
Complaints determined by Authority and Outcome 2019-20

Tables of SPSO complaints determined in 2019-20: 

Tab 1 - Determined by Sector

Tab 2 - Colleges

Tab 3 - Health

Tab 4 - Housing Associations

Tab 5 - Joint Health and Social Care 

Tab 6 - Local Authority

Tab 7 - Prisons

Tab 8 - Scottish Government & Scottish Administration, Scottish Public Authorities and Cross-

Border Public Authorities

Tab 9 - Universities

Tab 10 - Water

Tab 11 - Other 

Annual Stats 2019-20 Complaints determined by authority and outcome / Contents



1. Cases Determined by Sector 2019-20

Authority Sector Enquiry Complaint Total

Colleges 0 25 25

Health 2 1,455 1,457

Housing Associations 2 310 312

Joint Health and Social Care 0 197 197

Local Authority 6 1,249 1,255

Prisons 0 306 306

Scottish Government & Devolved Administration 2 222 224

Universities 0 165 165

Water 1 142 143

Other* 1,556 28 1,584

Total 1,569 4,099 5,668

*Other includes unknown, out of jurisdiction, and premature enquiries

Annual Stats 2019-20 Complaints determined by authority and outcome / 1. All Sectors
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Total

Not duly made or withdrawn 0 0 0 2 0 0 0 1 0 1 2 2 0 0 8

Total 0 0 0 2 0 0 0 1 0 1 2 2 0 0 8

Not duly made or withdrawn 0 0 0 0 0 0 0 1 0 0 0 0 0 0 1

Premature 0 0 0 0 0 0 0 0 0 0 0 0 0 1 1

Proportionality 1 1 1 3 1 2 1 0 1 1 0 0 1 0 13

Total 1 1 1 3 1 2 1 1 1 1 0 0 1 1 15

Not upheld 0 0 0 1 0 0 0 0 0 0 0 0 0 0 1

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 0 1 0 1

Total 0 0 0 1 0 0 0 0 0 0 0 0 1 0 2

1 1 1 6 1 2 1 2 1 2 2 2 2 1 25

Investigation

Total Complaints

2. College Complaints Determined 2019-20

Advice

Early Resolution

Annual Stats 2019-20 Complaints determined by authority and outcome / 2. Colleges



3. Health Complaints Determined 2019-20

Note: Includes Prison health, where complaints are handled by Health authorities.  More Prison health cases can also be found on tab 5 - Joint Health & Social Care

Other
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Total

Not duly made or withdrawn 3 9 4 9 10 20 17 63 16 28 38 0 0 30 0 0 0 1 0 8 0 0 11 41 0 2 310

Out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 1

Out of jurisdiction (non-discretionary) 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 2

Premature 1 19 2 2 4 11 13 32 15 14 21 0 1 15 0 0 0 1 0 3 0 0 6 48 1 0 209

Resolved 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

Total 4 28 6 11 14 32 30 96 31 42 59 0 1 45 0 0 0 3 0 11 0 0 17 90 1 2 523

Not duly made or withdrawn 0 3 1 0 1 8 0 11 3 3 8 0 0 7 2 1 0 0 0 1 0 0 4 1 0 1 55

Out of jurisdiction (discretionary) 0 0 0 0 3 3 3 11 3 7 7 0 0 1 0 0 0 0 0 0 0 0 1 7 0 1 47

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 4 0 4 0 0 0 0 0 0 0 0 0 0 1 1 4 0 0 14

Outcome not achievable 0 1 0 0 0 1 2 3 0 1 4 0 0 4 0 0 0 0 1 0 0 0 0 3 0 0 20

Premature 0 3 1 4 5 10 2 6 2 4 6 0 0 3 0 0 0 0 0 1 0 0 0 5 0 0 52

Proportionality 0 12 5 12 13 14 22 46 22 24 32 2 1 25 1 1 5 0 5 10 1 0 14 71 0 0 338

