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1. CASES DETERMINED BY SECTOR

Authority Sector Complaint Enquiry Total

Colleges 19 0 19
Health 1,175 4 1,179
Housing Associations 281 1 282
Joint Health and Social Care 175 0 175
Local Authority 1,124 2 1,126
Other 39 695 734
Prisons 231 1 232
Scottish Government & Devolved Administration 163 0 163
Universities 186 0 186
Water 99 0 99
Total 3,492 703 4,195




2. SCOTTISH COLLEGE CASES DETERMINED

Application /
Admission /
Interview / Assessment /
Enrolment / Exams / Health and Learning and Subject
CASE TYPE STAGE OUTCOME GROUP Induction Certification Safety Teaching Staff Conduct Unknown TOTAL
Complaint Advice Premature 1 0 0 0 0 0 1
Unable to proceed 0 1 0 1 0 2 4
Total 1 1 0 1 0 2 )
Early Resolution Discretion — Insufficient benefit would be achieved by investigation 0 1 0 2 1 0 4
Discretion - Good complaint handling 1 0 1 3 1 0 6
Discretion — referred back 0 0 0 0 3 0 3
Subject matter not in jurisdiction 0 1 0 0 0 0 1
Total 1 2 1 5 5 0 14
TOTAL CONTACTS 2 3 1 6 5 2 19




3. HEALTH CASES DETERMINED

*note - includes prison health
Appointments Failure to send Lists (incl
Admission/ | Adult Social | / Admissions Communication ambulance/ |  Hygiene / difficulty
discharge/ |Work Services|  (delay / Clinical | / staff attitude / delayin | cleanliness/ | registering
transfer | (Highland NHS | cancellation / | ~treatment / dignity / Complaints | Continuing sending infection | and removal |  Nurses/ Out of Policy / Record Standard of Subject

CASETYPE _|STAGE OUTCOME GROUP procedures Only) waiting lists) | _diagnosis | confidentiality | _handling care ambulance control from lists) | nursing care Other jurisdiction | administratios keeping care unknown TOTAL
Complaint Advice [ not in jurisdiction 0 0 0| 0| 2|
Premature 1 127, 19| 7! 1 10) 197]
Subiect mater notin 0 0 0| 0| 1
Unable to proceed 3 78| 1f| 25 149)
Total 4 17 @' 35| 1 18] 35| :mj
Early Resolution | Cause and impact test not met (s 5 (3)) 0 0 0 0 1
Discretion — icient benefit would be achieved by i 2 1 5| 4§| 1 81
Discretion — alternative action proposed 0 0 0 8 8|
Discretion — Alternative route used or available 0 0 0 3| 12|
Discretion - Good complaint handling 4 1 32| 218 53] 1 354
Discretion — referred back 0 0 5| 29| 50
Discretion - Resolved - both parties satisfied with proposed outcome 0 0 2 1 16|
Premature 1 0 0 9|
Right of appeal to l/Scottish ministers (s 7 (8)) 0 0 0 1|
‘Subject matter not in jurisdi 0 0 0 9|
Time limit (s 10) 0 1 1 20
Unable to proceed 1 45 1 59
Total 2 6] 386 sﬁ 19| 2: 1 620
Fully upheld 2 62) 74
Not duly made or withdrawn 4| 6|
Not upheld 2 70| 71
Some upheld 45 49)
Total 5 181 206
Total 17 2 [ 772 129) 2: 1 2 1 1 43] 1 35] 1475
Enquiry Advice [Enauiry 0 ﬁ ﬂ 4|
[Total 0 of of 4|
Total 0] 0] 0] of _I
TOTAL CONTACTS 17] 2| 68| 77 129] 2 1 2 1 1 44 1 3 1479




4. JOINT HEALTH AND SOCIAL CARE CASES DETERMNED
Home helps 1 Cecupational
Admission | Adultsupport | Admissions Gare charges i saff concessions / erapy |
discharge (delay/ for homecare Cinical atttude /| Community ants. assessment
wansfer | Adoption/ |/ aduls with | cancelaion | self.rected Careinthe | Corers Chid | andfamiy | treatment/ | nistaft | dignity/ | Mentalheakh | Complaint | Comphints | Continung charges for | Nurses | for equip Policy Record | Standardof | Standardof | Subject
case Tvpe|stace UTCOME GROUP. orocedures | fosterina | _incapacity | waitina st | support core | community | assessments | protection | suoort | Diaanosis | _atttude | confdentiity | services | handina | _handiina services | Nursina Care | _adaotations | _Other | _Jurisiction Keepina care care Unknown | _ToTAL
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5. HOUSING ASSOCIATION CASES DETERMINED

Communicatio Estate
Applications / n/ staff management / Neighbour
allocations / attitude / open spaces / disputes and Rent and/or
Aids and transfers / dignity / c i i p ti-social Out of Policy / service Repairs and Subject Terminations

