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This document outlines the guidance procedures 
for the handling and resolution of complaints 
regarding the broadcaster’s compliance with the 
Code for TV and Radio Programmes in Relation to 
the Crimes (Amendment) Act Referendum 
Regulations 2021. 
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Introduction 
 
1. This document outlines the Gibraltar Regulatory Authority’s (the “Authority”) guidance 

procedures for the handling and resolution of complaints (or for the conduct of its own 
investigations) regarding the broadcaster’s compliance with the Code of Practice for TV 
and Radio Programmes in Relation to the Crimes (Amendment) Act Referendum 
Regulations 2021. 
 

2. This document outlines those procedures and shall apply to the Gibraltar Broadcasting 
Corporation (the “Broadcaster”). 
 

3. The Authority is mindful of the need to ensure that any complaints which raise substantive 
concerns about impartiality of broadcast coverage during the referendum period are dealt 
with effectively and as quickly as possible.   
 

4. The referendum period starts on Friday 14th May 2021 and ends on polling day Thursday 
24th June 2021. 
 

5. If specific circumstances mean that an investigation needed to be concluded promptly, 
the Authority will aim to conclude it within 24 hours.  In any event, the Authority will 
ensure that complaints are determined as efficiently and as timely as possible so that if 
redress is required, it can be provided for within the referendum period. 
 
 

Information Required for the Complaints Procedure 
 

6. The Authority requests that all complaints are submitted by using the online Complaints 
Form which can be accessed from our website (www.gra.gi/broadcasting/complaint-
form). All online forms will be automatically forwarded to the Authority’s Broadcasting 
Division.  
 
Alternatively, complaints may be submitted via email or post to the following address:  
 

Broadcasting Division  
Gibraltar Regulatory Authority  
2nd Floor Eurotowers 4  
1 Europort Road  
Gibraltar  
 
Email: broadcasting@gra.gi  

 
7. When submitting a complaint via email or post, ensure to include sufficient, detailed 

information about the matter being complained about, specifically:  
 
(a) The name/title of the programme;  
(b) The date and time of the programme;  
(c) The channel on which it was broadcast;  
(d) The nature of the complaint and, where possible, the particular parts of the 
programme complained about;  
(e) The complainant's full contact details;  
(f) Whether (and, if so, when) the complainant has submitted a complaint to the 
relevant broadcaster.  
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8. The inclusion of these details is crucial to the complaints process. Failure to provide 

sufficient information may hinder the investigation and prevent the Authority from 
effectively concluding the complaints procedure. 
  

9. Unless a complainant specifically requests at the time a complaint is made that his/her 
name and contact details should remain confidential, the Authority reserves the right to 
disclose these to the broadcaster 

 
 

Complaints Criteria 
 
10. The Authority will consider a complaint if certain criteria are satisfied.  These are: 

 
10.1 the complainant must have a direct interest in the subject matter of the complaint; 

 
10.2 the matters complained of must not be the subject of legal proceedings in Gibraltar 

or be more appropriately resolved by legal proceedings in Gibraltar; and 
 

10.3 the complaint must not be frivolous or vexatious. 
 

11. The Authority may reject a complaint if it is not made within 48 hours of the transmission 
of the broadcast which is the subject of the complaint.   
 

12. In addition, the Authority may reject a complaint if, for any reason, it is inappropriate to 
consider it.  If a complaint is rejected on these grounds, the Authority will provide the 
complainant will a full explanation as to why the complaint has been rejected. 

 
 
Initial Assessment 

 
13. An initial assessment of the complaint will be made by the Authority.  When necessary, 

the Broadcaster will be required to provide a recording within 24 hours. 
 

14. The details of the complaint (time; programme; nature of the complaint etc.) will be 
logged.  Each complaint will be acknowledged, and only entertained complaints will be 
given a reference number. 
 

15. Not all complaints received will fall into the Authority’s remit.  That is to say, the Authority 
only has the power to consider complaints that are made in relation to the content of 
programmes included in television and radio broadcasts in relation to the referendum. 
 

16. If the complaint falls outside the Authority’s remit, then the complainant will be notified 
with an explanation as to why the complaint has not been entertained. 
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Entertained Complaints 
 

17. If the complaint is entertained, the Broadcaster will be sent a copy of the complaint and 
a request for a statement in response (normally within 24 hours). 
 

18. On receipt of the statement in response, the Authority will copy it to the complainant.  
The Authority will then consider whether further information is required and continue the 
correspondence as necessary.   
 

19. In order to progress the investigation of the complaint, the Authority may require such 
information as it considers necessary from the parties.  Such information must be provided 
in such manner and within such reasonable period as the Authority may specify.  
However, if the complaint requires that a determination is needed promptly, the Authority 
may require information at short notice in order to conclude a complaint as timely as 
possible.  Such information may only be required where the Authority has set out its 
reasons for requiring the information and where the information requested is 
proportionate to the use to which the information will be put in the carrying out of the 
investigation. 
 

20. The complainant and the Broadcaster will see all the relevant correspondence.  However, 
the provisions of this paragraph are, of course, subject to the Data Protection Act 2004 
and the laws of confidentiality. 

 
 
Resolution 

 
21. On the conclusion of the investigation, the Chief Executive of the Authority will make a 

recommendation, explaining fully his reasons, to both parties.   
 

22. The recommendation could encompass a variety of scenarios such as the complaint not 
being upheld; the complaint being upheld; the complaint being upheld and the 
Broadcaster being required to apologise privately and/or broadcast and/or publish a 
summary of the Authority’s conclusions.  
 

23. The Authority’s decision is final (but subject to judicial review).   
 
 
Publication of Conclusion 

 
24. If a complaint is upheld in whole or in part, then the Authority will publish its findings on 

the Authority’s website.  It may also direct the Broadcaster to transmit and/or publish a 
summary of its conclusions. 
 

25. All parties will have the opportunity to comment on factual errors in the summary of the 
adjudication and draft press release (if one is released) before publication. 
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