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Governors  ̂Programme Complaints Committee-
How appeals are handled

In tro d u ctio n

The m em bers of the G overnors’ Program m e Com plaints Com m ittee (G P C C ) 
are BBC Governors. It is the Governors’ job to ensure that com plaints w e  
properly handled by BBC m anagem ent and the G PC C  assists with this 
Tesponsibility. For a full account o f the G PC C 's role and responsibilities, 
please see its “Term s o f R eference’̂  available on bbcgovernors.co.uk o r in 
hard copy from  the Com plaints Adviser, BBC G overnance Unit. See Section  
7 for contact details.

T h e  G P C C ’s responsibilities include taking appeals from  people who have 
m ade an editorial com plaintto  the BBC Editorial Com plaints U n it(o r in  som e 
instances, set o u tfie low , a Divisional Director), and are n o t satisfTed with the 
response they have received.

This docum ent answers th e  fdlow ingiquestions:

1. Does my com plaint qualify for an  appeal to the G FC C ?
2 .  How can I make a n  appeal?
3. How is  an  appeal prepared for the G P C C ?
4. W hat is the G PCC process for considering an appeal?
5. Can ta s k  fo ra  hearing?
6. W bat happensif an appeal is upheld?
7. W ho do I contact about th eap p ea ls  process?

The G PC C  is supported by the G overnance Unit, a BBC departm ent that 
reports to the Governors via the D irector of G overnance. You will see  
raention in  this docum ent of the Head o f Accountability, who oversees the  
G PC C  procedures within the Unit, and the Com plaints A dviseirw ho hasxlay- 
to-day responsibility for theJBPCC. T h e  G P C C  also has access to an 
independent EdiToriai Adviser -  who is external to th e ^ B C .

Note that in many areas, the regulator Ofcom can also take complaints 
directly from  th e  public on radio and television program m es. The exceptions 
are matters Of im partiality, and accuracy, elections and referendum s, 
sponsorship and com m ercial references. In these m atters, responsibility 
rem ains with the BBC Governors.

See www.ofcom .ora.uk and in particular: www.ofcom .orq.uk/com plain/
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if  you decide to complain to Ofcom, please note that:

•  It will first take a decision o r  w hether or not to entertain the com plaint
•  In general, it has a time lim it of 90  days after-a program m e has been 

broadcast to take a com plaint
•  Although if you are complaining to Ofcom a fte r  being through the 

BBC’s com plaints procedures, it wiU take this into account when 
deciding w hether to entertain your com plaint, so do m ention this in any 
initial correspondence with Ofcom .

Our promise to you is th a tth e  process for handling appeals to the G PC C  will 
be:

•  C learly communicated
•  Fair
•  Tim ely. The G PC C  aim s to give you an ^ n sw er on your SFppeal within 16 

w eeks, and you wRI receive regular updates on the progress o f your 
appeal.

If you think these standards have not been met, p lease contact th a  Head of 
Accountability in th a firs t instance, and then the D irector o f G overnance.
For contact detaUs, see Section 7.

1. D oes m y co m p la in t q u a lify  fo r an appeal?

Y our com plaint m ust-m eet the follbwing-criteria.

•  It m ust be an ed ito ria l c o m p la in t. Your com plaint m ust be about 
content ^for exam ple, a programme or an online article) for which the 
B B C  has editorial responsibRrty. You m ay be making a “first party 
complaint" about unfa irireatm ent or an infringem ent of privacy that has 
directly-affected 70 U. O r you m ayJoem aking a third party “standards 
com plaint”, where you feel th e  content has breached the BBC’s 

-editorial standards in some-way. 
http://www.bbc.co.uk/guidelines/editorialauidelTnes/

•  Y o u r co m p la in t m ust have a lre a d y  been esca la ted  through BBC 
m anagem ent's com plaints handling processes (see  
www.bbc.co.uk/com plaints for details). Usually, this will mean that your 
com plaint has been investigated by BBC In fo rm atio n  and then the 
BBC’s E d ito ria l C om plain ts  U n it (E C U ). Som etim es, however, a 
com plaint falls outside the rem it of the EC U , but still provides evidence 
to suggest there may have been a serious breach of editorial standards. 
In that case, your com plaint must have been considered by a BBC
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D iv is io n a l D irecto r o r a p erso n  nom inated  by th em  to  respond  on  
th e ir behalf.

