
Further and Higher Education Complaints Determined 2013-14

Further Education
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Total

Not duly made or withdrawn 0 0 0 0 0 1 1 0 2 1 0 0 0 1 0 2 0 8

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

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

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

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

Total 3 0 0 1 1 6 2 0 2 1 1 1 1 1 1 3 1 25

Not duly made or withdrawn 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 1

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

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

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

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

Total 0 0 1 0 0 0 1 0 3 0 0 0 0 0 0 0 0 5

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

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

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

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

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

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

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

Total Complaints 3 1 1 1 1 6 5 1 5 1 1 1 1 1 1 3 1 34

Higher Education
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Total

FE & HE 

total

Not duly made or withdrawn 3 0 0 0 0 1 0 2 1 1 1 3 5 1 3 0 2 0 23 31

Out of jurisdiction (discretionary) 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 1 1 1 0 1 3 0 1 0 0 0 1 9 12

Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 0 1 1 1 0 0 0 3 5

Premature 0 0 1 0 1 0 0 1 1 0 2 2 1 0 0 0 0 2 11 23

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

Total 3 0 1 0 1 1 1 4 3 1 4 8 7 3 4 0 2 3 46 71

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 1 1 0 0 0 0 0 2 3

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

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

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

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

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

Total 0 0 0 1 0 2 0 1 2 0 1 4 1 0 0 1 0 0 13 18

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

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

Not upheld 0 0 0 0 0 0 0 1 0 1 0 3 2 1 0 1 0 0 9 9

Total 0 1 0 0 0 0 0 1 0 1 0 4 2 1 0 1 0 1 12 13

Fully upheld 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 1 0 0 2 4

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

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

Total 0 0 0 0 0 0 1 0 0 0 0 1 0 0 1 3 0 0 6 9

Total Complaints 3 1 1 1 1 3 2 6 5 2 5 17 10 4 5 5 2 4 77 111

There were no cases determined at Investigation 2 stage

Advice

Early Resolution 1

Early Resolution 2

Investigation 1

Advice

Early Resolution 1

Early Resolution 2

Investigation 1
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Health Complaints Determined 2013-14
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Total

Not duly made or withdrawn 3 17 4 4 4 15 12 57 25 23 38 0 0 46 4 4 1 7 0 1 1 11 53 0 0 1 331

Out of jurisdiction (discretionary) 0 2 1 0 0 2 1 5 2 0 3 0 0 3 0 0 0 0 0 0 0 0 6 0 0 0 25

Out of jurisdiction (non-discretionary) 0 1 0 0 0 0 3 5 2 0 4 0 0 1 0 0 0 0 0 0 1 0 2 0 0 0 19

Outcome not achievable 0 1 1 0 1 3 4 12 1 9 10 0 1 6 0 0 0 2 0 1 0 1 12 0 1 0 66

Premature 2 12 3 3 9 10 26 62 14 16 34 0 0 19 3 0 0 7 0 0 0 19 57 0 0 1 297

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

Total 5 33 9 7 14 30 46 141 44 48 89 0 1 75 7 4 1 16 0 3 2 31 131 0 1 2 740

Not duly made or withdrawn 0 3 0 1 4 3 1 10 7 4 3 0 0 1 0 0 0 2 0 0 0 2 8 0 0 0 49

Out of jurisdiction (discretionary) 0 0 1 2 1 2 0 7 0 2 3 0 0 2 0 0 0 1 0 0 0 3 2 0 0 0 26

Out of jurisdiction (non-discretionary) 0 1 0 0 0 0 0 4 1 1 1 0 0 1 0 0 0 0 0 0 0 1 4 0 1 0 15

Outcome not achievable 0 3 0 1 2 0 2 8 3 3 5 0 0 4 0 0 0 2 0 0 0 1 3 0 0 0 37

Premature 0 5 0 0 1 2 5 10 5 4 7 0 0 3 2 1 0 1 1 0 0 2 4 0 0 0 53

Resolved 0 1 0 0 1 0 1 3 0 2 4 0 0 2 0 0 0 0 0 0 0 1 3 0 0 0 18

Total 0 13 1 4 9 7 9 42 16 16 23 0 0 13 2 1 0 6 1 0 0 10 24 0 1 0 198

Fully upheld 0 0 0 0 2 1 2 2 1 1 2 0 0 0 0 0 0 2 0 0 0 0 4 0 0 0 17

Some upheld 0 0 1 1 0 0 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 4

Not upheld 0 3 0 0 0 2 3 9 1 0 5 0 0 0 2 0 0 0 0 0 0 0 17 0 0 0 42

Not duly made or withdrawn 0 0 0 0 1 0 0 3 0 2 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 7

Resolved 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 3 1 1 3 3 5 15 3 3 7 0 0 0 2 0 0 2 0 0 0 1 21 0 0 0 70

