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Introduction

Any viewer or listener who is not satisfied about broadcasting content on an Irish broadcasting service,
whether a programme or an advertisement/commercial communication, has a right to complain about it
and have their complaint handled by the broadcaster in the first instance.

This document explains how the complaints procedure works, the role of the broadcasters and the
Broadcasting Authority of Ireland (BAI) in adjudicating complaints.

Your right to complain is protected by the Broadcasting Act 2009. This Act is available on request from
the offices of the BAI, 2 — 5 Warrington Place, Dublin 2 (01 644 1280) or on its website, www.bai.ie.

This document is a summary of the complaints process, including the powers and jurisdiction of the
Broadcasting Authority of Ireland. It does not purport to be exhaustive and complainants are advised to
study carefully the statutory provisions.
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1.1

1.2

1.3

Radio & Television Complaint Procedures

Who Can Make a Complaint?
Any viewer or listener can make a complaint to the relevant broadcaster about a programme or
advertisement/commercial communication broadcast on their service.

Which broadcasters are within the scope of the complaints process?

All commercial, community and public radio and television broadcasters, be they on a local,
temporary, institutional, regional or national basis, licensed within the Republic of Ireland, are
covered by the complaints handling process detailed in this document.

For the avoidance of doubt, a ‘broadcaster’ in this instance refers to the organisation holding
the license to operate the broadcasting service rather than individual programme presenters,
producers etc. employed by the broadcaster.

What can | complain about?

If you see or hear any broadcast which you believe infringes any of the following requirement,
you can make a formal complaint to a broadcaster following the procedures detailed in their
Code of Practice for Complaints Handling: -

a) Objectivity/Impartiality in News, Fairness, Objectivity & Impartiality in Current Affairs
All broadcast news must be presented and reported in an objective and impartial manner
and without expression of the broadcasters’ own views. Current affairs broadcasts,
including matters of public controversy or debate, must be treated in a manner which is
fair to all interests concerned and the broadcast must be presented in an objective and
impartial manner, without any expression of the broadcasters’ own views.

In this regard, there is a Code of Fairness, Objectivity and Impartiality in News and
Current Affairs that has principles and rules that broadcasters must follow. A copy of this
Code and related guidance notes is available on the BAIl website, www.bai.ie or upon
request by phoning or emailing the BAI (Ph: 01 6441200, email: complaints@bai.ie).

Complainants who believe that a news programme has not been objective or impartial or
that a current affairs programme has not been fair, objective or impartial should refer to the
rules of this Code when making a complaint to a broadcaster.

b) Law and Order
Every broadcaster must ensure that it does not broadcast anything which may reasonably
be regarded as being likely to promote, or incite to, crime or as tending to undermine the
authority of the State.



¢) Harm & Offence
Every broadcaster must ensure that it does not broadcast anything that may reasonably be
regarded as causing harm or undue offence. In this regard, there is a Code of
Programme Standards that has principles and rules that broadcasters must follow. This
Code details a range of factors that may be taken into account when determining whether
undue offence and/or harm may be caused by programme material.

This Code is available on request from the offices of the BAI or on its website, www.bai.ie
or upon request by phoning or emailing the BAI (Ph: 01 6441200, email:
complaints@bai.ie). Complainants who believe that a programme has caused harm or
undue offence should refer to the rules of this code when making a complaint to a
broadcaster.

d) Privacy of an Individual
It is the duty of broadcasters to ensure in its programmes and in the means employed to
make such programmes, the privacy of an individual is not unreasonably invaded. To
complain under this category, the unwarranted invasion of privacy must concern the
complainant directly and/or be a person nominated by such an individual.

e) Advertising, Teleshopping, Sponsorship, Product Placement & Commercial
Communications
A commercial communication is a form of commercial message. Types of commercial
communications include advertising, sponsorship, teleshopping and product placement but
do not include public service announcements and charity appeals broadcast free of
charge. A full definition of what constitutes a Commercial Communication is included in
the General Commercial Communications Code.

