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2. Overview 
Scope statement   
The ACMA enforces compliance with rules in broadcasting industry codes of practice, program standards and 
licence conditions under the Broadcasting Services Act 1992 (the BSA). If a person thinks a broadcaster has 
breached these rules, they may make a complaint to the ACMA.  

The Content Investigations Section (CIS), in the Content Safeguards Branch, is responsible for managing 
complaints and enquiries about commercial free-to-air and subscription TV, commercial radio broadcasters, the 
national broadcasters (ABC and SBS) and narrowcasters.  

This Standard Operating Procedure (SOP) outlines the process for responding to complaints and enquiries about 
broadcast content and licence conditions relating to broadcasting services. 

The process involves the following stages: 

• Acknowledge receipt 

• Triage 

• Action   

The progress and outcome of complaints and enquiries are recorded and monitored using the Customer 
Relationship Management database Microsoft Dynamics (known as CRM). 

Avenues for lodging complaints and enquiries 

CIS can receive complaints and enquiries directly through the following channels  

• Mail. 

• Webforms on the ACMA website. 

• Email to the broadcasting@acma.gov.au inbox. 

CIS can also receive complaints and enquiries indirectly via other channels: 

• Phone to the Customer Service Centre (CSC) 1300 850 115 or email to CSC at info@acma.gov.au   

o The CSC will respond to all standard enquiries it receives and refer any complex matters to the 
relevant section for response. 

• Mail or email addressed to the Chair, Deputy Chair of the ACMA or Authority Members. This 
correspondence is usually referred to the Section Manager of the relevant section via the relevant 
Executive Manager (EM) and General Manager (GM). This is forwarded to CIS for response. 

• The ACMA’s Parliamentary and Ministerial Section (the P&MS) receives complaints and enquiries from 
Members of Parliament including those made on behalf of constituents. The P&MS refers a copy of this 
correspondence to the relevant Section Manager for assessment, copying in the relevant GM and EM. 
CIS provides a draft response that is finalised and sent to the MP by P&MS. 

Management of the following complaints and enquiries are outside the scope of this SOP: 

• enquiries about broadcasting managed solely by the ACMA Customer Service Centre  

• media enquiries (although CIS still has a role in providing input to the Media team) 

• complaints and enquiries about captioning on broadcast television  

• complaints about the quality of service provided by the ACMA 

• complaints and enquiries about licensing functions performed by the Communications Infrastructure 
Division.  
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Context 

In 2022, the ACMA initiated a whole of agency Better Practice Project to develop SOPs for each of its regulatory 
functions. The project aim is to ensure processes are streamlined and efficient and to explore opportunities for 
innovation. 

This SOP documents the function of responding to broadcasting complaints and enquiries and streamlines 
previous practices associated with: 

• assessment of complaints 

• providing written advice to members of the public 

• requests for further information 

• clearance of correspondence. 

Legislation 

Under the BSA, the content of material broadcast by commercial, subscription, and community broadcasters, 
narrowcasters and the national broadcasters (the ABC and SBS) is regulated via:  

• codes of practice developed by industry groups and registered by the ACMA or notified to the ACMA by 
the national broadcasters 

• licence conditions 

• standards  

A person may make a complaint to the ACMA if a broadcaster or licensee fails to resolve their complaint about a 
contravention of a code of practice (sections 148 and 150 of the BSA).  

A person may also complain directly to the ACMA under s 147 of the BSA if that person believes a broadcasting 
service has: 

• committed an offence under the BSA or regulations 

• breached a civil penalty provision 

• breached a licence condition. 

The ACMA may investigate complaints made under sections 147, 148 or 150 of the BSA if the ACMA thinks that it 
is desirable to do so. The ACMA may also conduct investigations on its own initiative, or in response to a direction 
from the Minister (sections 170 & 171 of the BSA).  

The BSA does not require the ACMA to respond to complainants. 
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• At the discretion of the EL2, sensitive 
complaints or complaints by personally 
aggrieved complainants are raised at CC, 
for discussion, prior to a delegate decision 

• Decisions to investigate or not investigate 
a standard complaint can be made by EL2 
or EL 1 staff at the discretion of the EL2 

• Decisions to investigate or not investigate 
a sensitive complaint or where a 
complainant is personally aggrieved can be 
made by EL2 or EL1 staff at the discretion 
of the EL2 (who may decide to escalate the 
matter to EM/GM or CC for discussion)  

 
151 Investigate a complaint made under section 150 

because it is desirable to do so. 
 
(Section 150 relates to complaints made about 
national broadcasting services – ABC or SBS.) 
 
The ACMA has procedures in place to ensure 
effective oversight of delegated decisions under 
s151: 

• At the discretion of the EL2, emerging 
issues and sensitive complaints and 
enquiries are a standard reporting item at 
CC 

• At the discretion of the EL2, sensitive 
complaints or complaints by personally 
aggrieved complainants are raised at CC, 
for discussion, prior to a delegate decision 

• Decisions to investigate or not investigate 
a standard complaint can be made by EL2 
or EL1 staff at the discretion of the EL2 

• Decisions to investigate or not investigate 
a sensitive complaint or where a 
complainant is personally aggrieved can be 
made by EL2 or EL1 staff at the discretion 
of the EL2 (who may decide to escalate the 
matter to EM/GM or CC for discussion) 

 

Member 
SES2 
SES1 
EL2 
EL1 
 

170 Conduct "own motion" investigations for the  
purposes of the performance or exercise of any of 
the ACMA's broadcasting, content and datacasting 
functions and related powers. 
 
(The ACMA may exercise this discretion based on 
information received by the ACMA that is 
considered in the absence of a complaint made 
under 148, or section 150. This also includes 
anonymous code complaints where the ACMA 

Member 
SES2 
SES1  
EL2 
EL1 
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cannot confirm that the complaint complied with the 
processes required undersections 148 or 150.) 
 
The ACMA has procedures in place to ensure 
effective oversight of delegated decisions under 
s170: 

• At the discretion of the EL2, emerging 
issues and sensitive complaints and 
enquiries are a standard reporting item at 
CC 

• At the discretion of the EL2, sensitive 
complaints or complaints by personally 
aggrieved complainants are raised at CC, 
for discussion, prior to a delegate decision 

• Decisions to investigate or not investigate 
where a complaint has been made to the 
licensee / broadcaster but has not strictly 
followed the code process3 can be made 
by EL 2 or EL 1 staff at the discretion of the 
EL 2 

• Decisions not to investigate anonymous 
complaints can be made by EL 2 or EL 1 
staff at the discretion of the EL 2 

• Decisions to investigate anonymous 
complaints should be made at an SES 1 
level 

• Decisions to open an investigation in the 
absence of a complaint are based on 
matters that are brought to the ACMA’s 
attention via a variety of avenues, including 
staff monitoring or reports of widespread 
community concern. Decisions to open an 
investigation in the absence of a complaint 
need to be discussed with CC or the 
Authority but the delegate decision can be 
made at an SES 1 level following this 
discussion.   

 
 

 
3 This may include complaints that have been made outside of the code complaint timeframe or made via the incorrect method, for example 
via email.  






























