








 

decision reached. Of the complaints relating to staff dissatisfaction, 20% were 

upheld, rising to 33% when partially upheld complaints are included.  

While the proportion of service complaints citing staff dissatisfaction in this 

quarter has increased, the percentage that are upheld and partially upheld has 

decreased to 33% compared to 47% last quarter.  

Where complaints of this nature are upheld or partially upheld, a feedback loop is 

in place to ensure that learning is shared with relevant team members so that 

similar issues can be avoided in future. The reduction in in the proportion of 

complaints that are upheld or partially upheld suggests this approach is 

beginning to take effect. Annex one provides some examples of how this learning 

has been applied in individual cases. 

PADPCS are also trialling a department wide review team to handle manager and 

service reviews. This is supporting quicker responses to all reviews. The trial 

began in February with impacts to be reported in Q4.  

Risks and Challenges 

The following new risks and challenges have been identified in Q3: 

• The risk of service complaints not being picked up on time continues, due 

to the large volume of new cases being received despite the mitigations in 

place. 

In Q2 the following risks and challenges were observed from the data and remain 

relevant:  

• Manager workload or absence preventing responses to service reviews 

being made in time 

• There remains the risk of service reviews not being picked up on 

unallocated cases unless a process is put in place to address this 





 

complaints were referred to the PHSO in Q3 of this financial year. Whilst we 

are experiencing an increase in the number of cases being escalated to the 

PHSO, in the context that we have received 81% more DP complaints and 

40% more FOI complaint cases this year compared to last, an increase is 

to be expected and is proportionate to the overall intake of work being 

received.  

• As a consequence to the overall volume increase in our casework receipts, 

we expect to see a marginal uptick on complaints being referred to the 

PHSO this year compared to last year. 

Annex 1 – Dip sample 

We have completed a dip sample of cases which meet the following criteria:  

• The complaint is upheld; and 

• the complaint is about ‘dissatisfied with ICO staff’ 

With an aim of understanding: 

• Common themes across what we are upholding. 

• Reflections on what this tells us we may need to do around general 

learning/training/quality assessment. 

• Specific reference to what we are defining as ‘part upheld’ and any 

recommendations/reflections on this. 

• Reflections on what the themes tell us about the breadth of this category 

and changes we may want to think about from an ICE perspective to give 

us more nuance (e.g. we discussed whether a chunk of this linked to 

failures to do a call back at the right time and if this may be worth 

separating out). 



 

• Themes from the actions/recommendations we have taken forward on the 

back of the elements of a complaint we have upheld and assurance that 

these are being delivered as described in the review outcome. 

The outcome of this dip sample is detailed below.  

The type of complaint that meets this categorisation 

The following themes were noticed in the dip sample:  

• Failure to communicate effectively or missing SLAs, eg call back not being 

made within 48 hours, emails not being responded to within 14 days, or 

not notifying complainant about a closure.  

• Reasonable adjustments being missed. 

• Concerns about staff professionalism including, reference to the wrong 

organisation in correspondence and oversharing of personal experience 

with a previous employer on a helpline call.  

• Failure to follow process, eg a service complaint or an FOI request has not 

been spotted.  

• Lack of clarity or inadequate explanation of our decisions or process. 

• The case officer unnecessarily complicating a complaint or making it 

unnecessarily convoluted. 

• Unacceptable delay issuing an FOI decision notice and failure to keep the 

customer updated. 

• Failure to reasonably search for supplementary documentation that had 

been sent in, on an FOI complaint without a reference number.  

Not fully explained the role of the ICO or provided an explanation for their 

view.  



 

What actions have we taken? 

We have: 

• Reinforced service standards with colleagues, including 48-hour call-backs 
and 14-day written response SLAs. 

• Reviewed all IA Team service complaints in Q3: one upheld data breach 
(incorrect SAR postal address) was addressed with appropriate remedial 
action; remaining complaints were redirected to the appropriate review 
routes. 

• Launched a trial department-wide review function to handle case reviews 
and non-staff service complaints, with potential extension to QA activity; 
learning from the trial will inform future delivery decisions, with impacts 
reported in Q4. 

• Improved routing of customer concerns by strengthening guidance on when 
issues should be treated as case reviews rather than service reviews, and 
supporting managers to decline out-of-scope service complaints; similar 
steps are being taken in FOI to prevent premature or inappropriate service 
reviews. 

• Continued to share learning and best practice across our PADPCS, FOI and 
IA teams. 

 

 

 

 

 