Resolved 0 0 0 1 2 0 0 2 0 3 3 0 0 0 0 0 1 0 0 0 0 0 1 2 0 0 15

Total 0 19 7 17 24 36 29 79 34 42 64 2 1 40 3 2 6 0 6 12 1 1 21 93 0 2 541

Fully upheld 0 7 2 4 6 4 9 18 7 11 14 0 0 15 1 3 0 0 0 4 0 0 2 8 0 0 115

Some upheld 0 4 6 1 12 0 12 22 4 10 11 0 0 5 3 0 0 0 0 0 0 0 0 8 0 0 98

Not upheld 0 5 6 4 8 9 12 18 16 25 13 0 0 6 2 4 1 0 0 2 0 0 7 35 0 0 173

Not duly made or withdrawn 0 0 0 0 0 1 0 1 1 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 4

Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 1

Total 0 16 14 9 26 14 33 59 28 46 38 0 0 26 6 8 1 0 0 6 1 0 9 51 0 0 391

4 63 27 37 64 82 92 234 93 130 161 2 2 111 9 10 7 3 6 29 2 1 47 234 1 4 1,455

Family Health Services

Early Resolution

Investigation

Total Complaints

Special Health BoardHealth Boards

Advice

Annual Stats 2019-20 Complaints determined by authority and outcome / 3. Health



4. Housing Association Complaints Determined 2019-20
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Not duly made or withdrawn 8 0 0 0 1 1 0 1 0 0 1 0 0 0 0 0 0 0 1 4 0 1 1 0 0 0 1 0 1 2 4 0 0

Out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Premature 3 0 1 0 0 0 0 1 0 0 0 1 0 0 1 0 1 1 0 3 1 0 1 0 0 0 0 0 0 0 2 1 0

Total 11 0 1 0 1 1 0 2 0 0 1 1 0 0 1 0 1 1 1 7 1 1 2 0 0 0 1 0 1 2 6 1 0

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 1 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 2 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 1 0 0 0 0

Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Premature 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0

Proportionality 0 1 0 1 0 0 1 2 1 1 0 2 2 1 1 1 1 1 1 5 2 1 1 1 2 0 0 1 3 0 0 0 1

Resolved 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0

Total 0 1 0 1 0 1 1 2 1 1 0 2 4 1 1 2 1 2 1 6 2 1 1 5 2 1 0 1 4 0 0 0 1

Some upheld 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Not upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0

Total 0 0 0 0 0 0 1 0 0 0 0 0 0 0 1 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0

11 1 1 1 1 2 2 4 1 1 1 3 4 1 3 2 2 3 2 14 3 2 3 5 2 1 1 1 5 2 6 1 1
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Not duly made or withdrawn 0 0 1 0 0 10 0 1 1 0 0 0 1 1 3 0 0 0 0 0 2 0 0 3 0 0 0 1 1 0 1 1 3 0

Out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0

Premature 0 0 0 0 0 3 1 0 0 1 1 0 1 0 0 0 0 0 0 2 0 0 1 0 1 0 0 0 1 0 0 2 0 1

Total 0 0 1 0 0 13 1 1 1 1 1 0 2 1 3 0 0 0 0 2 2 0 1 3 1 0 0 1 2 0 1 4 3 1

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0

Out of jurisdiction (discretionary) 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 1 0 1 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0

Premature 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Proportionality 1 2 1 1 0 0 1 0 0 0 0 1 2 2 3 0 2 2 0 0 0 1 0 0 4 4 0 0 0 1 0 2 1 0

Resolved 1 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 1 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0

Total 2 2 1 1 1 0 1 0 0 0 0 3 2 3 3 2 3 2 1 0 0 1 0 2 4 4 1 0 0 1 0 2 1 0

Some upheld 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Not upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Total 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

2 2 2 1 1 13 2 1 1 1 1 3 5 4 6 2 3 2 1 2 2 1 1 5 5 4 1 1 2 1 1 6 4 1

Housing Associations F-M

Advice

Early Resolution

Investigation

Total Complaints

Investigation

Total Complaints

Advice

Early Resolution

Housing Associations A-E

Annual Stats 2019-20 Complaints determined by authority and outcome / 4. Housing Associations
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Not duly made or withdrawn 0 1 2 0 0 0 2 0 0 1 7 0 1 1 1 0 0 2 0 2 0 0 2 1 1 1 4 0 0 0 1 87

