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Complaint Summary Report 1 April 2025 to 31 December 2025
1. 	Summary
We record and report on complaints in line with our Complaints Handling Procedure.
This report covers the period 1 April 2025 to 31 December 2025. The Key Performance Indicators (KPIs) in appendices A and B show our complaints handling performance for this period. The complaints for this period have been split into two appendices: (A) 'Dear Library' exhibition complaints and (B) all other complaints. This is to provide clearer performance information on complaints not related to the 'Dear Library' exhibition complaint.
2.	Complaints Handling Performance
· We recorded a total of 384 complaints. 336 complaints were related to the 'Dear Library' exhibition.
· The majority of 'Dear Library' complaints were treated directly at Stage Two. The response time for these was an average of 41 days. Due to the volume of complaints received, the Library commissioned an independent investigation and the independent investigator took the time necessary to carry out comprehensive consideration of the complaint. The complaint was upheld by the independent investigator. The Library accepted the decision and has progressed a number of actions. Details of these can be found in the report which is available on the Library's website. 
3.	Awareness
The Complaints procedure page on our website explains our complaints handling procedure. A summary is provided on the main page with a link to more detailed information. In addition, an internal intranet site provides guidance to staff on all aspects of complaint handling.
Appendix A: 'Dear Library' exhibition complaints
KPI 1 
· Total number of complaints received: 336.
· Number of complaints received at Stage 1 (includes escalated complaints): 54.
· Number of complaints received directly at Stage 2: 282.
KPI 2 
Number and performance of complaints at each stage that were closed or responded to within set timescales of 5 and 20 working days plus any escalated complaints within 20 working days (number and percentage): 
· Stage 1:
· Number of complaints closed or responded to within timescale: 54.
· Percentage of complaints closed or responded to within timescale: 100%.
· Stage 2 (direct):
· Number of complaints closed within timescale: 8.
· Percentage of complaints closed within timescale: 3%.
· Escalated complaints to Stage 2:
· Number of complaints closed within timescale:  0.
· Percentage of complaints closed within timescale: Not applicable. 
KPI 3 
Average time in working days for full response at each stage: 
· Stage 1: 4 days.
· Stage 2 (direct): 41 days.
· Escalated complaints to Stage 2: Not applicable.


KPI 4 
Number of complaints at each stage – upheld, partially upheld, not upheld or resolved:
· Stage 1:
· [bookmark: _Hlk185410803]Upheld: 54.
· Partially upheld: 0.
· Not upheld: 0.
· Resolved: 0.
· Stage 2 (direct): 
· [bookmark: _Hlk189577227]Upheld: 336.
· Partially upheld: 0.
· Not upheld: 0.
· Resolved: 0.
· Escalated complaints to Stage 2: 
· Upheld: 0.
· Partially upheld: 0.
· Not upheld: 0.
· Resolved: 0.


Appendix B: Other complaints
KPI 1 
· Total number of complaints received: 48.
· Number of complaints received at Stage 1 (includes escalated complaints): 48.
· Number of complaints received directly at Stage 2: 0.
KPI 2 
Number and performance of complaints at each stage that were closed or responded to within set timescales of 5 and 20 working days plus any escalated complaints within 20 working days (number and percentage): 
· Stage 1:
· Number of complaints closed or responded to within timescale: 46.
· Percentage of complaints closed or responded to within timescale: 96%.
· Stage 2 (direct):
· Number of complaints closed within timescale: 0.
· Percentage of complaints closed within timescale: Not applicable.
· Escalated complaints to Stage 2:
· Number of complaints closed within timescale:  0.
· Percentage of complaints closed within timescale: Not applicable. 
KPI 3 
Average time in working days for full response at each stage: 
· Stage 1: 3 days.
· Stage 2 (direct): Not applicable.
· Escalated complaints to Stage 2: Not applicable.


KPI 4 
Number of complaints at each stage – upheld, partially upheld, not upheld or resolved:
· Stage 1:
· Upheld: 19.
· Partially upheld: 0.
· Not upheld: 9.
· Resolved: 20.
· Stage 2 (direct): 
· Upheld: 0.
· Partially upheld: 0.
· Not upheld: 0.
· Resolved: 0.
· Escalated complaints to Stage 2: 
· Upheld: 0.
· Partially upheld: 0.
· Not upheld: 0.
· Resolved: 0.
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