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Additional Information Requested by ClIr Sayers

Departmental compliance breakdown for
Planning, Revenues and Benefits, Housing
Needs, HR and Licensing:

Average overdue period for late
responses:

was overdue

Department Number of FOls Compliance
rate (%)

25
94 72.6
5 -10 days 12
Benefits 0-15 days
15 — 20 days 2
Housing Needs 51 33.4 20 - 40 days 11
45 77.8 40 - 60 days 1
>60 days 249
Licensing 40 90
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Additional Information Requested by Clir Sayers

ICO contact regarding FOI compliance rate
* No formal correspondence from the ICO regarding this matter.

« Itis worth noting that the ICO would not ordinarily be aware of our
compliance rates as this data is internal.

Information Governance Officer vacancy

« This point was included in the ‘introduction’ section to set the
scene on how we are moving forward and addressing the
compliance issues highlighted within the report for 2024-25.

The main body of the report relates to the 2024-25 financial year,
during this period the former postholder and the previous =~ .
service structure were still operating. Kngs i WK




FOI compliance rates

2023-24  71%
2024-25 61%

Department Number of FOls Compliance rate
solely to that (%)
department
80

Where we are now
2025-26

55
Q1 (1 April Revenues & 57 96.5
2025) _ 594 Benefits
89.2% Housin 48 66.7
Q3 (1 Jan Noeds
20206) 29 91
Licensing 36 100

Borough Council of N
King’s Lynn & &=
West Norfolk {5/




Looking forward: Embedding a Data
PrOteCtiOn CUIture Increase

Awareness and

Understanding

* Imminent, mandatory data protection training for
all staff
« Comms — assets — simplified guide to data

protection and process flowcharts — to
compliment the launch of training




Looking forward: Embedding a Data

Protection culture Ownership,
. Oversight and
Information Governance Leads Accountability

Responsibility for:

Empowerment

Managing information through its lifecycle

Maintaining privacy notices, retention schedules and
ensuring compliance

overseeing data protection approaches in assigned area,
iIncluding DPIAs and providing general advice and
guidance to their teams

Supporting data breach, FOI, EIR and SAR processes
Article 30 reqgisters- RoPA )

Kin g Ly n&
West Norfolk H§\i/"d




Looking forward: Embedding a Data
Protection culture

Ownership,

Oversight and
Accountability

* Ownership at Executive level
* Designing a clear escalation route

* Corporate Management System - Governance
dashboards — regular agenda item for ELT

lllllll




Numbers received

Information requests

Breakd

~re about
ation

View previous
FOI requests

Find out
access to inlo

Complaints

Customers are at the centre of the council's business and any feedback is useful to help us develop our services.

own by service area

have a customer complaints
Customers who have been through Stage 1 and 2 of

@ Freedom of Information requests Envir Information R Subject Access Reques' ~ | || ~
requests e policy which supports a structured, consistent method in dealing with complaints and reaching an appropriate reflution.
200 5 3 our Complaints Policy may refer their complaint to
167 167 2 3 Internal reviews Number of complaints received over time LS = 2 Number of comnplaints by service the Local Government Ombudsman for independent
157 40 Aninternal review can be reques o reviewif they are not satisfied with the councif’s
40 person or organisation submitt & Elactions response. Complaints are classified as upheld
150 146 142 4 person er y moen Cemeteries and AlL 2 Revenues and Ben.. - plaint 5
23 information request is not happy with our 2 235 where the Ombudsman finds that the council was at
3 o » 3 response.Ifan internat review A 39 38 " Parks and 0. fault
3 20 3 3 3 3 s upheld it means that the authority 2 2man B 2 ‘32 31 31 fa
]
2 100 H 25 H stands by ts previous decision Find aut. 285 2 22 25 n g2 Housing
2 5 2 ‘more about internal reviews. 2 13 &9 Number of Local Government
5 220 £, 2 2 ) Ombudsman complaints upheld
z 3 z Internal reviews requested I
0 Environ. 7
s0 >3 55 55 PP ETET2C2E 5555 005F 2 @
S 23233 FE0EFE3 223388088 ¢ 5
° 2efSffi:EsI338¢£¢¢::35223
2363885523332 258388:35200mw Plannin i
X288 gs3s53s35323s¢3808¢s¢8 9
SgFpfd i8RRNRN 3338 ERRE 7
0 0 0 ~gw §8 R Y s g8 R Waste Collection
FY23 FY24 FY26 FY24 FY24  FY25 FY2s  FY26  FY26  FY2é  FY25  FY25 FY24  FY26 FY24  FY24  FY25  FY25 - - =1 4
Fos FO FO2 O3 FO4 o FOI Fol o Foz FO3 Fos POl FO2 FolFaz FO3 P4 PO FO3 I I % of complaints answered within SLA % of complaints that were justified 3
e . 2 2
% of requests completed within the statutory timeframe vP R ﬁ Yes 6% 2
" 1
Freedom of Information requests Envir Information Subject Access Requests ARG No 14% . I
0
2 equests oy % of internal reviews upheld
FY19 FY20 FY21 FY22 FY23 FY2%

7%

9% 99%

Target above 0%

FY2h
FO4

FY25
Fal

FY25
Faz

FY26
Fal

FY2e
Faz

Y24
Fa3

Tracking

FY26
Fa1

Target:abon35%
== - 100% . . 100% . .100%. . JOO% .

No 18%
100% 1
Yes
Yes 82%

o N‘ e“‘?;“:«:““o o

F2s
Fa2

FY26  F¥25
Fa&  Fal

FY24
Fa1

FY24
Foz

FY2s
Fa3.

FY2s
Fal

P25
Faz

FY2M  FY24
FO3  FQ4

FY26

Faz Our $LA s 10 working days for Stage 1 complaints and 15 working days for

Stage 2 complflints

Tracking compliance with

compliance with .
P process timeframes

statutory timeframes

A complaint is found to be justified wi
investigation. that there was a fault in

Financial year

- muy

Find out more about our

Complaints Policy and
Procedure

Not reported 62%

e we accept. after an internal
e service provided by the council

Number of justified
complaints

Borough Council of
King’s Lynn &
West Norfolk




Complaints

Redesigned into the Corporate Complaints, Compliments
and Comments Policy.

« Updated in line with the Local Government and Social
Care Ombudsman complaints handling code

» Clear process for compliments and comments

« Other key changes include:

— A strengthened focus on engaging directly with complainants at
an early stage, alongside an enhanced emphasis on Equality,
Diversity and Inclusion considerations

— Clearly defined roles and responsibilities

— Inclusion of definitions and expansion of the legal framework
section

— Clarity of matters not in scope ol AL




Any questions?

Charlotte Marriott enc, g
West Norfolk {3/ ¥
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