Out of jurisdiction (discretionary) 0 0 1 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 3

Premature 0 1 1 0 1 1 1 1 0 1 1 0 0 0 0 0 0 1 1 0 1 1 0 0 1 2 2 1 0 2 0 52

Total 0 2 4 0 1 1 3 2 0 2 9 0 1 1 1 0 0 3 1 2 1 1 2 1 2 4 6 1 0 2 1 144

Not duly made or withdrawn 0 0 1 0 0 0 1 0 0 0 1 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 3 0 0 0 0 9

Out of jurisdiction (discretionary) 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 1 0 0 0 0 7

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 0 0 0 0 9

Outcome not achievable 0 1 0 0 0 0 0 0 0 0 1 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 6

Premature 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 4

Proportionality 2 0 3 2 0 1 1 4 1 1 8 1 0 5 4 1 1 0 0 1 2 1 0 0 0 2 7 1 3 0 0 117

Resolved 0 0 0 0 0 0 0 0 0 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 9

Total 3 1 4 2 0 1 2 4 1 1 12 2 0 6 4 1 1 0 1 1 2 2 0 0 0 3 14 1 3 0 0 161

Some upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3

Not upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2

Total 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 5

3 3 8 2 1 2 5 6 1 3 21 2 1 8 5 1 1 3 2 3 3 3 2 1 2 7 20 2 3 2 1 310

Housing Associations N-Z

Advice

Early Resolution

Investigation

Total Complaints

Annual Stats 2019-20 Complaints determined by authority and outcome / 4. Housing Associations



5. Joint Health & Social Care Complaints Determined 2019-20

Note: includes health, prison health, and social work services delivered by joint health and social care partnerships
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Not duly made or withdrawn 2 3 0 1 0 0 0 0 1 0 0 0 2 1 4 1 0 0 0 2 0 1 0 0 0 0 0 18

Premature 0 1 0 0 0 0 0 1 0 0 0 0 0 0 8 1 0 0 1 1 0 1 0 0 1 1 1 17

Total 2 4 0 1 0 0 0 1 1 0 0 0 2 1 12 2 0 0 1 3 0 2 0 0 1 1 1 35

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 0 2 1 3 1 0 0 0 0 0 1 0 0 0 1 2 11

Out of jurisdiction (discretionary) 0 1 0 0 0 0 0 0 0 0 0 0 0 0 2 2 0 0 0 0 0 0 0 0 0 3 1 9

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 1 0 1 0 3

Premature 1 0 0 0 1 1 0 0 0 0 0 1 1 0 3 0 0 0 0 0 0 0 0 0 0 1 0 9

Proportionality 3 1 2 1 1 0 1 1 5 1 3 1 10 5 30 2 0 2 5 3 1 3 1 0 1 2 1 86

Resolved 1 0 0 0 0 0 0 0 0 0 0 0 0 0 1 1 1 0 0 1 0 0 0 0 0 0 0 5

Total 5 2 2 1 2 1 1 1 5 1 3 2 13 6 40 6 1 2 5 4 1 4 1 1 1 8 4 123

Fully upheld 0 0 0 2 0 0 0 0 0 0 0 0 1 1 6 1 0 0 0 0 0 0 0 0 0 0 0 11

Some upheld 0 0 0 2 0 0 0 0 0 0 0 0 0 0 2 1 0 0 1 2 0 0 0 0 1 1 0 10

Not upheld 0 0 0 0 1 0 0 1 0 0 0 0 2 3 2 1 0 0 2 0 0 2 0 1 2 0 0 17

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 1

Total 0 0 0 4 1 0 0 1 0 0 0 0 3 4 10 3 0 0 4 2 0 2 0 1 3 1 0 39

7 6 2 6 3 1 1 3 6 1 3 2 18 11 62 11 1 2 10 9 1 8 1 2 5 10 5 197

Investigation

Total Complaints

Advice

Early Resolution

Annual Stats 2019-20 Complaints determined by authority and outcome / 5. JH&SC



6. Local Authority Complaints Determined 2019-20

Note: includes social work (also delivered by joint health & social care partnerships)
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Total