Broadcasters must work within two established codes of standards and practice for
commercial communications. These are the General Commercial Communications
Code and the Children’s Commercial Communications Code. Copies of both Codes
and guidance notes are available on request from the offices of the BAI or on its website,
www.bai.ie or upon request by phoning or emailing the BAI (Ph: 01 6441200, email:
complaints@bai.ie).

Where do | direct my complaint?

The Broadcaster

The BAI has discretion, under section 48(3) of the Act, to refer a complaint in the first instance
to the broadcaster for consideration. Therefore in general, the BAI expects that the broadcaster
is the first stop for complaints.

The advantages of a broadcaster addressing your complaint first are:

e Some complaints may not be based on the Act and are best resolved by the
broadcaster;



e The broadcaster has institutional knowledge which can allow for a speedy
resolution of your complaint;

e Under section 47 of the Act the broadcaster has a statutory obligation to give due
and adequate consideration to a complaint on grounds specified in section 48(1).

You should make your complaint in the manner outlined in the broadcaster's Code of Practice
for Complaints Handling. This can be found in the complaints section of a broadcasters’
website. For easy reference, a link to the relevant contact details for each broadcaster and to
that part of their website that contains their Code of Practice for Complaints Handling is
included in Appendix 1 below.

The BAI

We may address a complaint ahead of the broadcaster where the complaint deals with issues
of privacy, anonymity and/or the complainant provides an acceptable reason(s) why the
complaint should not be referred to the relevant broadcaster first.

The BAI also deals with complaint referrals i.e. where a broadcaster has already issued a
response on a complaint or where a broadcaster has not issued a response within the relevant
timeframe. For a referred complaint we will consider the complaint and may carry out an
independent review of the complaint and the broadcaster’s response or lack thereof.

We ask that you submit a referral complaint promptly. The BAI considers 14 days is a
sufficient period within which to submit a referral complaint. If your referral occurs later than
14 days after a broadcaster’s decision or lapse of a broadcaster’s timeframe you must/ we ask
that you provide an explanation for this delay.

We retain discretion to accept referred complaints received later than 14 days after the
broadcaster’s decision or their failure to respond. If we reasonably believe there has been an
undue delay in the submission of a referral complaint we may reject the complaint. Each
complaint will be considered on a case-by-case basis.

Further information on the decision-making process of the BAI is set out in Appendix 4.

When directing complaints to the BAI, you should complete the form included at Appendix 2
and send it to:

Complaints Officer

Broadcasting Authority of Ireland

2 — 5 Warrington Place, Dublin 2

Phone: (01) 6441200

Fax: (01) 6441299 E-mail: complaints@bai.ie
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1.6

1.7

How quickly should the complaint be made to a broadcaster?
There is a time limit: -

() If the complaint relates to one broadcast, it must be sent to the broadcaster no later
than thirty days after the date of the broadcast;

(ii) If it relates to two or more unrelated broadcasts, it must be sent no later than thirty
days after the date of the earlier or earliest broadcast;

(iii) If it relates to two or more related broadcasts, of which at least two are made on
different dates, it must be sent no later than thirty days after the later or latest of these
broadcasts.

What will happen to your complaint to the broadcaster?
Once a complainant has submitted their complaint to the relevant broadcaster, the broadcaster
should acknowledge receipt of your complaint.

The broadcaster should consider the content of your complaint and inform you of their
decision. The broadcaster should also inform you of the manner in which it will seek to resolve
it to your satisfaction in an agreed manner. The manner in which a complaint will be resolved
will be decided by broadcasters on a case-by-case basis. This may entail an apology,
correction, clarification and/or the offer of a rebuttal.

The BAl invites any member of the public or other interested parties to contact the BAI if
you have any queries regarding the complaint handling process.

Section 48(5) Broadcasting Act 2009

This section of the Act permits an employee of the Broadcaster or an independent producer to
make a request to the BAI to comment on a complaint. If the BAI considers the interest of the
employee might be adversely affected, or the prospects of the independent producer to obtain
future programming commissions from the broadcaster concerned may be impeded, as a
result of the complaint, then he/she will be given the opportunity to comment.