CASE TYPE STAGE OUTCOME GROUP adaptations exchanges confidentiality handling work and renovation behaviour Other jurisdiction | administration charges maintenance | Right to Buy unknown of tenancy TOTAL
Complaint Advice Premature 0 7 1 0 3| 21 2 0) 3 36 0 10 88|
Unable to proceed 2 8 0 1 0 9 0 0| 0] 2E| 0] 7| ﬁ
Total 2 15| 1 1 3| 30 2 0) 3| 61 0| 17, 145
Early Resolution Discretion — Insufficient benefit would be achieved by investigation 0 3 1 0 0) ﬂ 0 0) 0 7 0 0) 18]
Discretion — alternative action proposed 1 0 0) 0 0 0) 1] 1 0) 0 3| 0 0) 8
Discretion - Good complaint handling 0 6 11 0 1 0) Zg 0 0) 1 2 33 0 0) 78]
Discretion — referred back 0 1 0) 0 0 0) 0 0 0) 0 0 0) 0 0) 2
Discretion - Resolved - both parties satisfied with proposed outcome 0 0 0) 0 0 0) 1 0 0) 0 3| 1 0) 5|
Premature 0 0 0) 0 0 0) 0 0 0) 0 0) 0 0) 0) 1
Right of appeal to court/tribunal/Scottish ministers (s 7 (8)) 0 0 0) 0 0 0) 0 0 1 0 0) 0 0) 0) 2
Subject matter not in jurisdiction 0 0) 1 0 0) 0 0 0) 1 0) 0 0) 0) 3
Time limit (s 10) 0 0) 0 0 0) 1 0 0) 0 0 1 0 0) 0) 3
Unable to proceed 0 0) 0 0 0) 3 0 0) 0 0 4] 0 0) 1 11
Total 1 1 11 2 1 0) 32| 1 1 9 3| 5 1 0) 4 131
Investigation Not upheld 0 0 0) 0 0 0) 2 0 0) 0 0 0 0) 0) 4
Some upheld 0 0 0) 0 0 0 0 0 0 0 0) 1
Total 0| 0| 0) 0| 0| 2 0| 0| 0| 0| 0) 5|
Total 3| 29| 16, 3| 2 64/ 3| 12| 6| 1 1 17, 281
Enquiry Advice Enquiry 0| ﬂ ﬁ 0| 0| 0| 0| 0| 0| 0| 1 1
Total 0| o[ o 0| 0| 0| 0| 0| 0| 0| 1 1
Total 0| o[ o 0| 0| 0| 0| 0| 0| 0| 1 1
TOTAL CONTACTS 3 29[ 16] 3 2) 3] 64| 3 1 12 6 115] 1 18] 6| 282|




6. LOCAL AUTHORITY CASES DETERMINED

Subject
Environmenta unknown or Welfare Fund -
Building | Consumer | Economic Health & Fire & Police HSCP -Social|  Land & Legal & | National Park Recreation & | Roads & ut of Valuation | Community | Welfare Fund
CASE TYPE _|STAGE OUTCOME GROUP Control Protection Education | Cleansing Finance Boards Housing Work Property Admin Authorities Other Personnel | _Planning Leisure Transport | Social Work | Jurisdiction | Joint Boards | Care Grants | Crisis Grants |  TOTAL
Complaint | Advice Member of the oublic test not met (s 5 (6) 0 [ [ [ [ 1 0 [ 1
Premature 27 23 20 89 23 7 21 27 32 296
Unable (o proceed 1 14 6 39 5 7 35 1 143
Total 4 37] 26| 28] 28] 2 20] 62 4 440
Early Resolution | Cause and impact test not met (s 5 (3)) ] [ 4 [ 13
iscretion — Insufficient benefit would be achieved by investigation 1 of 19 2E| 7 11| 104)
scretion — alternalive action proposed 1 5 ] of 8|
scretion — Alternative route used or available 1 q 0 2 7
scretion - Good complaint handiing 4 2l 28] 83 1 55 Zl 35 383
scretion — referred back 42
scretion - Resolved - both parties satisfied with broposed outcome 13
lember of the public test not met (s 5 (6))
tion not in iurisdiction
Premature
Riaht of abpeal (o ministers (s 7 (8))
o not in jurisdiction
Premature
Riaht of appeal o ministers (5 7 (8))
Sublect matter not in iurisdiction
Time limit (s 10 1 1
Unable to proceed 4 3 g q 4 g
Total 1 79 & 52 13: 2 10 1 [ 62
Fully uheld 1 [ 7
Not upheld 2 q 6
[Outcome not achievable o o 1
Total Resolved q qf
Enauiry Advice [Some uoheld 1 o ol 4 ol o q 1 q 1 q q q q q q q q 11
[Total El o El El o o o El o El o o 1 9 o o o 3
Tolal ol al 1 128 101 8] al 6: 1 al 10 4 133 &9l 14: 4 £l 1124
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SCOTTISH PUBLIC AUTHORITY