Fully upheld 0 8 0 2 4 7 3 10 7 6 9 1 0 3 1 0 0 1 0 0 0 3 8 0 0 0 73

Some upheld 0 9 0 2 1 6 5 11 5 6 20 1 0 6 1 0 0 0 0 0 0 1 8 0 0 0 82

Not upheld 0 5 4 0 3 4 4 17 4 13 10 3 1 4 1 0 0 1 1 0 0 8 31 1 0 0 115

Not duly made or withdrawn 0 0 0 1 0 0 0 0 1 0 0 0 0 3 0 0 0 0 0 0 0 0 2 0 0 0 7

Resolved 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 1

Total 0 22 4 5 8 17 12 38 17 25 39 5 1 16 3 0 0 2 1 0 0 13 49 1 0 0 278

Fully upheld 0 2 1 0 1 1 3 2 2 2 6 0 0 2 0 0 0 1 0 0 0 0 4 0 0 0 27

Some upheld 0 1 0 0 1 0 1 2 1 2 2 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 11

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

Total 0 3 1 0 2 1 4 4 3 4 8 0 0 3 0 0 0 1 0 0 0 0 4 0 0 0 38

Total Complaints 5 74 16 17 36 58 76 240 83 96 166 5 2 107 14 5 1 27 2 3 2 55 229 1 2 2 1,324

Note - includes complaints about prison health care

Early 

Resolution 2

Investigation 1

Investigation 2

Family Health ServicesSpecial Health BoardHealth Board

Advice

Early 

Resolution 1
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Housing Association Complaints Determined 2013-14

Housing Associations A-H
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Not duly made or withdrawn 1 0 0 0 1 1 0 0 1 3 0 0 0 0 2 0 0 0 0 1 1 0 3 0 1 4 4 0 0 0 2 1 2 0 0 1 4 3 0 0 0 1 1 0 0 0 3 2 0 0 0 1 2 1 1 2 0 1

Out of jurisdiction (discretionary) 0 0 0 0 0 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 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

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

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

Premature 4 0 1 0 0 0 1 2 0 4 1 1 0 0 0 1 3 1 0 0 1 1 3 2 1 2 0 0 3 1 2 0 0 0 4 1 8 0 0 1 0 2 3 1 0 2 15 5 3 0 2 2 1 2 0 3 1 0

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

Total 6 1 1 1 1 1 1 3 1 10 2 2 1 0 2 1 3 1 1 1 2 1 7 3 2 7 4 0 3 1 4 1 2 0 4 2 14 4 0 2 1 3 4 1 2 3 22 7 3 1 2 3 3 3 1 7 1 1

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 0 0 0 1 0 1 0 0 0 0 0 0 0 1 0 0 1 0 0 0 0 0 0 0 0

Out of jurisdiction (discretionary) 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 1 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

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

Outcome not achievable 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 0 0 0 0 0 0 0 0 0 0 0 2 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 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 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 0 0 0 0 0 0 0 0 0 0 0 0 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 0 0

Total 0 0 0 0 0 1 1 0 0 2 1 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 2 2 0 0 0 0 0 1 1 1 0 0 0 0 0 1 0 5 0 0 1 0 0 0 0 1 0 0 0

Fully upheld 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 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

Some upheld 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 2 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

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

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

Fully 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 1 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

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

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

Total Complaints 6 1 1 1 3 4 2 3 1 17 3 2 1 1 2 1 3 1 1 1 2 1 8 3 2 10 5 1 3 3 6 1 2 1 4 2 18 8 1 2 1 3 4 1 3 3 29 8 3 2 3 3 3 3 2 7 1 2
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Total

Not duly made or withdrawn 0 1 0 1 1 1 2 0 0 0 0 1 1 1 0 1 2 1 0 0 1 0 0 0 0 0 0 1 2 0 1 0 0 2 0 0 0 0 0 2 1 0 0 1 0 0 0 0 1 0 76

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

Out of jurisdiction (non-discretionary) 0 1 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 1 0 0 0 0 0 0 0 0 0 0 12

Outcome not achievable 0 1 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 1 1 0 0 0 0 0 0 0 4 0 0 0 0 1 24

Premature 1 3 0 0 0 11 0 1 2 2 3 0 1 1 1 3 0 1 1 1 0 2 1 2 1 2 1 2 2 2 1 3 3 6 1 0 0 1 1 1 0 1 1 0 1 1 1 0 0 1 161

Resolved 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 0 0 0 0 0 0 0 0 0 0 0 0 3

Total 1 6 0 1 1 13 2 1 3 2 6 1 2 2 1 4 2 2 1 1 1 2 1 2 1 2 1 3 4 2 2 3 3 8 1 1 1 1 1 4 1 1 1 1 5 1 1 0 1 2 281

