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BANKSTOWN-AUBURN COMMUNITY RADIO INCORPORATED (BACR)
ABN  35 737 985 863

CODE 7: COMPLAINT HANDLING (REVISED 2026)

1. Purpose and Acknowledgement
The purpose of this code is to outline the legal requirements for handling complaints regarding alleged non-compliance with license conditions or the Community Radio Codes of Practice.
· Rights: BACR acknowledges the rights of listeners, members, and volunteers to lodge written complaints.
· Good Faith: Every reasonable effort will be made to resolve complaints, excluding those deemed frivolous or not made in good faith.
2. Receipt and Investigation Procedures
· Responsible Person: Complaints must be received by the Station Manager during normal office hours and acknowledged in writing.
· Internal Escalation: All complaints are forwarded to the President or Secretary of the Management Committee for consideration.
· Investigation: The Management Committee is responsible for conscientiously investigating and providing a substantive response.
3. Timelines and Statutory Obligations
· 60-Day Rule: As required by the BSA, all written complaints must receive a substantive response within 60 days of receipt.
· Inclusion of Codes: The station's formal response must include a copy of the Community Radio Codes of Practice.
· ACMA Escalation: Complainants must be informed in writing of their right to refer the matter to the Australian Communications and Media Authority (ACMA) if they remain dissatisfied after 60 days.
4. Record Keeping and Accessibility (2026 Standards)
· Format: Valid complaints and responses include letters and emails.
· Retention: The Secretary (or delegate) must maintain a record of all complaints and responses for at least two years.
· ACMA Access: These records must be made available to ACMA upon request.
· Public File (2026 Update): To meet modern transparency standards, this policy and a summary of complaint statistics must be available on the station's website.
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