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Freedom of Information Response
Our reference:  FOI 25-2640
Responded to:  15 December 2025


Your recent request for information is replicated below, together with our response.
Please provide me with all information as specified in the document issued by the Scottish Public Services Ombudsman, "Complaints Key Performance Indicators for the Model Complaints Handling Procedures" ("the document"), on a quarterly and annual basis for the period from 1 April, 2022 to 19 August, 2025. For the avoidance of doubt the information I seek is summarised at p.3, para 9 of the document as:
There are four mandatory KPIs as outlined in Section 2 of this document.  
It is a minimum requirement for all organisations to:
· report at least quarterly to senior management on the KPIs and analysis of the trends and outcomes of complaints
· publish on a quarterly basis information on complaints outcomes and actions taken to improve services, i.e. good practice and lessons learned (there is no requirement to also publish quarterly data on KPIs but some organisations may choose to do so)
· publish an annual complaints performance report on their website that includes performance statistics in line with the KPIs, complaint trends and actions that have been taken or will be taken to improve services as a result.
The KPIs themselves are specified at Section 2 of the document, ps.6-7 and p.9.
I also request copies of all reports to "senior management" of Police Scotland on the KPIs (viz the document, p.4, para 9, and p.9 of the document) and reference to where on the Police Scotland website has been uploaded the annual reports required (p.4, paras 13 - 14, and p.9 of the document). 
The information sought is not held by Police Scotland and section 17 of the Act applies.
By way of explanation, Police Scotland do not report on an agreed set of KPIs; effectively that oversight is delegated to the Scottish Police Authority (SPA) to ensure effective complaint handling procedures are in place and performance is suitably monitored.
Information is however available online that may be of interest - including quarterly performance reports submitted to Complaints and Conduct Committee:
Publication Library | Scottish Police Authority
You can also submit an FOI request to SPA: foi@spa.police.uk

If you require any further assistance, please contact us quoting the reference above.
You can request a review of this response within the next 40 working days by email or by letter (Information Management - FOI, Police Scotland, Clyde Gateway, 2 French Street, Dalmarnock, G40 4EH).  Requests must include the reason for your dissatisfaction.
If you remain dissatisfied following our review response, you can appeal to the Office of the Scottish Information Commissioner (OSIC) within 6 months - online, by email or by letter (OSIC, Kinburn Castle, Doubledykes Road, St Andrews, KY16 9DS).
Following an OSIC appeal, you can appeal to the Court of Session on a point of law only. 
This response will be added to our Disclosure Log in seven days' time.
Every effort has been taken to ensure our response is as accessible as possible. If you require this response to be provided in an alternative format, please let us know.
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