I f  y o u  are n o t happy w ith  th e  resp o n se  you have rece ived  from  the ECU  
or the Divisional Director then;

•  Y ou m ust w rite  to  a p p e a l w ith in  e ig h t w eeks  of the final 
correspondence w ith-the E C D  or a Divisional D irector about your 
com plaint.

The G PC C  will not consider an appeal which is vexatious or trivial, or which 
relates to content th a t has not yet been transm itted or published.

The G PC C  may decide not to consider an appeal w here ibrelates to matters 
which are, or are likely to be, the^ub ject of, or relevant to, legal proceedings. 
This decision is taken on a case-by-case basis.

The G PC C  and/or the Complaints Adviser also reserve the right to refer a 
com plaint back to the ECU or a Divisional Director, particularly if they think 
there has not been an appropriate investigation and response from  
M anagem ent to the original com plaint.

2. H o w  can  I m ake an  appeal?

Send your appeal to:

Com plaints Adviser
Room 211, 35 M arylebone High S treet
LO N D O N  W 1U  4AA

A p p ea ls  s h o u ld  n orm ally  be m ade in  w ritin g , preferably typed^ather than 
hand w ritten. This helps the G PC C  to  beudear about the term s of your appeal. 
But if you are unable to provide a written docum ent, please contact the 
Com plaints Adviser fo r h ^  and advice on how to subm it your- appeaL  
Sim ilarly, w hererthis docum ent-m akes reference^ to-w ebsites, if you do not 
have access to the web, contact the Com plaints Adviser for-help.

The ap p eal le tte r shou ld  in c lu d e  th e  fo llaw m g  in fo rm atio n :

•  A sum m ary of your original complaint, including details of the 
program m e(s) or item, channel or service, and the date of transmission 
or publication. If your com plaint concerns content on the BBC’s internet 
sites, the G PC C  will normally only consider an appeal if a copy of the 
m aterial is supplied. It is a great help to the Com m ittee if complaints are 
clearly broken down into a series of concise points, and illustrated with 
specific exam ples from the program m e or internet site of which you are  
com plaining. This will assist us in ensuring that we understand the 
exact nature and basis of your complaint.

•  The date o f your original com plaint
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•  The date of the final correspondence with the E C U  or Divisional 
Director concerned

•  The reasons why yo trare  dissatisfied with the decision(s) of the EC U  or 
Divisional Director

Before m aking your appeal, you can norm ally also ask to see  the gist o f the 
m aterial which the ECU or BBC D irector previously relied on in responding to 
your com plaint (for exam ple transcripts or statem ents from  the program m e 
m aker or online editorial team ). You m ay w ant to comment on this m aterial in 
your appeal letter.

The Com plaints Adviser in the G overnance Unit will make an assessm en t o f 
y o u r ap p ea l against the criteria outlined in Section 1.

The Com plaints Adviser will write to you if s/he thiriks your com plaintjdoes not 
qualify for an appeal, and explain the reasons for that decision. If you are not 
happy with this assessm ent, you can ask for the decision to be reviewed by 
the H ead of Accountability. If s/he confirms the xtecision th at your appeal 
does not m eet the criteria, correspondence is normally closed a t this p o in t

Com plaints about the adm inistration o f the-G PC C  appeals procedures should 
be addressed to the Director of G overnance.

If your com plaint qualifies for an appeal, you wiH receive a letter 
acknowledging receipt, explaining th e  process end setting o u t the tim escale 
for taking your appeal. Any subsequent delay to the tim escale w ill be clearly 
com m unicated and explained.

3. H o w ;is e n  appeal p rep ared  fo r G P C C ?

T h e  Com plaints Adviser w orks with an independent Editorial Ad viser to decide 
w hat the G PC C  w ill need to consider your com plaint. This will include the 
correspondence and other m ateriarrelating to your com plaint so far.

