
 
 

 

 
 
 
 
02 August 2011 
 
 
 
 
Freedom of Information request – reference number RFI20110789 
 
Thank you for your request to the BBC of 6 July 2011 under the Freedom of Information Act 
2000 (the Act) seeking the following information about the BBC iPlayer. 
 

“How many complaints has the BBC received regarding functionality of i-player? 
 
 Has the BBC obtained postcode data on usability of i-player? 
 
 If not, why has there not been such a survey or is there the intention of doing so? 
 
 How much has initial implementation of i-player cost the BBC.   
(Approximations will suffice) 
 
Were alternative streaming solutions considered, and if so, how many? 
 
Did the BBC carry out beta testing prior to purchase, and was this confined to city districts, and 
was it aware prior to purchase that the application would be useless for large numbers of non-
metropolitan licence-payers?” 

 
In response: 
 
How many complaints has the BBC received regarding functionality of i-player? 
In accordance with section 1(1) of the Act, the BBC confirms that it holds the information you 
have requested. However, we estimate that it would take longer than two and a half days to locate 
it because the BBC does not log complaints received in relation to iPlayer in terms of iPlayer’s 
functionality. In order to locate the relevant information, the BBC would need to examine the 
hundreds of individual enquiries and complaints received each month relating to the iPlayer in 
order to find information relating to iPlayer functionality. Under section 12 of the Act the BBC is 
not required to provide information requested if the work involved in obtaining the information 



 

exceeds an appropriate limit, which has been set at £450 and is equivalent to two and a half days 
work at an hourly rate of £25. 
 
If you would like to submit a narrowed request, we would be happy to consider what information 
can be supplied to you and respond accordingly. For example you may consider narrowing your 
request to one aspect of iPlayer as the BBC logs enquiries and complaints received in relation to 
iPlayer under various categories. These categories include programme availability, downloading 
programmes and streaming programmes.   
 
Has the BBC obtained postcode data on usability of iPlayer? 
If not, why has there not been such a survey or is there the intention of doing so? 
 
We have interpreted your question to refer to the geographical location of users of the iPlayer 
and whether, firstly, the BBC measures the location of such users and, secondly, how well such 
users find the iPlayer performs for them, by postcode region. 
 
We can confirm that the BBC has not obtained any such postcode data on the usability of iPlayer. 
The BBC has obtained some data on users’ opinions on iPlayer from some surveys which has been 
broken down by region, but this does not provide information as to the usability of iPlayer 
according to users’ postcodes and the BBC has no current plans to conduct such a survey. 
 
The iPlayer is also available on certain mobile phones and whilst not based on postcode data, you 
may be interested to know that the BBC has just commenced a survey into 3G and 2G mobile 
phone coverage in the UK. More details of the survey can be found at this link: 
 
http://www.bbc.co.uk/news/technology-13874818. 
 
The iPlayer is currently available on mobile devices as listed at the link below: 
 
http://iplayerhelp.external.bbc.co.uk/help/mobile_iplayer/mobile_phone 
 
 
How much has initial implementation of i-player cost the BBC.  (Approximations will 
suffice) 
 
The BBC iPlayer was developed in stages over a number of years. Initially, the BBC developed the 
Interactive Media Player. This was followed by the myBBCplayer, the trial for which completed in 
June 2006. From June 2006 to November 2006 the BBC iPlayer Beta was developed with limited 
functionality & user access. In November 2006 BBC launched a limited user access version. Then 
during November 2006 to July 2007 the BBC developed the beta version of iPlayer with a walled 
garden access. In July 2007 the BBC iPlayer Beta was launched and during July 2007 to December 
2007 the BBC developed the full iPlayer service. In December 2007 the BBC publicly launched the 
iPlayer service. 
 
The BBC does not hold separate costs for each of the above phases of the evolution of iPlayer, 
however, we can confirm that the BBC spent £5.7 million in setting up iPlayer prior to its launch in 
December 2007. 
 
 
 



 

Were alternative streaming solutions considered, and if so, how many? 
 
Encoding formats are used to compress video content for streaming or downloading via the 
internet. The BBC has used a number of encoding formats for iPlayer, including WMV and 
On2VP6. It currently uses H.264, which is a highly efficient codec that is widely used across the 
industry which we believe offers the best possible experience for users at this time.  
 
In order to stream video content on iPlayer, a minimum bit-rate of 480kb per second is required, 
and radio content is available for streaming below this connection rate. For most connection 
speeds, video content can be downloaded from iPlayer via the iPlayer desktop application. This can 
take longer under slower connection rates, but the content is available for uninterrupted playback 
once downloaded. The BBC provides a tool on the iPlayer website which allows users to check 
their broadband connection speeds to see how this may be affecting their experience. This can be 
found at the following link: 
 
http://www.bbc.co.uk/iplayer/diagnostics 
 
Additional help in relation to iPlayer can be found at the following link: 
 
http://iplayerhelp.external.bbc.co.uk/ 
 
Did the BBC carry out beta testing prior to purchase, and was this confined to city 
districts, and was it aware prior to purchase that the application would be useless for 
large numbers of non-metropolitan licence-payers? 
The BBC iPlayer was not purchased but was originally developed by the BBC’s Future Media and 
Technology division in partnership with Red Bee Media and Siemens.  Closed environmental 
testing was carried out on iPlayer with approximately 15,000 people that expressed an interest via 
the BBC website prior to the open beta launch of iPlayer on 27 July 2007 after which time the 
number of users increased in a controlled manner. Further information on the launch of iPlayer 
can be found on the BBC’s Press Office website at this link: 
 
http://www.bbc.co.uk/pressoffice/pressreleases/stories/2007/06_june/27/iplayer.shtml 
 
We hope you find this information useful. 
 
Appeal Rights 
If you are not satisfied with this response you have the right to an internal review by a BBC senior 
manager or legal adviser. Please contact us at the address above, explaining what you would like us 
to review and including your reference number. If you are not satisfied with the internal review, 
you can appeal to the Information Commissioner. The contact details are: Information 
Commissioner's Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF, telephone 
01625 545 700 or see http://www.ico.gov.uk/  
 
Yours sincerely 
 
Kate Leece 
Head of Legal and Business Affairs 
BBC Future Media and Technology Divisions 




