
FOI403 Response 

Request  

Hi, 

I just received this response. The table shows "Average Response Time in Days". Is that working days 

or does it include weekends? 

Is the response time from when a complainant first sends an emailed? Please clarify what the 

"Average Response Time in Days" actually means. 

 

 

 

 

 

 

 

 

 

 



Response  

The “Average Response Time in Days” refers to working days and does not include weekends. 

The ‘clock’ starts once the Trust registers the complaint and an acknowledgment letter is dated and 

sent to the complainant. For further information: a complaint must be raised within 12 months of 

the incident occurring or becoming aware of the incident. Once a complaint is received by the Trust 

it must be acknowledged within 3 working days of receipt and / or from the day it is confirmed that 

it will be a formal complaint. An example of this would be that an issue may first be looked into 

informally as a type of local resolution before it is classified as a complaint. If, however, any local 

resolution is unsuccessful a formal complaint may be requested and, therefore, registered. 

The “Average Response Time in Days” means that for all the complaints received during that period, 

this is the average time taken (in working days from the date as outlined above) for the Trust to send 

a response to the complainant.   

 