It is expected that requests of this nature will be the exception since, in the normal course of
events, broadcasters are expected to ensure that an employee or independent producer would
be informed of the complaint and be provided with the opportunity to input into the response of
the broadcaster to the BAIl in respect of the complaint. Nevertheless, broadcasters are
expected to apprise relevant parties of the provisions of section 48(5).



1.8

1.9

Right of Reply Scheme

In addition to the categories of complaints listed above in Section 1.3, a member of the public
may request a Right of Reply from a broadcaster. A Right of Reply, as set out in the
Broadcasting Act 2009 provides for the correction of incorrect facts or information that
have been broadcast about a person, where the assertions of such incorrect facts or
information may have impugned that person’s honour or reputation.

The Broadcasting Act has given the BAI responsibility for the development of the Right of
Reply Scheme and this Scheme has been developed by the BAI and can be viewed on the
BAI's website, www.bai.ie

Further to this Scheme, broadcasters must publish the Right of Reply Scheme on their web
sites and provide up-to-date details in relation to the person who deals with any requests for a
Right of Reply.

As stated, a Right of Reply is about the correction of incorrect facts or information; it does not
provide for the broadcast of an alternative or contrary opinion. In other words, a person may
not be satisfied with the manner in which a broadcaster has relayed information about him/her,
but a Right of Reply will not be granted unless the facts or information are factually incorrect
such that their honour or reputation have been impugned. If the matter is one where the facts
were correct, but not fairly presented, and was contained in a current affairs programme, you
can make a complaint under fairness, objectivity and impartiality (See Section 1.3 above for
more information).

Under the Scheme and only in certain circumstances, a member of the public may request the
Compliance Committee of the BAI to review a decision of a broadcaster not to grant a Right of
Reply. Information on the review process can be found in the Right of Reply Scheme.
Interested parties seeking a review should complete the form included at Appendix 3.

Confidentiality

The BAI undertakes the complaint referral process and the operation of the Right of Reply
Scheme in a confidential manner and asks that all parties in a complaint respect this
confidentiality. Parties involved in a complaint are asked not to comment publicly on the
complaint until it has been dealt with by the BAI.

While you contact details will not be disclosed, the BAI is subject to the requirements of the
Freedom of Information Act (1997) and the Freedom of Information (Amendment). If there is
any aspect of your complaint which you deem commercially sensitive or which you may wish to
make in confidence, please identify any information which you do not wish to be publicly
disclosed and specify the reasons for its sensitivity. If the BAI receives a request for
information submitted in confidence, you will be consulted before any decision is made.



APPENDIX 1

Code of Practice for Complaints Handling
List of Broadcaster Websites

Broadcasters are required to develop and implement a Code of Practice for Complaints Handling. For
ease of reference and in line with its statutory obligations, the BAI is making available information
regarding the Code of Practice for all Irish broadcasters. The list is provided below.

If you have any difficulty accessing the Code of Practice for Complaints Handling, you should contact
the broadcasters directly. Contact details for broadcasters can be found on the BAI website at the
www.bai.ie.

In the event that you continue to have trouble in accessing the broadcaster's complaints procedures,
you may contact the BAI: www.bai.ie



4FM

http://classichits.ie/

98FM

http://www.98fm.com/about/complaints/

Athlone Community
Radio

http://www.athlonecommunityradio.ie/complaints/

Beat

http://www.beat102103.com/complaints

Castlebar Community
Radio

http://www.crcfm.ie/Contact Us.php

CCTV

http://www.corkcommunitytv.ie/complaints.html

Clare FM

http://www.clare.fm/complaints

Claremorris Community
Radio

http://www.ccr946.ie/complaints/

Connemara Community
Radio

http://www.connemarafm.com/complaints.html

Cork Campus Radio

http://www.ucc.ie/ccr/

Cork’s 96 / C103 http://www.96fm.ie/Station-Info/Complaints  http://www.c103.ie/Station-Info/Complaints

