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Lucy Cavendish College
Freedom of Information Act 2000

Complaints Procedure

1.
Purpose and Scope
1.1 The purpose of this procedure is to enable any person who perceives that the College is not complying with its publication scheme to raise a complaint and have those complaints dealt with in a fair, impartial, and prompt manner.

1.2 This procedure should also be used by persons who consider that their request for information has not been properly handled, or who are otherwise dissatisfied with the outcome of the consideration of their request.
1.3 Advice on the operation and applicability of this procedure can be obtained from the Freedom of Information Officer.

2.
Responding to a Complaint
2.1
Any written reply from a person (including one transmitted by electronic means) expressing dissatisfaction with the College’s response to a valid request for information should be treated as a complaint, as should any written communication from a person who perceives the College is not complying with its publication scheme.
2.2
Wherever possible, any complaint or concerns about the College’s publication scheme, or how it has handled a request for information, should be taken up directly with the Freedom of Information Officer with a view to resolving the issue quickly and to the satisfaction of the complainant.  If this is not possible or effective, the formal procedure set out in 2.2-2.8 should be followed.  A record of the complaint and the action taken to resolve it will be kept by the Freedom of Information Officer.
2.3
If they have not already done so, the complainant will be asked to formally write to the Freedom of Information Officer with details of their complaint.

2.4
The Freedom of Information Officer will formally acknowledge receipt of the complaint within five working days and advise the complainant that a full response will be provided within twenty working days.  The Freedom of Information Officer will also inform the complainant of the right to complain to the Commissioner under section 50 of the Act if he or she is still dissatisfied following the College’s review.
Note: With regard to a complaint about the Publication Scheme, the Freedom of Information Officer should explain to the complainant that although he or she may write to the Commissioner about the matter, they cannot apply to the Commissioner for a decision under section 50 of the Act, although the Commissioner may investigate the matter at his discretion.
2.5 The Freedom of Information Officer will send a copy of the complaint to the President, requesting a review and full response to the complaint by a stipulated date, ten working days after receipt of the complaint by the President.  

2.6 The President will nominate an investigating officer who was not a party to the original decision, where practicable.

Note: If this is not possible, the circumstances will be explained to the complainant.
2.7
When a full response has been received the Freedom of Information Officer will draft a reply from the President, which will also inform the complainant of the right to complain to the Commissioner under section 50 of the Act if he or she is still dissatisfied following the College’s review.

Note: With regard to a complaint about the Publication Scheme, the Freedom of Information Officer should explain to the complainant that although he or she may write to the Commissioner about the matter, they cannot apply to the Commissioner for a decision under section 50 of the Act, although the Commissioner may investigate the matter at his discretion.
2.8
Complainants should receive a full response to their complaint within twenty working days.  If a delay beyond this time is likely the complainant will be informed by the Freedom of Information Officer of the reason for the delay and an indication will be given of the likely date of the response.
2.9
The Freedom of Information Officer will maintain a complete record of the complaint and its outcome.

3.
Investigation of Complaints

3.1
An officer investigating a complaint should seek to ascertain whether the complaint is justified.  Particular reference should be made to the Lord Chancellor’s Code of Practice on the discharge of public authorities functions under Part I of the Freedom of Information Act 2000 which may form the basis of a complainant’s reasonable expectations.  Every issue raised by the complainant must be investigated and a point-by-point response made.
3.2
Where the outcome of a complaint is that an initial decision to withhold information is upheld, or is otherwise in the College’s favour, an explanation justifying the conclusion should be provided in the response to the complainant.  The complainant should also be informed of his or her right to apply to the Commissioner, and be given details of how to make an application, for a decision on whether the request for information has been dealt with in accordance with the requirements of Part I of the Act.
3.3
Where the outcome of a complaint is that information should be disclosed which was previously withheld, the information in question should be disclosed as soon as practicable and the applicant should be informed how soon this will be.
3.4
Where the outcome of a complaint is that the procedures within the College have not been properly followed by the College’s staff, the College should apologise to the applicant. The College should also take appropriate steps to prevent similar errors occurring in future.
4.
Procedure Review of Freedom of Information Requests
4.1
In all complaint investigations the opportunity should be taken to review and, if necessary, amend procedures for dealing with requests for information where such action is indicated by more than occasional reversals of initial decisions.
4.2
As part of an annual review, the Freedom of Information Officer will analyse and publish a summary of the principal issues underlying complaints received and the actions taken to deal with them.  Included in this review will be information as to how successful the College has been in meeting target times for determining complaints. 
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