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k 

 

 
 
Reference 26904 
14th June 2013 

 
 
 
 
 
Dear Mr Pickering  
 
Thank you for your e-mail of 21 March 2013 in which you ask for information relating to 
complaints about lost documents and documents being returned incorrectly to other 
applicants. You asked for details of: 
 

 

1.  Between January 2012 and December 2012 how many complaints did the UK 

Border Agency receive in regards to lost documents that applicants had submitted?
 

 

2.  Between January 2012 and December 2012 how many complaints did the UK 

Border Agency receive in regards to applicant’s documents being sent to the wrong 
people? 
 

3.  Of the above complaints how many reached a resolution whereby the documents 

were located and successfully returned to the client? 
 

4.  Answers in relation to the 3 questions above pertaining to complaints made 

between January 1 2013 and March 2013. 
 

5.  How many instances there has been of applications refused due to lack of 

documentation where the applicant has asserted those documents were provided 
between January 1 2012 and December 31 2012 whereby the decision for refusal 
was reversed on appeal. 
 

Your request is being handled as a request for information under the Freedom of 
Information Act 2000.  
 
I am able to disclose the answer to (Q1); between January 1 2012 and December 31 
2012, we received 468 complaints regarding lost documents. 
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Regrettably we are unable to answer question 2, 3 and 5. 
 
We have carried out a thorough search and we have established that the Home Office 
does not hold the information which you have requested. We conducted a search on our 
Complaint Management System that is used for recording complaint information received 
from customers. Unfortunately we do not collate the statistics requested. 
 
We are unable to answer question 4 as we do not hold this information at present, the data 
is due to be published shortly.  
 
If you are dissatisfied with this response you may request an independent internal review 
of our handling of your request by submitting a complaint within two months to the address 
below, quoting reference 26904.  If you ask for an internal review, it would be helpful if you 
could say why you are dissatisfied with the response.  
 
Information Access Team 
Home Office 
Ground Floor, Seacole Building 
2 Marsham Street 
London SW1P 4DF 
e-mail: xxxx.xxxxxx@xxxxxxxxxx.xxx.xxx.xx   

 

As part of any internal review the Department's handling of your information request will be 
reassessed by staff who were not involved in providing you with this response. If you 
remain dissatisfied after this internal review, you would have a right of complaint to the 
Information Commissioner as established by section 50 of the Freedom of Information Act.  
 
Yours sincerely 
 
 
 
 
Mr L Rice 
Customer Service Improvement Directorate  




    

  

  