Not duly made or withdrawn 2 11 14 4 1 1 0 2 5 4 1 6 5 12 17 29 3 3 8 15 0 17 11 7 1 7 10 5 16 6 3 6 16 0 0 0 0 0 0 0 0 0 0 0 0 248

Out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

Out of jurisdiction (non-discretionary) 0 1 0 0 1 0 0 0 0 0 1 0 0 0 0 3 1 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 8

Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

Premature 0 7 4 5 4 1 1 1 4 5 2 2 1 6 14 35 0 5 6 13 0 4 12 5 1 5 10 4 38 10 1 5 21 0 0 0 0 0 0 0 0 0 1 0 0 233

Total 2 19 18 9 6 2 1 3 9 9 4 8 6 18 31 68 4 8 15 28 0 21 23 12 2 12 20 9 55 16 4 11 37 0 0 0 0 0 0 0 0 0 1 0 0 491

Not duly made or withdrawn 0 6 2 2 0 0 1 2 0 0 3 0 0 1 4 2 0 1 2 1 0 0 0 2 0 1 0 1 5 3 0 3 0 0 0 0 0 0 0 0 0 0 0 0 0 42

Out of jurisdiction (discretionary) 0 3 2 1 2 0 1 4 1 0 1 0 2 1 3 3 1 0 0 1 0 2 1 3 0 2 3 0 5 1 1 2 2 0 0 0 1 0 0 0 0 0 0 0 0 49

Out of jurisdiction (non-discretionary) 0 2 3 0 0 0 0 0 1 2 0 1 0 0 5 1 1 1 1 1 0 2 3 4 0 0 1 0 2 6 1 1 1 1 0 0 1 1 0 1 0 0 0 0 0 44

Outcome not achievable 0 0 1 1 2 1 0 0 1 1 0 1 0 4 0 1 1 0 0 1 0 2 0 2 0 0 2 0 3 0 2 0 1 0 0 0 0 0 0 0 0 2 0 0 0 29

Premature 0 1 2 1 0 0 1 0 0 1 0 0 1 4 1 5 0 0 0 1 0 5 1 0 0 0 2 0 3 1 1 1 2 0 0 0 0 0 0 0 0 0 0 0 0 34

Proportionality 0 20 25 10 6 2 3 7 11 3 12 12 5 28 26 30 7 14 8 35 3 17 19 13 6 9 16 11 38 23 11 7 16 0 0 2 0 1 2 0 0 0 2 1 1 462

Resolved 0 1 0 0 0 0 0 0 1 0 2 0 0 0 0 3 0 0 1 0 0 1 0 1 0 1 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 13

Total 0 33 35 15 10 3 6 13 15 7 18 14 8 38 39 45 10 16 12 40 3 29 24 25 6 13 24 13 57 34 16 14 22 1 0 2 2 2 2 1 0 2 2 1 1 673

Fully upheld 0 2 2 1 1 1 0 4 0 1 0 0 0 0 2 3 0 0 2 5 0 1 0 0 0 0 1 2 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 29

Some upheld 0 0 1 0 0 0 0 0 2 0 2 2 0 0 3 1 0 1 0 2 0 0 0 0 1 5 1 2 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 25

Not upheld 0 0 1 0 0 2 0 1 0 0 4 0 0 1 1 0 1 1 1 4 0 1 0 1 0 1 2 0 2 1 0 0 3 0 1 0 0 0 0 0 1 0 0 0 0 30

Resolved 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

Total 0 2 5 1 1 3 0 5 2 1 6 2 0 1 6 4 1 2 3 11 0 2 0 1 1 6 4 4 2 3 1 0 3 0 1 0 0 0 0 0 1 0 0 0 0 85

2 54 58 25 17 8 7 21 26 17 28 24 14 57 76 117 15 26 30 79 3 52 47 38 9 31 48 26 114 53 21 25 62 1 1 2 2 2 2 1 1 2 3 1 1 1,249

Other VJBsCouncils

Advice

Early Resolution

Investigation

Total Complaints

National Parks

Annual Stats 2019-20 Complaints determined by authority and outcome / 6. Local Authority



