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In response to question 6, copies of policies and guidance used to record, classify and handle applicant 
complaints during this period, a number of documents have been identified as being in scope of your request and 
are included with this response: 
 

• “Complaints and Queries Management Matrix” 
• “Complaints Communications Guidance v.3” 
• “Complaints Handling Procedure V2_Redacted” – Section 40 applies 
• “Creating SMART Complaint Actions” 
• “General Written Complaint Response Guidance” 
• “Investigation Meeting Notes template v.2” 
• “Investigation Planning Form” 
• “Investigator’s Guidance v3.1” 
• “Invitation to Complaints Investigation meeting template v.3_Redacted” – Section 41 applies 
• “Key Terms List v5” 
• “Management of Vexatious complainant_Redacted” – Section 40 applies 
• “Root Causes List v4” 
• “Supporting Distressed and Vulnerable contacts final April 2021_Redacted” – Section 40 applies 
• “Tier 1 Formal response template v2.3_Redacted” – Section 40 applies 

 
Please note, within the “Key Terms List v5” and “Root Causes List v4” documents, examples included are not a 
prescriptive list and usage of these documents is based on the nuance of individual complaints. Similarly, the 
application of the guidance outlined in “Investigator’s Guidance v3.1” will vary based on the nature of the complaint 
and investigation need. 
 
The guidance documents “Complaints Handling Procedure V2” and “Management of Vexatious complainant” are 
both due for review. 
 
Where indicated above, we are exempting the names of individuals under section 40(2) of the FOIA. Disclosing 
this information would contravene the first Data Protection Principle as defined under Section 86 of the Data 
Protection Act 2018 and Article 5 of the UK General Data Protection Regulation (UK GDPR). 
 
Section 40(2) is an absolute exemption and does not require a public interest test. 
 
We have also determined that the direct helpline telephone number and organisational code for UKRI’s Employee 
Assistance Programme fall under Section 41 of the FOIA, information provided in confidence. As this information is 
specific to UKRI and its staff, if the information were released, we believe it would result in an actionable breach of 
confidentiality. 
 
Section 41 is an absolute exemption and does not require a public interest test. 
 
Regarding question 7, when IUK Customer Support Services (CSS) receives a complaint or concern, it is recorded 
within Salesforce and reported through IUK’s customer support and complaint monitoring records. The information 
recorded includes complaint category/type, programme or competition and complaint volumes. Stage 1 is a local 
resolution step handled by IUK CSS. 
 
If a complaint or concern is escalated to the “formal complaint” stage, it is handled by the UKRI Complaints team 
and is recorded in eCase, UKRI’s case management software platform. Anonymised case-level data, including 
date received, outcome and an anonymised general summary, is held, but the programme or competition is not. 
Any disclosure of case-level information would need to be considered on a case-by-case basis and in accordance 
with applicable FOIA and data protection legislation. 
 
Further information is published on our website about UKRI’s complaints process2. 
 
 
  

https://www.ukri.org/who-we-are/contact-us/make-a-complaint/
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Your rights 
 
If you have any queries regarding our response, please do let us know. If you are dissatisfied with the handling of 
your request, you have the right to ask for an internal review, explaining which elements of this decision you 
disagree with and why. Internal review requests should be submitted within 40 working days of the date of our 
response and should be addressed to:    
   
Head of Information Governance   
Email: foi@ukri.org  
 
Please quote the reference number above in any future communications.   
   
If you are still not content with the outcome of the internal review, you may apply to refer the matter to the 
Information Commissioner for a decision. Generally, the ICO cannot make a decision unless you have exhausted 
the review procedure provided by UKRI. The Information Commissioner can be contacted at: www.ico.org.uk. 
   
If you wish to raise a complaint regarding the service you have received or the conduct of any UKRI staff in 
relation to your request, please see UKRI’s complaints procedure2.  
  
  
Yours sincerely,  
 
  

  
Information Governance 
Information Rights Team 
UK Research and Innovation 
foi@ukri.org | dataprotection@ukri.org 
 
 

 
2 https://www.ukri.org/who-we-are/contact-us/make-a-complaint/#skipnav-target  
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