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Barwon Regional Community Media Association
External Complaints Policy

Purpose

This policy outlines the process for BRCM to respond to external complaints — from listeners or
members of the public. BRCM acknowledges the rights of its listeners and other members of the
community to make complaints in writing about alleged non-compliance with both the licence
conditions in the Broadcasting Services Act 1992 and the requirements outlined in the Community
Radio Broadcasting Codes of Practice.

Introduction

BRCM welcomes feedback from parties interested in developing its operations. BRCM will treat all
complaints from the public in a serious, considered, and polite manner. The complaint would not
occur without a genuine interest in the station and people feeling they have legitimate concerns.
BRCM will deal with complaints professionally and according to established policy.

1. Policy

This policy relates to Code 10 of the Community Broadcasting Codes of Practice, which outlines the
legal requirements for complaints handling.

1.1 BRCM acknowledges the rights of its listeners and other members of the community to make
complaints about the station in writing about

a) alleged non-compliance with both the licence conditions in the Broadcasting Services Act
1992 and the requirements outlined in the Community Broadcasting Codes of Practice.

b) program content, and

c) the general service provided to the community.

1.2 BRCM will broadcast at least one on-air announcement each week that contains information
about the Codes of Practice and where listeners can get a copy.

1.3 BRCM will make every reasonable effort to resolve complaints, except where a complaint is clearly
frivolous, without sufficient grounds or not made in good faith. Comments and feedback of a negative
nature should not automatically be interpreted as a complaint. Itis important for staff, announcers,
and volunteers to recognise the difference between negative feedback (eg: ‘too much Elvis’) and a
Code of Practice complaint.

1.4 BRCM Board of Management will refer to this policy (located in the Policy Folder in the office and
on the station website), the Community Broadcasting Codes of Practice, Code 10 - Complaints and
Disputes. The Pulse has a separate policy for dealing with internal station conflict.

1.5 BRCM has a complaints and disputes policy and procedure that clearly sets out the different ways
to deal with:

a) Code Complaints;

b) Internal Complaints and Disputes; and


https://www.cbaa.org.au/resources/resource-library/code-10-complaints-and-disputes
https://www.cbaa.org.au/resources/resource-library/code-10-complaints-and-disputes

c) complaints that are about a breach of a Licence Condition or the Broadcasting Services Act
1992.

2. Complaints in General

2.1 BRCM will provide clear and prominent information about how to make a complaint, which
includes a direct link to a feedback section on the station website.

2.2 People making complaints will be:

a) listened to, treated with respect by our workers and actively involved in the complaint
process where possible and appropriate; and

b) provided with reasons for our decisions.

2.3 BRCM will keep a record of complaints and our responses for at least 24 months from the date of
the complaint. Records will include:

a) the outcomes of the complaint including whether it or any aspect of it was substantiated or
dismissed;

b) any recommendations made to address problems identified;
c) any decisions made on those recommendations; and
d) any outstanding actions to be followed up, including analysing any underlying causes.

2.4 BRCM will keep a recording of any programs that are the subject of a complaint for 60 days after
the complaintis received.

2.5 BRCM will keep any material the ACMA has asked us to keep for the length of time specified by the
ACMA.

2.6 BRCM is not required to resolve a complaint that:
a) is frivolous, vexatious, or an abuse of the complaints process;
b) is offensive or vulgar;

c) is the second or later complaint in a series of complaints from a single person about the
same issue; or

d) expressly indicates that a response is not required.
3. Code Complaint

3.1 Complaints that allege BRCM has breached the Community Radio Broadcasting Codes of
Practice should first be addressed to us and will be dealt with in accordance with our complaints and
disputes policy and procedure.

We will acknowledge receipt of Code Complaints promptly in writing.

3.2. Code Complaints must:
a) be received within 30 days of the relevant broadcast, if about material broadcast;
b) be made via email or letter or by filling in a form;
c) contain the name and contact details of the complainant;

d) include sufficient detail of the complaint (e.g., date, time, program, and description of the
material, which Code alleged to be breached).