It m ay-also include:

•  A briefing from an independent Editorial Adviser to the G PC C  about 
the editorial issuesje lsed  by your complaint

•  Further research into facts relating to the com plaint, including 
obtaining independent advice from external sources if  needed.

W here you have made a com plaint about unfair Treatm ent or infringem ent of 
privacy that directly affects you, an independent investigator may be 
appointed to investigate your com plaint, and provide the G PC C  with an 
assessm ent of the allegations you have made.

The Editorial Adviser or Independent Investigator may contact you and/or the 
content suppliers for more inform ation or further responses (if we contact you, 
you will usually be asked to respond within fifteen working days).
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T h e  C o m p l a i n t s  A d v i s e r  w i l l  n o r m a l l y  s e n d  m a t e r i a l  f r o m  a n y  f u r t h e r  

i n v e s t i g a t i o n  o r  a d v i c e  t o  y o u  a n d  t o  t h e  c o n t e n t  s u p p l i e r s  a n d  r e l e v a n t  B B C  

i T i a n a g e m e n t .  Y o u  w i l l  b e  g i v e n  a n  o p p o r t u n i t y  t o  c o m m e n t  o n  t h i s  m a t e r i a l ,  

a n d  a s k e d  t o  r e s p o n d  w i t h i n  t w e n t y  w o r k i n g  d a y s .

I f  a  l a r g e  n u m b e r  o f  c o m p l a i n a n t s  a p p e a l  a g a i n s t  a  s p e c i f i c  d e c i s i o n  b y  t h e  

E C U  o r  a  D i v i s i o n a l  D i r e c t o r ,  s o m e  o f  t h e s e  p r o c e d u r e s  w i l l  n e e d  t o  b e  

a d a p t e d  a n d  t h e  C o m p l a i n t s  A d v i s e r  w i l l  c o m p i l e  a  s u m m a r y  o f  t h e  r a n g e  o f  

i s s u e s  r a i s e d  b y  t h e i r  c o m p l a i n t s .  T h e  a p p e a l s  w i l l  t h e n  b e  c o n s i d e r e d  

t o g e t h e r  a c r o s s J h e  f u l l  r a n g e  o f  I s s u e s  i d e n t i f i e d . ___________________________________________

4 .  W h a t  i s  t h e  G P C C  p r o c e s s  f o r  c o n s i d e r i n g  a n  a p p e a l ?

T h e G P C C  r e v i e w s  t h e  m a t e r i a l  g a t h e r e d  i n  t h e  p r e p a r a t i o n  o f  y o u r  a p p e a l ,  

i n c l u d i n g  y o u r  c o m m e n t s  o n  m a t e r i a l  t h a t ’s  b e e n  c o m p i l e d  b y  t h e  C o m p l a i n t s  

A d v i s e r .  T h e  G P C C m e e t s o » n c e  a  m o n t h .  W h e r e  n e c e s s a . r y ,  i t  m a y  d e f e r  a n  

a p p e a l  a n d  r e q u e s t  f u r t h e r  i n v e s t i g a t i o n .

T h e  G P C C  w i l l  a s s e s s  t h e  c o n t e n t  y o u  h a v e  c o m p l a i n e d  a b o u t  a g a i n s t  a l l  t h e  

r e l e v a n t  s t a n d a r d s ,  c o d e s  a n d  g u i d e l i n e s ,  i n c l u d i n g  t h s  B B C ’s  C h a r t e r  a n d  

A g r e e m e n t  a n d  E d i t o r i a l  G u i d e l i n e s .  I t  w i l l  c o m e  t o  o n e  o f  t h e  f o l l o w i n g  

f i n d i n g s  o n  y o u r  a p p e a l :  u p h e l d ,  u p h e l d  i n  p a r t ,  n o t  u p h e l d  o r  a l r e a d y

r e s o l v e d  ( w h e r e  a n  e r r o r  h a s  o c c u r r e d  a n d  t h e  G P C C  i s  s a t i s f i e d  t h a t  

m a n a g e m e n t  h a v e  a c k n o w l e d g e d  a  p r o b l e m  a n d  a l r e a d y  d e a l t  a p p r o p r i a t e l y  

w i t h  t h e  m a t t e r ) .  T h e  G P C C  C h a i r m a n  w i l l  s e n d  y o u  t h e  f i n d i n g ,  a n d  s n o t e  o f  

t h e  G P C C ’s  d i s c u s s i o n ,  in  w r i t i n g .

