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You asked:
1. How many complaints were received in the period 1st December 2023 to 22nd October 2024? – a number for all complaints and separately only those involving the Quality and Safety team

· 2023 complaints were received between 1st December 2023 to 22nd October 2024
· 1774 of which are now closed, 249 still open (as at 05/11/24)

· Less than five complaints relating to ‘complaint handling’ were received between 1st December 2023 to 22nd October 2024. We are unable to provide you with the exact number of complaints as due to the low numbers, there is a potential risk of identifying individuals if this was disclosed.  We are therefore withholding this detail under Section 40(2) of the Freedom of Information Act 2000.  This information is protected by the General Data Protection Regulation (GDPR) and Data Protection Act 2018 and its disclosure would be contrary to the data protection principles and constitute as unfair and unlawful processing in regard to Articles 5, 6, and 9 of GDPR.  This exemption is absolute and therefore there is no requirement to apply the public interest test.

If a complainant raises issues regarding the handling of a complaint by the Quality & Safety team during an ongoing investigation, this would be added to the open complaint and recorded as part of a wider complaint. To ascertain the number of complaints that involve the Quality & Safety team would involve a manual trawl and search of 2023 complaints which we have estimated would significantly exceed the 18 hours limit set down by the FOI Act as the reasonable limit. Section 12 of the FOI Act and The Freedom of Information and Data Protection (Appropriate Limit and Fees) Regulation 2004 provides that we are not obliged to spend in excess of 18 hours in any sixty day period locating, retrieving and identifying information in order to deal with a request for information and therefore we are withholding this information at this time.


2. How many of these took 10 months or more to respond to?
Of the 2023 complaints received between 1st December 2023 to 22nd October 2024;

· 1774 of these are now closed – 0 were open for 10 months or more
· 249 of these complaints are still open, so until they close we cannot confirm how long they will take. As of 5th November 2024, the oldest open complaint has currently been open for 234 days (7.7 months).
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