3.3. BRCM will reply to Code Complaints in writing as soon as is practicable, and at the latest, within
60 Days of the receipt of the complaint. The reply will respond to the concerns raised in the Code



Complaint. We will inform the complainant of their right to refer the complaint to the ACMA if they are
unsatisfied with our response. We must respond adequately within 60 days of receiving a complaint
about compliance with the Codes of Practice or the complainant may make a complaint to the ACMA
about the matter.

4. Internal Complaints and Disputes

The ACMA does not have a role in the complaint or dispute resolution process for Internal Complaints
and Disputes. Internal Complaints and Disputes will be dealt with in accordance with BRCM
complaints and disputes policy and procedure.

5. Complaints about a breach of a Licence Condition or the Broadcasting Services Act 1992

5.1 If a complainant believes we have breached a condition of our licence or failed to comply with our
Broadcasting Services Act 1992 requirements, the person may make a complaint to the ACMA about
the matter.

If such a complaintis addressed to us, we will acknowledge receipt promptly in writing and inform the
complainant of their right to complain directly to the ACMA.

5.2 We must keep a record of matters relating to a political subject or current affairs for 6 weeks from
the date of broadcast, or 60 days if a complaint about the matter is received.

6. Process
6.1 A complaint must be in writing.

6.2 BRCM will ensure that complaints are processed by a designated, responsible person such as the
Management Committee Secretary or Station General Manager and that receipt is acknowledged in
writing.

6.3 BRCM will take complaints seriously and respond as soon as possible. Complaints must be
responded to in writing within 60 days of receipt, as required by the Act, and the final response will
include a link to the Codes of Practice.

6.4 Complainants are advised in writing that they have the right to refer their complaint about a Codes
of Practice matter to ACMA provided they have first:
a) lodged a complaint in writing with BRCM and
b) received a substantive response from the licensee and are dissatisfied with this response, or
c) have notreceived a response from the licensee within 60 days after making the complaint.
6.5 BRCM will maintain a record of complaints and responses for at least two years from the date of
the complaint. These records will include:
a) the date and time the complaint was received.
b) the name and contact details of the complainant.
c) the substance of the complaint, along with correspondence and any written documentation
from the complainant.
d) all written documentation relating to BRCM’s investigation and determination of outcomes.
e) the substance and date of BRCM’s response to the parties involved in the complaint, along
with correspondence and any written documentation from BRCM
f) any written correspondence from ACMA and other bodies in regard to the complaint.
g) all material relating to the complaint, such as audio copies of broadcast material.
6.6 The record of complaints and responses will be secured on BRCM’s database and be made
available to ACMA on request.



3. Flow Chart

A Thank caller for their interest and advise them if they
complaint would like a to put their complaint in writing and address
is it to the Station Manager (supply street or email address)

received.
Isitin The complaint is forwarded to the Station Manager (or
writing? Complaints Officer). The complaint is entered into the
stations complaint log record.

The responsible officer will assess the A written response sent
complaint in terms of its merit. Is the stating the assessment
complaint assessed as either clearly as reason for taking no

frivolous, without sufficient grounds or not further actinn

If the complaint is assessed as serious, such as alleging non-compliance with licence
conditions in the Act or the requirements outlined in the Community Broadcasting
Codes of Practice, program content, or the general service provided to the community,
then the following is required:

a) Awritten acknowledgment of receiving the complaint,

b) aninvestigation into the complaint (which may require translation of program

content in LOTE) and

c) awritten response within 60 days including a copy of the Codes of Practice.

d) All material to be logged in the station’s complaint log.
If not satisfied with the response, the complainant can take the complaint to ACMA.

If ACMA finds that a complaint is justified, and a breach of the act or code has occurred then ACMA
can require the station to take steps to ensure that this situation does not recur. In extreme cases
ACMA has the power to revoke a licence.
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