T h e  G P C C  p u b l i s h e s  i t s  f i n d i n g s  i n  a  q u a r t e r l y  b u l l e t i n ,  a v a i l a b l e  o n  

b b e a e v e r n o r s . c o . u k  o r  in  p r i n t i t o m  t h e  C o m p l a i n t s  A d v i s e r  ( s e e  a d d r e s s  I n  

S e c t i o n  7 ) .  Y o u r  n a m e  w i l l  b e  r e m o v e d  f r o m  t h e  f i n d i n g ,  e x c e p t  w h e r e  y o u  

h a v e  b e e n  d i r e c t l y  i n v o l v e d  in  a  p r o g r a m m e  a n d / o r  c o n t e n t .

T h e  G P C C  is  t h e  f i n a h s t a g e  o f  t h e  B B C ’s  c o m p l a i h t s ^ p r o c e s s .  I t s  d e c i s i o n s  

o n - s t a n d a r d s  c o m p l a i n t s  a b o u t  a c c u r a c y  a n d  i m p a r t i a l i t y  a r e - T m a l ,  b e c a u s e  

t h e  G o v e r n o r s  a r e  t h e  r e g u l a t o r s  o n  t h ^ e  m a t t e r s :  O t h e r w i s e ,  i f  y o u  a r e  

d i s s a t i s f i e d  w i t h  t h e  C o m m i t t e e ' s  f i n d i n g s ^  y o u  m a y  w i s h  t o  c o n s i d e r ^  

c o n t a c t i n g  t h e  b r o a d c a s t i n g  r e g u l a t o r ,  O f c o m  / w w w . o f c o m . o r g . u k l . Y o u  c a n  

a l s o  c o m p l a i n  d i r e c t l y  t o  O f c o m  in  t h e  f i r s t  i n s t a n c e .

5 .  H e a r i n g s

In  m o s t  c a s e s ,  t h e  G P C C  w i l l  c o n s i d e r  a p p e a l s  w i t h o u t  a n  o r a l  h e a r i n g .

T h e  C h a i r m a n  m a y  d e c i d e  t o  h o l d  a  h e a r i n g  in  t h e  m o s t  s e r i o u s  o f  c a s e s  i f  

y o u  h a v e  c o m p l a i n e d  a b o u t  u n f a i r  t r e a t m e n t  o r  i n f r i n g e m e n t  o f  p r i v a c y  t h a t  

h a s  d i r e c t l y  a f f e c t e d  y o u ,  a n d  t h e r e  a r e  s i g n i f i c a n t  d i s p u t e d  f a c t s  w h i c h  c a n n o t
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b e  s a t i s f a c t o r i l y  a d d r e s s e d  b y  t h e  p r o c e s s  o f  i n v e s t i g a t i o n ,  a n d  w h i c h  in  t h e  

C h a i r m a n ’s  v i e w ,  c o u l d  b e  t s s o l v e d  w i t h  a  h e a r i n g .

T h e  G P C C  C h a i r m a n  c h a i r s  a  h e a r i n g ,  o r  n o m i n a t e s  a  G P C C  m e m b e r  t o  

c h a i r  t h e  h e a r i n g  in  h i s / h e r  a b s e n c e .  A t  l e a s t  t w o  o t h e r  G P C C  m e m b e r s  w i l l  

a t t e n d .

Y o u  w i l l  u s u a l l y  b e  g i v e n  a t  l e a s t  t w e n t y  f i v e  w o r k i n g  d a y s  n o t i c e  o f  a  h e a r i n g .  