7. Prison Complaints Determined 2019-20

Stage Outcome Group

Scottish Prison 

Service

Not duly made or withdrawn 83

Out of jurisdiction (discretionary) 0

Out of jurisdiction (non-discretionary) 0

Premature 55

Total 138

Not duly made or withdrawn 9

Out of jurisdiction (discretionary) 3

Out of jurisdiction (non-discretionary) 5

Outcome not achievable 15

Premature 6

Proportionality 110

Resolved 4

Total 152

Investigation Fully upheld 9

Some upheld 2

Not upheld 1

Not duly made or withdrawn 3

Resolved 1

Total 16

306

Advice

Early Resolution

Total Complaints

Annual Stats 2019-20 Complaints determined by authority and outcome / 7. Prisons



8. Scottish Government & Devolved Administration Complaints Determined 2019-20

excludes Prisons 

Scottish Government and Scottish Administration
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Total

Not duly made or withdrawn 14 0 0 0 2 0 1 0 3 1 3 0 0 0 1 0 0 25

Out of jurisdiction (discretionary) 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 1

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 1 0 2 0 0 0 0 0 0 3

Premature 5 0 0 0 0 0 0 0 2 0 5 1 0 0 0 0 0 13

Total 19 0 0 0 2 1 1 0 6 1 10 1 0 0 1 0 0 42

Not duly made or withdrawn 0 0 0 0 1 0 0 0 1 0 0 0 0 0 0 0 0 2

Out of jurisdiction (discretionary) 1 0 0 1 2 0 2 0 1 0 2 1 1 0 0 0 1 12

Out of jurisdiction (non-discretionary) 26 0 0 0 0 0 1 0 5 0 5 0 0 0 0 0 0 37

Outcome not achievable 0 0 0 0 1 0 0 0 1 0 2 0 0 1 0 0 0 5

Premature 0 0 0 0 0 0 0 0 2 0 2 0 1 0 0 0 0 5

Proportionality 3 1 1 1 0 1 1 0 6 2 4 0 0 0 5 1 1 27

Resolved 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Total 30 1 1 2 4 1 4 0 16 2 15 1 2 1 5 1 2 88

Fully upheld 1 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 2

Some upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Not upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Resolved 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Total 1 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 2

50 1 1 2 6 2 5 1 22 3 25 2 2 1 6 1 2 132
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Total

Not duly made or withdrawn 0 2 2 0 0 0 0 0 1 0 0 1 0 0 0 0 0 0 1 0 1 0 0 0 0 0 8

Premature 1 0 0 1 0 0 0 0 0 0 3 0 0 0 1 0 2 0 0 0 4 0 0 0 0 0 12

Total 1 2 2 1 0 0 0 0 1 0 3 1 0 0 1 0 2 0 1 0 5 0 0 0 0 0 20

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 4

Out of jurisdiction (discretionary) 0 0 0 0 1 0 0 1 0 0 0 0 0 0 0 0 0 1 0 0 2 0 0 0 0 0 5

Out of jurisdiction (non-discretionary) 0 1 0 0 0 0 0 0 1 1 1 0 1 1 0 0 1 0 0 1 0 0 0 0 0 0 8

Outcome not achievable 1 0 0 0 0 0 0 0 0 0 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 3

Premature 3 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 1 1 0 0 0 0 0 7

Proportionality 7 0 0 0 0 1 1 1 0 0 4 3 2 0 3 1 2 0 1 1 2 1 0 1 0 1 32

Total 11 1 1 0 1 1 1 2 1 1 8 4 4 1 3 1 3 1 2 3 5 1 1 1 0 1 59

Fully upheld 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 2

Not upheld 2 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2

Total 3 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 4

15 3 3 1 1 1 1 2 2 1 11 5 4 1 4 1 5 1 3 3 10 1 1 1 1 1 83
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Total