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 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 6

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 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 4

Out of jurisdiction (non-discretionary) 0 0 1 0 0 1 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 2 0 0 1 1 0 0 0 0 0 0 1 0 0 1 0 0 0 0 0 1 0 0 0 0 17

Outcome not achievable 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 0 0 0 0 0 0 0 0 0 0 0 0 1 0 1 7

Premature 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 0 0 0 0 0 0 0 0 2

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 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3

Total 0 0 1 0 0 1 0 1 0 0 0 0 0 0 0 0 0 2 0 0 0 0 0 1 0 2 0 0 1 1 0 0 0 1 1 0 1 0 0 1 0 0 0 0 0 1 0 1 0 2 39

Fully upheld 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 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 4

Some upheld 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 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 6

Not upheld 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 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 12

Total 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 0 0 3 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 22

Fully 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 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3

Some upheld 0 0 0 0 0 0 0 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 0 0 0 0 0 0 0 0 0 0 0 0 0 0 9

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 1 0 0 0 0 0 0 1 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 1 5

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 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

Total 0 0 0 0 0 0 0 1 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 2 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 1 18

Total Complaints 1 6 1 1 1 14 2 3 4 3 7 1 2 2 1 4 2 4 2 1 1 2 1 3 1 4 2 3 8 3 2 3 3 11 2 1 3 1 1 5 1 1 1 1 5 2 1 1 1 5 360

There were no cases determined at Investigation 2 stage

Early Resolution 

1

Early Resolution 

2

Investigation 1

Advice

Early Resolution 

1

Early Resolution 

2

Investigation 1

Advice
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Local Authority Complaints Determined 2013-14
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Total

Not duly made or withdrawn 1 15 19 3 2 0 1 7 4 8 7 15 3 14 28 30 1 4 7 20 0 15 9 6 0 10 9 4 49 12 5 7 8 0 0 1 1 1 0 1 1 328

Out of jurisdiction (discretionary) 1 2 2 0 2 0 0 1 0 0 1 2 3 4 5 8 1 0 1 2 0 3 1 0 0 0 1 1 6 2 0 0 4 0 0 2 0 0 1 0 0 56

Out of jurisdiction (non-discretionary) 0 2 3 0 0 0 0 2 1 0 2 1 1 1 2 3 0 1 1 0 0 2 3 1 0 3 3 1 4 0 0 2 2 0 0 0 0 1 0 0 0 42

Outcome not achievable 0 9 5 3 2 0 1 4 4 2 4 7 0 4 12 8 1 0 1 2 0 3 6 3 1 4 5 1 15 7 4 2 6 0 1 1 0 0 1 0 0 129

Premature 14 25 24 11 11 7 3 13 18 18 11 16 8 28 46 69 11 16 15 43 1 13 20 20 2 9 30 8 73 28 7 5 28 2 1 1 1 2 1 0 0 659

Resolved 0 0 0 0 0 0 0 0 0 0 1 0 0 1 0 3 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 6

Total 16 53 53 17 17 7 5 27 27 28 26 41 15 52 93 121 14 21 25 67 1 36 39 30 3 26 49 15 147 49 16 16 48 2 2 5 2 4 3 1 1 1,220

Not duly made or withdrawn 0 0 2 0 3 0 0 0 0 0 0 3 1 1 7 0 0 0 0 1 0 2 0 0 0 1 2 0 6 3 1 1 2 0 0 0 0 0 0 0 0 36

Out of jurisdiction (discretionary) 0 0 2 1 2 1 0 3 0 1 2 0 0 1 8 3 0 0 2 1 1 1 6 3 0 0 2 0 10 4 0 0 3 0 0 0 0 0 0 0 0 57

Out of jurisdiction (non-discretionary) 0 4 4 4 2 0 1 2 1 4 1 3 1 3 12 12 3 1 2 3 0 4 2 1 1 2 6 2 7 7 5 5 2 1 0 0 0 0 2 0 0 110

Outcome not achievable 0 0 1 0 0 0 0 0 1 1 0 0 0 2 4 3 1 0 1 3 0 3 1 0 0 2 3 2 6 3 1 0 1 0 0 0 0 0 1 0 0 40

Premature 0 1 4 0 0 1 0 0 0 1 0 1 1 2 1 2 1 0 0 2 0 1 1 1 0 0 2 1 6 3 0 0 1 0 0 0 0 0 0 0 0 33

Resolved 0 1 1 1 0 0 0 0 0 1 0 0 0 1 2 1 0 0 0 1 0 1 2 0 1 0 0 0 4 1 0 0 0 0 0 0 0 0 0 0 0 18