Y o u  w i l l  b e  i n v i t e d  t o  a t t e n d ,  a l o n g  w i t h  t h e  c o n t e n t  s u p p l i e r s  a n d  m e m b e r s  o f  

B B C  m a n a g e m e n t  t h a t  t h e  G P C C  C h a i r m a n  r e q u i r e s  t o  a t t e n d .

A l l  p a r t i e s  i n v o l v e d  m a y  b e  a c c o m p a n i e d  b y  o t h e r  p e o p l e  ( u s u a l l y  t o  a  

m a x i m u m  o f  t w o )  a n d  s h o u l d  i n f o r m  t h e  H e a d  o f  A c c o u n t a b i l i t y  o f  t h e i r  n a m e s  

a n d  d e s c r i p t i o n  o f  t h e i r  p u r p o s e  a t  l e a s t  s e v e n  w o r k i n g  d a y s  b e f o r e  t h e  

h e a r i n g .  T h o s e  w h o  a c c o m p a n y  t h e  p a r t i e s  w i l l  a t t e n d  a s  a d v i s e r s  r a t h e r  t h a n  

a d v o c a t e s .  L e g a l  r e p r e s e n t a t i o n  s h o u l d  n o t  b e  n e c e s s a r y  a s  t h i s  is  n o t  a  

c o u r t  o f  l a w .  I t  w o u l d  o n l y  b e  p e r m i t t e d  w i t h  t h e  p r i o r  p e r m i s s i o n ,  a n d  a t  t h e  

d i s c r e t i o n  o f ,  t h e  G P C C ’s  C h a i r m a n .  T h e  E d i t o r i a l  A d v i s e r ,  H e a d  o f  

A c c o u n t a b i l i t y  a n d  C o m p l a i n t s  A d v i s e r  m a y  a t t e n d .

A p a r t  f r o m  t h e  p e o p l e  m e n t i o n e d ,  t h e  h e a r i n g s  t a k e  p l a c e  i n  p r i v a t e .

T h e  G P C C  C h a i r m a n  w i l l  d e c i d e  o n  t h e  p r e c i s e  f o r m a t  f o r  e a c h  h e a r i n g ,  b u t  i t  

w i l l  n o r m a l l y  b e  a s  f o l l o w s :

»  T h e  c h a i r m a n  o u t l i n e s  t h e  h e a r i n g  p r o c e d u r e

•  Y o u  w i l l  b e  i n v i t e d  t o  s u m m a r i s e  y o u r  o r i g i n a l  c o m p l a i n t  a n d  t h e  

b a s i s  f o r  a p p e a l

T h e  c o n t e n t  s u p p l i e r s / B E S T m a n a g e m e n t  r e p r e s e n t a t i v e s  w i l l  b r i e f l y  

r e s p o n d  t o  y o u r  c o m p l a i n t

•  T h e  c h a i r m a n  a n d  o t h e r  G P C C  m e m b e r s  m a y  a s k  y o u  a n d  o t h e r s  

p r e s e n t  q u e s t i o n s

•  A t  t h e  o h a i r m a n ^  d i s c r e t i o n ,  t h &  t w o  p a r t i e s  m a y  q u e s t i o n  e a c h  

o t h e r

•  T h e r e  i s  t h e r r a r r  o p p o r t u n i t y  f o r  t h e  c o n t e n t  s u p p l i e r s  a n d / o r ”B B C  

m a n a g e m e n t  t o  m a k e  a  b r i e f  f i n a l  s t a t e m e n t  f o l l o w e d  b y  a  b r i e f  

s t a t e m e n t  b y  y o u .

N e w  m a t e r i a l  I s  n o t  n o r m a l l y  a c c e p t e d  a t  t h e  h e a r i n g .

A f t e r  a  h e a r i n g ,  t h e  C h a i r m a n  a n d  G P C C  m e m b e r s  w h o  h a d  b e e n  p r e s e n t  w i l l  

c o m e  t o  a  f i n d i n g  o n  t h e  a p p e a l .
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6 .  W h a t h a p p e n s  i f  a n  a p p e a l  i s  u p h e l d ?