Dublin City FM http://dublincityfm.ie/policies

Dublin South FM http://dublinsouthfm.ie/complaints

Dundalk FM http://www.dundalkfm.com/

East Coast http://eastcoast.fm/contact/complaints

Flirt FM http://www.flirtfm.ie/station info/

FM104 http://www.fm104.ie/Station-Info/Complaints

Galway Bay http://www.galwaybayfm.ie/component/k2/item/51-complaint

Highland http://www.highlandradio.com/contact/complaint/

iRadio http://www.iradio.ie/complaints

KCLR http://kclr96fm.com/code-of-practice/

KFM http://www.kfmradio.com/kfm-radio/broadcasting-authority-of-ireland/code-of-practice-on-
complaints-handling.html

Life FM http://www.lifefm.ie/life/Content/About-Us/About-Us-Code-of-Practices.html|

Liffey Sound http://liffeysoundfm.ie

Limerick’s Live 95

http://www.live95fm.ie/About-Us/Complaints

LMFM http://www.Imfm.ie/Station-Info/Complaints

Lyric FM http://www.rte.ie/about/complaints.html

Mid West http://www.midwestradio.ie/index.php/complaints
Midlands 103 http://www.midlandsradio.fm/Complaints.aspx




NEAR FM http://www.near.ie/pdfs/Complaints procedure3.pdf

Newstalk http://www.newstalk.ie/footer pages/contact.php

Ocean FM http://oceanfm.ie/complaints

P5TV http://www.p5tv.com/contactus.php

Phantom FM http://www.phantom.ie/page/190.194.207/-/0/CONTACT%20INFORMATION
Phoenix FM http://phoenixfm.ie/?page id=252

Q102 http://www.q102.ie/Station-Info/Complaints

Radio Kerry http://www.radiokerry.ie/about/complaints/

Radio Nova http://www.nova.ie/complaints/

Raidio Corca Baiscinn

http://www.rcb.ie/

Raidio na Life

http://raidionalife.ie/fuinn / http://raidionalife.ie/auto-draft/?lang=en

Red FM http://www.redfm.ie/about/complaints/
Rna G http://www.rte.ie/about/complaints.html
Ros FM http://www.rosfm.ie/complaints/

RTE http://www.rte.ie/about/complaints.html

Setanta & PPTV

http://www.setanta.com/ie/code-of-practice/

Shannonside / NS

http://www.shannonside.ie/about-us/complaints-2/

Shannonside / NS

http://www.northernsound.ie/about-us/complaints-2/

South East Radio

http://www.southeastradio.ie/programmes_schedule/index.php

South West Donegal

Contact 074 973 7000 for a copy of the Code of Practice

Spin FM

http://spin1038.com/business/feedback/

Spin South West

http://www.spinsouthwest.com/page/487.510.602/-/0/Complaints

Spirit

http://spiritradio.ie/index.php?option=com content&view=article&id=116&Iltemid=575

Sunshine

http://sunshineradio.ie/about/complaints




TG4

http://www.tg4.ie/ie/corporate/background.html

http://www.tg4.ie/en/corporate/background.html

Tipp FM http://www.tippfm.com/site/marketing-award/

Tipp Mid West http://www.tippmidwestradio.com/about-us/55-complaints.html
Today FM http://www.todayfm.com/contact-us

TV3/3e http://www.tv3.ie/contact.php?page=Complaints%20Handling
West Dublin http://wdar.ie/complaints-form/

West Limerick

http://www.westlimerick102fm.com/

Wired FM

http://www.wiredfm.ie/?page id=9

WLR

http://www.wlrfm.com/index.php?option=com _content&view=article&id=374&Itemid=1030

Youghal Community
Radio

http://www.youghalradio.com/?page id=173




APPENDIX 2

COMPLAINT/COMPLAINT REFERRAL FORM



Complaint/Complaint Referral Form

Programming & Commercial Communication (including
Advertising) Content

Making a Complaint

This form should only be used if you have already made a complaint to a broadcaster
or where you believe you have grounds to make a complaint directly to the BAI (see
section 3 below). If this is not the case, please contact the broadcaster in the first
instance.