7.5c0T & bEVOLVED DETERMNED
‘CROSS-BORDER PUBLIC AUTHORITY SCOTTISH GOVERNMENT & SCOTTISH ADMNISTRATION
NonPrison ion-Prson Non-Prison
Agrculure Agrculture | | Arts ] culture | Subject “Agriculture | | Ars ] culture Subject
environment/ environment /| herage unknown or environment Commissioner unknown or
fishing /rural | Financial fishing/ rural | lisure  sport/|  Careand | Courts Financial Roadsand | Outof fishing/ rural port|  Care and s an Courts Enterprise | Financal Outof GRAND
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8. SCOTTISH PRISON SERVICE CASES DETERMINED

Leave from
Prison
(Including Subject Work /
Admission / Health / Home Physical and | Privileges and Security / unknown or education /
transfers /| |Communication Welfare / Detention personal prisoners control / Out of earnings /

CASE TYPE |STAGE OUTCOME GROUP discharge and records Discipline Religion Leave) Other environment property progression | Jurisdiction recreation TOTAL
Complaint Advice Premature 0 4 4 14 1 0 2 7 3 5 0 40!
Unable to proceed 1 8| 3| 8| 3 0 0 7| 3| 10, 1 44
Total 1 12 7] 22 4 0) 2 14 6| 15 1 84
Early Resolution  [Cause and impact test not met (s 5 (3)) 0| 0| 1 1 0 0 0 0| 0| 0| 0 2
Discretion — Insufficient benefit would be achieved by investigation 2| 3| 3| 2| 0 1 0 8| 1 0| 1 21
Discretion — alternative action proposed 0| 0| 0| 0| 0 0 1 0| 0| 0| 0 1
Discretion — Alternative route used or available 0 1 0 0 0 0 0 0 0 0 0 1
Discretion - Good complaint handling 4 12, 6| 13, 3 0 6 23 10, 0| 6 83
Discretion — referred back 0 0 1 0 1 0 2 1 1 0 1 7
Discretion - Resolved - both parties satisfied with proposed outcome 0| 0| 0| 0| 1 0 0 2| 0| 0| 0 3|
Premature 0 0 0 3 0 0 0 0 1 0 0 4
Subject matter not in jurisdiction 0| 4 3| 1 0 0 2 3| 0| 0| 1 14
Unable to proceed 0| 1 0| 2| 1 0 2 1 0| 0| 0 7
Total 6| 21 14 22 6) 1 13) 38| 13 o) 9 143
Investigation Fully upheld 0| 0| 0| 0| 0 0 0 0| 1 0| 0 1
Not upheld 0 0 0 0 0 0 0 0 1 0 0 1
Some upheld 0| 0| 0| 0| 0 0 0 1 1 0| 0 2
Total o) o) o) o) 0) 0) 0) 1 3| o) 0) 4
Total 7] 33 21 44 10) 1 15) 53 22 15 10) 231
Enquiry Advice |Enquiry 0| 0| 0| 0| 0 0 0 0| 0| 1 0 1
[Total o) o) o) o) 0) 0) 0) o) o) 1 0) 1
Total o) o) o) o) 0) 0) 0) o) o) 1 0) 1
TOTAL CONTACTS 7] 33 21 44] 10 1 15 53 22| 16 10 232




9. SCOTTISH UNIVERSITY CASES DETERMINED

Academic
appeal / exam Communication
results / I staff attitude / Grants / Inappropriate Special needs -
degree Antisocial nity / Complaints | allowances/ | staff/ student Personnel Policy / assessment Student Subject Teaching and