W h e n  a n  a p p e a M s  u p h e l d  t h e  G P C C  w i l l :

•  R e q u i r e  m a n a g e m e n t  t o  t a k e  a n y  a p p r o p r i a t e  r e m e d i a l  a c t i o n  t o  g u a r d  

a g a i n s t  t h e  b r e a c h  o c c u r r i n g  a g a i n  a n d / o r  c o n s i d e r  a p p r o p r i a t e  

d i s c i p l i n a r y  a c t i o n ,  a n d  t o  r e p o r t  b a c k  t o  t h e  C o m m i t t e e .

•  P u b l i s h  i t s  f i n d i n g ,  i n c l u d i n g  a n y  d i r e c t i o n s  t o  m a n a g e m e n t  o n  r e m e d i a l  

a c t i o n  o n  t h e  c o m p l a i n t s  w e b s i t e .

•  E n s u r e  t h a t  t h e  B B G  a p o l o g i s e s  t o  t h e _ a p p e l l a n t  f o r  t h e  b r e a c h  in  

p r o g r a m m e  s t a n d a r d s .  T h e  C o m m i t t e e  m a y  a l s o  r e q u i r e  a n  o n - a i r  o r  

p u b l i s h e d  a p o l o g y  o r  c o r r e c t i o n .

7 .  W h o  d o  T c o n t a c t  a b o u t  t h e  a p p e a l s  p r o c e s s ?

T o  s u b m i t  a n  a p p e a l ,  p l e a s e  w r i t e  t o :

C o m p l a i n t s  A d v i s e r

R o o m  2 t l 7 3 5  M a r y l e b o n e  H i g h  S t r e e t

L O N D O N  W 1 U  4 A A

I f ,  a s  o u t l i n e d  in  t h e  I n t r o d u c t i o n ,  y o u  a r e  n o t  h a p p y  w i t h  t h e  w a y  y o u r  a p p e a l  

h a s  b e e n  h a n d l e d ,  p l e a s e  w r i t e  f i r s t  t o :

H e a d  o f  A c c o u n t a b i f i t y

R o o m  2 1 1 , 3 5  M a r y l e b o e e  H i g h  S t r e e t

L O N D O N  W T U 4 A A

A n d  i f T o u : r e m a i n  u n h a p p y ,  t o :

D i r e c t o r  o f  G o v e r n a n c e

R o o m  2 1 1 ,  3 5  M a r y l e b o n e  H i g h  S t ^ e t

L O N D O N  W 1 U 4 A A

P l e a s e  n o t e  t h a t  t h e  H e a d  o f  A c c o u n t a b i l i t y  a n d  D i r e c t o r  o f  G o v e r n a n c e  a r e  

o n l y  a b l e  t o  c o n s i d e r  w h e t h e r  y o u r  a p p e a l  h a s  b e e n  p r o p e r l y  h a n d l e d  i n  t e r m s  

o f  c l e a r  c o m m u n i c a t i o n ,  f a i r n e s s  a n d  t i m e l i n e s s .  T h e y  c a n n o t  c o n s i d e r  t h e  

o u t c o m e  o f  a  G P C C  d e c i s i o n  -  t h e  G o v e r n o r s ’ d e c i s i o n  i s  t h e  f i n a l  s t a g e  in  

t h e  B B C  c o m p l a i n t s  p r o c e s s .  H o w e v e r  y o u  m a y  b e  a t » le  t o  c o m p l a i n  t o  

O f c o m  -  s e e  n o t e  in  I n t r o d u c t i o n  -  a l t h o u g h  O f c o m  c a n n o t  c o n s i d e r  m a t t e r s  

in  r e l a t i o n  t o  t h e  B B C  o n  i m p a r t i a l i t y  a n d  a c c u r a c y ,  e l e c t i o n s  a n d  

r e f e r e n d u m s ,  s p o n s o r s h i p  a n d  c o m m e r c i a l  r e f e r e n c e s .
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