Not duly made or withdrawn 1 0 1 2

Premature 0 1 1 2

Total 1 1 2 4

Outcome not achievable 1 0 0 1

Proportionality 0 2 0 2

Total 1 2 0 3

2 3 2 7

Advice

Early 

Resolution

Total Complaints

Cross-Border Public Authorities

Scottish Public Authorities

Advice

Early 

Resolution

Investigation

Total Complaints

Investigation

Total Complaints

Advice

Early 

Resolution

Annual Stats 2019-20 Complaints determined by authority and outcome / 8. SG&DA



9. University Complaints Determined 2019-20
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Total

Not duly made or withdrawn 2 1 0 0 2 0 0 1 1 0 1 2 0 0 0 1 0 1 12

Premature 0 0 0 2 0 0 1 0 0 0 1 0 4 1 2 0 1 0 12

Total 2 1 0 2 2 0 1 1 1 0 2 2 4 1 2 1 1 1 24

Not duly made or withdrawn 1 0 1 1 0 0 0 0 0 0 0 0 2 0 0 0 0 1 6

Out of jurisdiction (discretionary) 0 1 0 1 1 0 0 0 0 0 3 0 1 0 0 1 0 0 8

Out of jurisdiction (non-discretionary) 0 0 0 1 1 1 1 1 5 0 4 5 3 2 1 1 1 3 30

Outcome not achievable 0 0 0 1 0 0 0 0 3 1 0 0 0 0 1 0 0 2 8

Premature 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 1 2

Proportionality 2 3 0 4 2 0 0 1 7 1 1 12 7 2 3 8 2 4 59

Resolved 0 0 0 1 0 0 0 0 0 0 1 0 0 0 0 0 0 0 2

Total 3 4 1 9 4 2 1 2 15 2 9 17 13 4 5 10 3 11 115

Fully upheld 0 0 0 3 1 0 0 0 0 0 0 2 1 0 0 0 1 1 9

Some upheld 0 0 1 1 0 0 0 1 0 0 0 0 3 0 0 0 0 1 7

Not upheld 1 0 0 0 0 0 0 0 0 0 0 1 0 1 0 2 0 4 9

Resolved 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 1

Total 1 0 1 4 1 0 0 1 0 0 0 3 5 1 0 2 1 6 26

6 5 2 15 7 2 2 4 16 2 11 22 22 6 7 13 5 18 165

Investigation

Total Complaints

Advice

Early 

Resolution

Annual Stats 2019-20 Complaints determined by authority and outcome / 9. Universities



Stage Outcome Group

Bright Water 

Services Ltd

Business 

Stream

Castle Water 

Ltd

Clear 

Business 

Water Scottish Water

Water Plus 

Select Ltd Wave Total

Not duly made or withdrawn 1 9 2 2 5 0 1 20

Out of jurisdiction (non-discretionary) 0 0 0 1 0 0 0 1

Premature 0 11 3 23 4 4 6 51

Resolved 0 0 0 1 0 0 0 1

Total 1 20 5 27 9 4 7 73

Out of jurisdiction (discretionary) 0 0 0 0 2 0 0 2

Out of jurisdiction (non-discretionary) 0 0 0 1 2 0 0 3

Outcome not achievable 0 0 0 0 2 0 0 2

Premature 0 2 0 0 1 1 0 4

Proportionality 0 18 2 8 4 0 1 33

Resolved 0 4 0 3 0 0 0 7

Total 0 24 2 12 11 1 1 51

Fully upheld 0 1 0 4 0 0 0 5

Some upheld 0 1 0 3 1 0 0 5

Not upheld 0 2 0 2 0 0 0 4

Not duly made or withdrawn 0 1 0 1 0 0 0 2

Resolved 0 1 0 1 0 0 0 2

Total 0 6 0 11 1 0 0 18

1 50 7 50 21 5 8 142

Investigation

Total Complaints

10. Water Complaints Determined 2019-20

Advice

Early 

Resolution

Annual Stats 2019-20 Complaints determined by authority and outcome / 10. Water



Stage Outcome Group

A Body Out of 

Jurisdiction

A Body 

Unknown Total

Not duly made or withdrawn 0 12 12

Out of jurisdiction (non-discretionary) 11 0 11

Premature 0 4 4

Total 11 16 27

Out of jurisdiction (non-discretionary) 1 0 1

Total 1 0 1

12 16 28Total Complaints

11. Other Complaints Determined 2019-20

Advice

Early Resolution

Annual Stats 2019-20 Complaints determined by authority and outcome / 11. Other