This form has three sections:

o Please complete section 1 if you have made a complaint to a broadcaster and
either you have received no response from the broadcaster or you are unhappy with
their decision.

e Section 2 requires you to provide the detail of your complaint, including the section of
the Broadcasting Act that you believe the programme infringed. This should be
completed if you are referring a complaint or making a complaint directly to the BAI.

e Please complete section 3 if your complaint concerns anonymity, your privacy or
where you believe there is a particular or exceptional reason(s) why the complaint
should not be referred to the relevant broadcaster in the first instance for
consideration.

You should complete this form in full and, where relevant, attach copies of all previous
correspondence between you and the relevant broadcaster.

The BAI has developed a guide to the complaints process. This details how broadcasters and
the BAI will handle your complaint. It is recommended that you read this document before
making a complaint or completing this form. This document is available on the BAI website
here. A copy of the document is also available from the BAI upon request by emailing
complaints@bai.ie.

If you would like further help or advice on making your complaint or completing this form,
please contact one of the Authority’s staff on the number provided on this form or by e-mail,
complaints@bai.ie.




Section 1 — Referral process

This section should be completed only if you have already made a complaint to the
broadcaster and are not satisfied with their response or have not received a response.

Date initial complaint made to broadcaster (dd/mm/yy):

Did you receive a response from the broadcaster within the timeframe
included in the Code of Practice?

If no, you can submit your complaint to the BAI for consideration.

Or

Are you dissatisfied with the response you have received from the

broadcaster?

If yes, please complete this section briefly, summarising the main points of why you are not
satisfied with the broadcaster’s response.

Only to be filled in if you have already submitted your complaint to the broadcaster.

Reasons for referral: Please outline the reasons why you feel the broadcaster’s
response is unsatisfactory. Once you have completed this section, please proceed to
Section 2 below.




Section 2 — Details of your complaint

Complaints are considered by the BAI under Section 48(1) of the Broadcasting Act 2009 under the

following categories:

48(1)(a) Obijectivity & impartiality in news

48(1)(a) Fairness, objectivity & impartiality in current affairs
48(1)(b) Harm & offence

48(1)(b) Law & order

48(1)(c) Privacy of an individual

48(1)(d) Broadcasting Codes (including advertising, sponsorship, teleshopping & product placement).

Details of complaint Details must be completed in full.

Programme Title / Broadcast Item

Programme date: dd/mm/yr

Time of broadcast (if applicable)

Broadcaster

If you select a category that is also linked to a broadcasting code, you must identify which section of
the Code applies with the exception of Law and Order and Privacy. Please use the links below to

access the Codes or contact us for a copy.

Is the complaint an infringement of:

Please specify
category/section
of Code applying

48(1)(a) Objectivity & Impartiality in News: Code of Fairness, Objectivity and
Impartiality in News: See_here for Code.

48(1)(a) Fairness, Objectivity & Impartiality in Current Affairs: Code of

Fairness, Objectivity and Impartiality in News and Current Affairs: See here
for Code.

48(1)(b) Harm & Offence: Code of Programme Standards — See here for Code

48(1)(b) Law & Order- No relevant Code

48(1)(c) Privacy of an Individual: No relevant Code. Please note that this relates
only to your privacy.

48(1)(d) Commercial Communications, including advertising and other
commercial messages: General and Children’s Commercial Communications

Codes. See here for Code.




Please provide your personal contact details. These are for use by the BAI only.

Contact Details: Please complete these details in full.

Surname

First Name

Mr. / Mrs. | Ms.

Address

Daytime Phone Number

Email (if applicable)

PLEASE NOTE:

It is important that you enter the relevant sections of the Codes applicable to your complaint
when completing the above section. The complaint will take longer to consider if the sections
are not entered. If you require assistance in this regard, please feel free to contact the BAI.

Is the matter complained of the subject of any proceedings in a court of law in the Republic of

Ireland?

Please note: all previous correspondence between you and the relevant broadcaster must be
included with this form.

All decisions by the BAI concerning complaints are made publicly available, including
the name of the complainant. However, in the event that a complainant has valid
concerns relating to privacy issues in making a complaint, the BAI may consider
requests from the complainant for anonymity. Please note that the personal contact
details submitted by you are for use by the BAI only and will not be disclosed to a
third party.

