How does bbc.co.uk contribute to the overall purposes of the BBC that 
we’ve been talking about? 

⎯ INTRODUCE THE STIMULUS (PURPOSE HEADLINES NOT BOARDS WITH 
SUMMARIES) FOR ALL THE PURPOSES AND TALK ABOUT THEM ALL.   

⎯ GO THROUGH THE PURPOSES TO IDENTIFY WHICH SEEMS TO BEST 
DESCRIBE THEIR VIEW OF THE PURPOSE OF THE WEBSITE. 

⎯ THEN LOOK IN DETAIL AT CITIZENSHIP AND LEARNING (IF THE OTHER 
PURPOSES ARE COMING UP MUCH MORE STRONGLY THEN PROBE ON 
THOSE INSTEAD) 
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⎯ Thinking about these aims that the BBC has been set… 

⎯ How do you think the website delivers against these aims? 

⎯ Why do you say that? 

⎯ We’re now going to split out into pairs…  Between the two of you, we’d 
like you to have a chat about how you think the BBC should go about 
making the aims happen and how the website, bbc.co.uk fits into this.   

⎯ You’ll have about 10 minutes to talk about it and then you’re going to go 
on the BBC website for about 20 minutes and look around it.  Finally, 
we’re all going to come back together as one group and present our 
thoughts to each other. 

⎯ To help you along, we’ve got this template with some questions to 
answer.  HAND OUT TEMPLATE FOR PARTICIPANTS – HALF TO GET 
CITIZENSHIP, HALF TO GET EDUCATION (UNLESS DISCUSSION HAS 
GONE ON TO THE OTHER PURPOSES IN WHICH CASE ALLOCATE THE 
PURPOSES ACCORDING TO DISCUSSIONS) 

4) Break out – how should bbc.co.uk fit in and how does it currently perform?
 (10 mins) 

⎯ With participants in their pairs, moderator to float around the room and 
ensure that discussions are on track, giving light moderation to stimulate 
discussion if needed 

o What do you think this means? 

o What should the BBC be doing to deliver this aim? 

o Where does bbc.co.uk fit into this?  What should it be doing to 
deliver this aim? 

BREAK – WHEN RETURN HAND OUT THE SMALLER BOARDS WITH 

SUMMARY EXPLANATIONS OF THE PURPOSES 

5) Browsing the web in break outs – finding the evidence (20 mins) 

⎯ Now, still in your pairs, go on the bbc.co.uk site and have a look at 
around.  This should help you with the second part of the template where 
we ask you for examples 

o Give examples from the site of where the BBC does this well  

o Give examples from the site where it can improve 

o Overall, how do you think the BBC website performs in delivering 
this aim? 

o Did your opinion of how the BBC website delivers this aim change 
at all after you went on the website? 
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o How did they change?  Which parts of the site changed your mind 
and why?  

⎯ Moderator to float around the room and probe lightly on how the exercise 
is going and why participants are writing what they are 

6) Presenting back – Evaluation of bbc.co.uk (25 mins) 

⎯ Now we’re all back together in a group we’re going to hear what 
everybody thought and have a discussion around that.  Each pair has a 
maximum of five minutes to explain what they thought about how 
bbc.co.uk performs in the context of the aims 

⎯ PAIRS TO PRESENT THEIR TEMPLATE TO OTHERS 

7) Group discussion – Evaluation of bbc.co.uk (30 mins) 

⎯ Now we’re going to have a discussion about everything we have talked 
about and done today… 

⎯ Having had a chance to think about the aims the BBC has been set, how 
do you think bbc.co.uk performs? PROBE 

o Citizenship 

o Education 

⎯ Why do you say that?   

⎯ Is this something you see as an important aspect of what the BBC should 
be doing? 

⎯ Why do you say that? 

⎯ And where do you think the bbc.co.uk site fits in to all of this? 

⎯ Overall, where does the BBC website fit in with the other services?  Does 
it do more or less than TV, radio, mobile and other services to deliver the 
aims?  PROBE FULLY FOR EACH SERVICE 

⎯ And thinking about other sites, which other sites aim to do what the BBC 
site does in terms of education and citizenship? 

⎯ What are they better at than the BBC site, in terms of delivering the aims? 

⎯ Why do you say that? 

⎯ And what does the BBC site do better in terms of delivering the aims? 

⎯ Why do you say that? 

⎯ Which site would you say is the best suited to deliver the aims? 

⎯ Why do you say that? 

8) Final thoughts (5 mins) 
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⎯ if there was one piece of advice you could give the makers of bbc.co.uk 
about trying to deliver the aims, what would you say? 

THANK AND CLOSE 

 

 

 
58-60 Berners Street 

London 

W1T 3NQ 

magnus@sparkler.co.uk, konrad@sparkler.co.uk, briony@sparkler.co.uk  
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