CASE TYPE STAGE OUTCOME GROUP ificati behaviour ialit handling bursaries i i Other matters ini: i and provision discipline Unknown supervision Welfare TOTAL
Complaint Advice Premature 3 0| 3 0| 2| 1 0| 0 2| 1 3 0 0| 3 1 0 19
Unable to proceed 6 1 0 0| 2| 1 0| 0 1 0 2| 0 1 0 1 0 15|
Total 9| 1 3| 0| 4| 2] 0| 0| 3| 1 5| 0| 1 3| 2| 0| 34
Early Resolution |Cause and impact test not met (s 5 (3)) 0| 0| 0 0| 0| 0 0| 0 0| 0 0| 0 1 0 0| 0 1|
Discretion — benefit would be achieved by 1" 2| 1 0| 2| 1 0| 0 2| 0 6| 0 0] 0 8| 0 fg
Discretion — Alternative route used or available 0| 0| 0 0| 1 0 0| 0 0| 0 0| 0 0] 0 0| 0 1
Discretion - Good complaint handling a4 2| 1 0| 5| 2 1 0 1 0 7| 4 2| 0 6| 2 74
Discretion — referred back 4| 0| 0 0| 0| 0 0| 0 2| 0 0| 0 1 0 1 0 8
Premature 2| 0| 0 0| 0| 0 0| 0 0| 0 0| 0 0| 0 1 0 3|
Right of appeal to court/tribunal/Scottish ministers (s 7 (8)) 1 0| 0 0| 0| 1 0| 0 0| 0 0| 0 0| 0 0| 0 2]
Subiect matter not in 7| 0| 0 0| 1 0 0| 1 1 2 0| 0 1 0 2| 0 15|
Time limit (s 10) 3 0| 0 0| 1 1 0| 0 0| 0 1 1 0| 0 0| 0 #
Unable to proceed 2| 0| 0 1 2| 0 0| 0 1 0 0| 0 0| 0 0| 0 6|
Total 4l 4| 2] 1 12] 5| 1 1 7| 2] 14 5| 5| 0| 18| 2] 150
Some upheld 0| 0| 0 0| 0| 0 0| 0 0| 0 0| 1 0| 0 1 0 2]
Total ol ol 0| [ ol 0| [ 0| ol 0| ol 1 0| 0| 1 0| 2|
Total 80 5| 5| 1 6 7| 1 1 10] 3] 19] 6 6 3] 21 2| 186
TOTAL CONTACTS :ﬁ 5| 5| 1 7| 1 1 ‘d 3 ‘d 6| 6| 3 21 2| 186




10. WATER CASES DETERMINED

Subject
unknown or
Billing and Customer New Out of

CASE TYPE STAGE OUTCOME GROUP charging service Connections | Jurisdiction | Waste Water | Water Supply TOTAL
Complaint Advice Premature 29 4 1 4 4 2 44
Unable to proceed 7 0 0 1 0 1 9
Total 36 4 1 5 4 3 53
Early Resolution [Discretion — Insufficient benefit would be achieved by investigation 5 0 0 0 1 0 6
Discretion — alternative action proposed 1 0 0 0 0 0 1
Discretion - Good complaint handling 13 4 0 0 1 2 20
Discretion — referred back 0 0 0 0 0 1 1
Discretion - Resolved - both parties satisfied with proposed outcome 3 0 0 0 0 0 3
Premature 2 1 0 0 0 0 3
Time limit (s 10) 1 0 0 0 0 0 1
Unable to proceed 2 0 0 0 1 2 5
Total 27 5 0 0 3 5 40
Investigation Fully upheld 2 0 0 0 0 1 3
Not upheld 0 1 0 0 0 0 1
Resolved 1 0 0 0 0 0 1
Some upheld 1 0 0 0 0 0 1
Total 4 1 0 0 0 1 6
Total 67 10 1 5 7 9 99
TOTAL CONTACTS 67 10 1 5 7 9 99




11. OTHER CASES DETERMINED

General Subject Unknown or Out of
CASE TYPE STAGE OUTCOME GROUP Enquiry Jurisdiction
From Other Out of Subject TOTAL
Authority Jurisdiction Unknown

Complaint Advice Organisation not in jurisdiction 0 11 0 11
Premature 0 2 9 11
Unable to proceed 1 0 15 16
Total 1 13 24 38
Early Resolution Organisation not in jurisdiction 0 1 0 1
Total 0 1 0 1
Total 1 14 24 39
Enquiry Advice Enquiry 0 304 391 695
Total 0 304 391 695
Total 0 304 391 695
TOTAL CONTACTS 1 318 415 734




12. HOUSING ASSOCIATION AND LOCAL AUTHORITY HOUSING CASES DETERMINED - COMBINED

*complaints only

Housing

CASE TYPE STAGE OUTCOME GROUP Associations [Local Authority TOTAL
Complaint Advice Premature 88 89 177
Unable to proceed 57 39 96
Total 145 128 273
Early Resolution |Discretion — Insufficient benefit would be achieved by investigation 18 19 37
Discretion — alternative action proposed 8 5 13
Discretion - Good complaint handling 78 83 161
Discretion — referred back 2 13 15
Discretion - Resolved - both parties satisfied with proposed outcome 5 5 10
Premature 1 3 4
Right of appeal to court/tribunal/Scottish ministers (s 7 (8)) 2 1 3
Subject matter not in jurisdiction 3 1 4
Time limit (s 10) 3 2 5
Unable to proceed 11 0 1
Total 131 132 263
Investigation Fully upheld 0 2 2
Not upheld 4 2 6
Some upheld 1 1 2
Total 5 5 10
Total 281 265 546
Enquiry Advice Enquiry 1 0 1
Total 1 0 1
Total 1 0 1
TOTAL CONTACTS 282 265 547