While you contact details will not be disclosed, the BAI is subject to the requirements
of the Freedom of Information Act (1997) and the Freedom of Information
(Amendment). If there is any aspect of your complaint which you deem commercially
sensitive or which you may wish to make in confidence, please identify any
information which you do not wish to be publicly disclosed and specify the reasons
for its sensitivity. If the BAI receives a request for information submitted in
confidence, you will be consulted before any decision is made.




Section 3 - Complaint to BAI

Please complete this section if you believe there are any particular or exceptional
reason(s) why the complaint should not be referred to the relevant broadcaster in the
first instance for consideration in accordance with the Code of Practice for Handling
Complaints? For example, the complaint relates to privacy or anonymity. Please provide
details of the reasons why you would not wish your complaint to be so referred to the
broadcaster.

Not relevant if you have already referred your complaint to the Broadcaster.

If you wish to make your complaint directly to the BAI, please also complete section 2
above once you have completed this section.




To finish, please read through the above form to ensure all your details are correct.

You may post, e-mail or fax this complaint form to the BAI. The relevant contact
details are: -

Complaints Officer Telephone: 01 644 1280
Broadcasting Authority of Ireland Fax: 01 644 1299

2 — 5 Warrington Place, Email: complaints@bai.ie
Dublin 2. Website:  www.bai.ie.

Date:




APPENDIX 3

RIGHT OF REPLY SCHEME
COMPLIANCE COMMITTEE REVIEW FORM



Right of Reply Scheme

Compliance Committee Review Form

Requesting a Review of Right of Reply Request

The first point of contact for requesting a Right of Reply is the relevant broadcaster. In
certain circumstances, you can request a review of a decision by a broadcaster to refuse your
request for a Right of Reply. For more information, please refer to the BAI Right of Reply
Scheme on the BAI's website: www.bai.ie

The application for a review of the refusal of a request for a Right of Reply must be submitted
to the Compliance Committee:

- not later than 21 days after receipt from the broadcaster of a decision to refuse the Right of
Reply request, or;

- not later than 31 days after receipt of your initial request where the broadcaster has not
made a decision on the request, or;

- not later than 21 days after the failure to agree the form of the Right of Reply statement or
the failure and/or refusal to broadcast the Right of Reply statement - formerly agreed.

You must complete this form in full and attach all previous correspondence between you and
the relevant broadcaster.

If you require further help or advice, please contact one of the Authority’s staff on the number
provided on this form or by e-mail, complaints@bai.ie.




For office use only: Ref. No.

Grounds for a Review by the Compliance Committee
Please state the basis for you request for a review by the BAI of your Right of Reply
request to the broadcaster (only one of the following should be selected).

Broadcaster has refused my request for a Right of Reply and I am
dissatisfied with the reasons provided........................ PM

Broadcaster has not made a decision within 10-days of receipt of my
initial request for a Right of Reply........ccoovviiiiie, |

Broadcaster has agreed a Right of Reply is warranted but the form of the
Right of Reply Statement cannot be agreed by the parties....................

Broadcaster has agreed a Right of Reply is warranted but has
failed/refuses to broadcast the statement formally agreed................

Date of a refusal of arequest for a Right of Reply:




Please provide your personal contact details. Contact Details submitted are for use by
the Authority only.

Contact Details: Please complete these details in full.

Surname

First Name

Mr. / Mrs. / Ms.

Address

Daytime Phone Number

Email (if applicable)

Fax Number (if applicable)

Is the matter complained of the subject of any proceedings in a court of
law in the Republic of Ireland?

All requests for a review of a decision by a broadcaster not to grant a Right of Reply
considered by the Authority are made publicly available, including the name of the
complainant. However, in the event that a complainant has valid concerns relating to
privacy issues in making a complaint, the Authority may consider requests from the
complainant for anonymity.

Please note that the personal contact details submitted by you are for use by the BAI
only and will not be disclosed to a third party.

