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What does the licence  
fee provide?
The BBC’s domestic broadcasting and online services are 
paid for by the TV licence. This allows a wide range of popular 
public services for everyone, free of advertisements and 
independent of advertisers, shareholders or political interests. 

% licence fee spend by platform 
Television	 Radio Future Media

 69%	17% 5%
Network Television

Network Radio

Future Media

Journalism

For a full copy of the BBC Annual Report and Accounts 2008/09 go to www.bbc.co.uk/annualreport
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New this year

Over the last 12 months we have improved our services. We 
have developed compelling marketing communications and 
technical improvements that have helped keep evasion low.
As part of our ongoing development we have taken on board 
feedback from the BBC Trust which represents the view of  
the licence fee payer.

Operational
Self-service is an important trend for licence fee 
payers and several initiatives help payers to pay or 
contact us at their convenience:

• �our new website is about to be launched. It will 
provide state-of-the-art access to information and 
means customers can update personal details easily. 
Customers will also be able to view and check their 
licence online 

• �we introduced an SMS service for cash customers 
to make payments, as well as SMS reminders

• �we launched a new website for our cash 
customers. This allows people to make a payment 
and check details

• we have improved our automated phone service
Hand-held devices for enquiry officers – all our 
enquiry officers have been equipped with handheld 
devices. This means they have instant access to the 
database and can also make immediate updates.

We are working to keep customers fully informed  
as technology changes. For example, you need to  
be licensed if you are watching or recording live 
broadcasts via the BBC iPlayer. Viewers are informed  
of this by a pop-up message.

We successfully completed a substantial programme 
of improvements for people living on the Isle of Man, 
Jersey and Guernsey. The islands are now able to enjoy 
the benefits of the Payment Card and the Savings 
Card, as well as enhanced customer service.

We have a new fleet of detector vans which are 
currently being fitted with sophisticated detecting 
equipment and will be operational in 2009/10.

Marketing
We began a new advertising campaign in April 
2008. Entitled ‘Circuit City’, the campaign is used  
on television, radio and billboards to remind customers 
of the need for a licence and convenient ways to pay.

We have begun the process of retendering our direct 
marketing and print contract. The result will be 
known in the spring of 2010.

Governance
The BBC Trust carried out a review of licence fee 
collection. The BBC has responded with an action 
plan outlining what we will be doing to address all their 
recommendations. For more information on this see  
the Governance and compliance section on page 16.
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Governance and compliance

The BBC Trust oversees the BBC and ensures arrangements 
for licence fee collection are ‘efficient, appropriate and 
proportionate’. The Trust ‘actively seeks the views of, and 
engages with, licence fee payers’.
The BBC Trust recently carried out an independent review  
of licence fee collection, which consulted with licence fee 
payers before making a number of specific recommendations 
on how our approach should develop. 

Trust review
We have taken these recommendations on board  
and will particularly be looking at how we communicate 
with licence fee payers, investigating whether our 
instalment schemes can be made more simple, and  
ways to increase the targeting of our enforcement.

The recommendations included:

• �reviewing our policy for those who inform us they  
do not need a licence

• �exploring if further simplification of payment plans  
is possible

• �improving awareness of the law surrounding watching 
television on the internet

• �revising early reminders to make sure they are easy  
to read, polite and non-accusatory

• introducing 03 phone numbers 

The BBC has responded with a detailed action plan 
with a time frame for the recommended actions.

Both the Trust’s review and the BBC’s action plan are  
available on the Trust’s website: www.bbc.co.uk/bbctrust/ 

Freedom of Information (FOI) requests
Last year we received an average of 16 FOI requests 
per month, or 190 in the full year, more than double 
the previous year’s total of 90. Exemptions were used 
in around half of replies, mostly because releasing the 
information might prejudice prevention or detection of 
a crime or because it would prejudice the commercial 
interests of the BBC.

Equality
The BBC takes equality seriously and has three 
schemes – covering race, disability and gender.

During the year we have:

• �ensured the complaints database is able to record 
complaints relating to equality

• �completed Equality Impact Assessments on our  
automated enquiry phone line and on our refunds 
policy. Three more are in progress with a timetable  
for others

• �made available licence fee conditions on the website  
in translation

The regulatory framework
The work of TV Licensing is covered by the 
Communications Act 2003 and The Communications 
(Television Licensing) Regulations 2004 (as amended 
annually). This legislation allows the BBC to issue and 
revoke TV Licences and describes what a TV Licence 
holder is permitted to do.

We are also bound by the Data Protection Act (1998), 
the Freedom of Information Act (2000) and the 
Regulation of Investigatory Powers Act (2000).

We have many policies interpreting the Regulations.  
The policies are developed by our policy adviser in 
liaison with specialist lawyers. The criteria used are 
whether the policies are legally correct, fair to the 
customer and appropriate and proportionate. We 
review significant policies at appropriate intervals. 
BBC staff work closely with TV Licensing agents to 
explain policies and discuss operational implications, 
often helping to develop customer information, training 
material and work instructions.

The security of the information we hold is paramount. 
We have comprehensive policies and controls in  
place to ensure this information is safe. Our strategy  
is compliant with the international security standard  
for Information Security Management. 

In a recent audit of databases carried out for the 
Joseph Rowntree Reform Trust, TV Licensing was one 
of only six out of 46 public sector organisations whose 
databases were found to be proportionate, necessary 
and legally sound.

www.bbc.co.uk/bbctrust/
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“�We regularly see people whose household 
budget is under a lot of pressure, and the 
literature from TV Licensing gives people  
a clear range of options for meeting their 
obligations and purchasing a TV licence.” 
Heather Smith of Central Borders Citizens  
Advice Bureau

“�Helping new tenants settle into their home is 
just part of the service Gwalia provide, and TV 
Licensing’s campaign to raise awareness of the 
need to have a licence amongst the community, 
and the provision of multi-lingual services 
complements this.”  
Michael Williams, Chief Executive,  
Grwp Gwalia Cyf (social housing)

“�Down District Council welcomes TV Licensing’s 
initiatives to provide clear information to 
customers on payment options and was 
therefore very pleased to work with TV Licensing 
on the information campaign. The council 
works closely with a wide cross-section of the 
community and felt that displaying TV Licensing 
information on our website was an ideal method 
of communicating the TV Licensing messages  
to as many people as possible. We would  
be happy to work with TV Licensing on any 
future projects.” 
Damien Brannigan, Community Relations and 
Development Manager, Down District Council
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www.tvlicensing.co.uk

Contact us
We like to receive feedback. Please contact us with  
your views on this Annual Review or to comment on  
TV Licensing more generally.
Members of the public should either call 0844 800 6790  
or write to TV Licensing, Bristol BS98 1TL.
For those contacting TV Licensing on behalf of an 
organisation or in a professional capacity, please go  
through the Campaign Office on 020 7544 3116  
or email campaignoffice@tvlicensing.info. Please  
note, the Campaign Office is unable to deal with  
individual enquiries.
Copies of this report are available in Braille on request  
by calling 0844 800 6790. 
Our minicom facility for the deaf or hard of hearing is  
on 0844 800 6778.
This report is also available on the ‘about us’ section  
of the TV Licensing website: www.tvlicensing.co.uk


