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By email only to:  

 

18 March 2019 

 

Dear    

 

Request for information under the Freedom of Information Act 2000 (“the Act”) 

 

Further to your recent request for information held by King’s College London, I am 

writing to confirm that the requested information is partially held by the university. 

 

Your request 

 

We received your information request on 27 February 2019 and have treated it as a 

request for information made under section 1(1) of the Act. 

 

You requested the following information: 

 

I am writing to you under the Freedom of Information Act 2000 to request the 

following information from Kings College London: 

 

1. As of the 31st January 2019, how many social media accounts do you have 

representing your organisation? If this data is not available, please state why. 

 

2. 12 months ago - as of the 31st January 2018 - how many social media accounts did 

you have? If this data is not available, please state why. 

 

3. How many inbound social media questions, queries or complaints did you receive 

during the period 1st January 2019 to 31st January 2019? If this data is not available, 

please state why. 

 

4. How many inbound social media questions, queries or complaints did you 

receive during the period 1st January 2018 to 31st January 2018? If this data is not 

available, please state why. 

 

5. As of the 31st January 2019, how many people in your organisation manage and 

respond to inbound social media questions, queries or complaints? If this data is not 

available, please state why. 
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6. 12 months ago - as of the 31st January 2018 - how many people in your 

organisation were managing and responding to inbound social media questions, 

queries and complaints? If this data is not available, please state why. 

 

7. What was your average response time across all of your social media accounts 

during the period of 1st January 2019 to 31st January 2019? If this data is not 

available, please state why. 

 

8. What was your average response time across all of your social media accounts 

during the period of 1st January 2018 to 31st January 2018? If this data is not 

available, please state why. 

 

Our response 

 

This information is not held in a manner that would allow us to provide the 

requested information. While there would be a subset of social media accounts that 

the university holds that would be managed centrally and may allow the 

information requested to be extracted, the size of the organisation means that there 

would be a large number of social media accounts for which there was no central 

oversight (for instance, a department within a faculty may create a social media 

account which they use for their own purposes and which is not centrally managed 

or which is there is no central oversight). 

 

As the number of social media accounts is not available, the number of staff who 

manage and respond to inbound social media queries is not available. 

 

Similarly, the number of queries, questions or complaints is not monitored in a 

centralised manner. Consequently, response times are not monitored in a 

centralised manner. 

 

Given the above manner in which the requested information is held, we have given 

careful consideration to your request and have determined that the cost of 

complying would exceed the appropriate limit set out in The Freedom of 

Information and Data Protection (Appropriate Limit and Fees) Regulations 2004 

and we are therefore refusing to comply with your information request under section 

12(1) of the Act.  

  

The appropriate limit for Higher Education Institutions, such as King’s College 

London, is currently set at £450 which represents the cost of one person spending 

more than 18 hours identifying, locating, retrieving and extracting information 

falling within the scope of your request.   

  

The information we do hold that we may be able to collate within the appropriate 

timeframe is information that relates solely to centrally managed social media 

accounts (likely to be managed by the External relations department). As such, the 

university may be able to disclose some of the requested information if you are 

prepared to narrow the scope of your request. However, we cannot confirm at this 
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stage if this would bring your request under the appropriate limit, or that another 

exemption will not apply. 

 

This completes the university’s response to your information request. 

 

Your right to complain 

 

If you are unhappy with the service you have received in relation to your 

information request or feel that it has not been properly handled you have the right 

to complain or request a review of our decision by contacting the Assistant Director 

of Business Assurance (Information Compliance) within 60 days of the date of this 

letter.  

 

Further information about our internal complaints procedure is available at the link 

below: 

 

http://www.kcl.ac.uk/college/policyzone/assets/files/governance_and_legal/Freed

om_of_Information_Policy_updated_Oct_%202011.pdf  

 

In the event that you are not content with the outcome of your complaint you may 

apply to the Information Commissioner for a decision. Generally the Information 

Commissioner cannot make a decision unless you have exhausted the internal 

complaints procedure provided by King’s College London. 

 

The Information Commissioner can be contacted at the following address: 

 

The Information Commissioner’s Office 

Wycliffe House 

Water Lane 

Wilmslow 

Cheshire 

SK9 5AF 

 

 

Yours sincerely 

 

 

Information Compliance  
 