While you contact details will not be disclosed, the BAI is subject to the requirements
of the Freedom of Information Act (1997) and the Freedom of Information
(Amendment). If there is any aspect of your complaint which you deem commercially
sensitive or which you may wish to make in confidence, please identify any
information which you do not wish to be publicly disclosed and specify the reasons for
its sensitivity. If the BAI receives a request for information submitted in confidence,
you will be consulted before any decision is made.




To finish, please read through the above form to ensure all your details are correct.

You may post, e-mail or fax this complaint form to the BAI. The relevant contact
details are: -

Complaints Officer Telephone: 01 644 1280
Broadcasting Authority of Ireland Fax: 01644 1299

2 — 5 Warrington Place, Email: complaints@bai.ie
Dublin 2. Website: www.bai.ie.

Please note: all previous correspondence between you and the relevant broadcaster must
be included with this form.

Date:




Appendix 4

Complaint Referrals — Decision-making Process

Decision-making process — Complaints Referrals

The BAl's consideration of complaints submitted will be carried out in private and will be
confidential. Upon receipt of your complaint/complaint referral, the BAI will take the following
steps if the complaint/complaint referral is considered valid:-

Vi.

Vii.

viii.

The BAI will contact the relevant broadcaster, and where relevant, will forward your
complaint to the relevant broadcaster. The broadcaster may then decide whether to
reply any time up to twenty-one days from the date of receiving the complaint. This
time limit may be extended by the BAI if good and valid reasons are shown.

A copy of the answer by the Broadcaster, if any, will be sent to the complainant. If the
reply is not to the satisfaction of the complainant, he/she has up to fourteen days
thereafter to submit their reply to the BAI. The time limit may be extended by the BAI if
good and valid reasons are shown.

An employee of the Broadcaster or an independent producer may request to comment
on a complaint. If the BAI considers the interest of the employee might be adversely
affected, or the prospects of the independent producer to obtain future programming
commissions from the broadcaster concerned may be impeded, as a result of the
complaint, then he/she will be given the opportunity to comment.

When the complaint is one in respect of an advertisement under Section 48(1)(d) of
the Broadcasting Act, 2009, the BAI will afford the person responsible for submitting
the advertisement an opportunity to make submissions in relation to the advertisement.

If the complainant is not satisfied with the response, all written correspondence
together with the relevant recording of the broadcast will be considered either by the
BAI Executive Complaints Forum or the Compliance Committee of the BAI.

In the case of complaints considered by the Executive Complaints Forum, if, having
considered all the relevant material, the Forum determines that the issues as raised in
the complaint are not borne out by the broadcasting content, the complaint will be
considered resolved.

If the Forum decides that there are complaint issues borne out by the broadcasting
content which require further consideration, the complaint will be referred to the
Compliance Committee for assessment.

In the case of the Compliance Committee, it considers all written material on file
together with relevant broadcast material. The issues are discussed in a collegiate
manner at a meeting of the Compliance Committee.
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If the Compliance Committee agrees with the complaint, it will be ‘upheld’.

If the Compliance Committee disagrees, the complaint will be ‘rejected’.

What happens when the BAI upholds a complaint?

A copy of the decision will be sent to the complainant and the broadcaster before its
publication. If the programme/advertisement is produced by a person other than the
broadcaster, the BAI will also forward a copy of the decision to the relevant person.

Summaries of all complaints are distributed to the media and posted to the BAl's
website, unless it considers it inappropriate to do so.

A complainant is requested to submit contact details. Such details submitted are for
use by the BAI for internal purposes only and are not divulged to third parties. The
information published includes the name of the complainant only.

The Compliance Committee may request the broadcaster to publish particulars of the
decision on a complaint in a manner previously agreed between the Compliance
Committee and the broadcaster concerned.

Where a programming complaint is upheld, in whole or in part, the broadcaster
concerned will broadcast the Compliance Committee’s decision, if the Compliance
Committee believes it appropriate to do so. This could include the name of the person
who made the complaint.

This will be done at a time and manner suitably similar or close to the timing of the
original broadcast which prompted the complaint. The only exception to this will be a
situation where the Compliance Committee considers it inappropriate to broadcast the
decision.

The Compliance Committee does not have any power to award to any party, costs or
expenses.
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