Total 0 6 14 6 7 2 1 5 2 8 3 7 3 10 34 21 5 1 5 11 1 12 12 5 2 5 15 5 39 21 7 6 9 1 0 0 0 0 3 0 0 294

Fully upheld 0 1 0 0 1 0 2 2 2 0 1 0 1 0 3 0 1 1 0 0 0 2 1 1 0 0 1 1 5 1 1 0 3 0 0 0 0 0 0 0 0 31

Some upheld 0 1 2 0 0 0 1 1 0 0 0 1 0 0 0 2 0 0 0 0 0 0 1 2 0 1 0 1 8 1 0 0 3 0 0 0 0 0 0 0 0 25

Not upheld 0 0 1 0 2 0 2 1 0 0 1 3 0 3 6 3 1 0 0 2 0 2 0 3 0 1 3 0 9 2 2 1 2 0 0 0 0 0 0 0 0 50

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 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

Resolved 0 1 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 2 0 0 0 0 0 0 0 0 0 0 0 0 4

Total 0 3 3 0 3 0 5 4 2 0 2 4 1 3 9 6 2 1 0 2 0 4 2 6 0 2 5 2 24 4 3 1 8 0 0 0 0 0 0 0 0 111

Fully upheld 0 1 3 0 0 0 1 0 0 0 0 0 0 2 1 1 0 0 0 1 0 1 0 0 0 1 2 0 3 1 1 1 0 0 0 0 0 0 0 0 0 20

Some upheld 0 2 3 0 4 0 0 1 1 0 0 0 0 3 2 2 1 0 0 0 0 4 2 1 0 0 1 2 7 1 0 0 2 0 0 0 0 0 0 0 0 39

Not upheld 0 2 9 2 0 1 0 2 1 0 1 1 3 3 5 2 0 0 4 1 2 3 2 2 0 0 4 0 4 3 1 0 1 0 0 0 0 1 0 0 0 60

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

Resolved 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 0 0 0 0 0 0 1

Total 0 5 15 2 4 2 1 5 2 0 1 1 3 8 8 5 1 0 4 2 2 8 4 3 0 1 7 2 14 5 2 1 3 0 0 0 0 1 0 0 0 122

Total 

Complaints

16 67 85 25 31 11 12 41 33 36 32 53 22 73 144 153 22 23 34 82 4 60 57 44 5 34 76 24 224 79 28 24 68 3 2 5 2 5 6 1 1 1,747

There were no cases determined at Investigation 2 stage

Investigation 1

Valuation Joint 

BoardOtherCouncil

Advice

Early 

Resolution 1

Early 

Resolution 2

ComplaintsDeterminedAuthorityOutcome2013-14v1.1 / Local Authority



Scottish Government & Devolved Administration Complaints Determined 2013-14

Stage Outcome Group C
ri
m

in
a
l 
In

ju
ri
e
s
 C

o
m

p
e
n
s
a
ti
o
n
 A

u
th

o
ri
ty

F
o
re

s
tr

y
 C

o
m

m
is

s
io

n
 S

c
o
tl
a
n
d

S
e
a
 F

is
h
 I

n
d
u
s
tr

y
 A

u
th

o
ri
ty

Total A
 S

c
o
tt

is
h
 G

o
v
e
rm

e
n
t 

o
r 

D
e
v
o
lv

e
d
 

A
d
m

in
is

tr
a
ti
o
n
 b

o
d
y
 u

n
k
n
o
w

n

C
ro

w
n
 O

ff
ic

e
 a

n
d
 P

ro
c
u
ra

to
r 

F
is

c
a
l 

S
e
rv

ic
e

D
is

c
lo

s
u
re

 S
c
o
tl
a
n
d

E
d
u
c
a
ti
o
n
 S

c
o
tl
a
n
d

H
is

to
ri
c
 S

c
o
tl
a
n
d

N
a
ti
o
n
a
l 
R

e
c
o
rd

s
 o

f 
S

c
o
tl
a
n
d
 (

N
R

S
)

O
ff

ic
e
 o

f 
th

e
 A

c
c
o
u
n
ta

n
t 

in
 B

a
n
k
ru

p
tc

y

R
e
g
is

te
rs

 o
f 

S
c
o
tl
a
n
d

S
c
o
tt

is
h
 C

o
u
rt

 S
e
rv

ic
e

S
c
o
tt

is
h
 G

o
v
e
rn

m
e
n
t

S
c
o
tt

is
h
 G

o
v
e
rn

m
e
n
t 

D
-G

 E
n
te

rp
ri
s
e
, 

E
n
v
ir
o
n
m

e
n
t 

&
 D

ig
it
a
l

S
c
o
tt

is
h
 G

o
v
e
rn

m
e
n
t 

D
-G

 G
o
v
e
rn

a
n
c
e
 

a
n
d
 C

o
m

m
u
n
it
ie

s

S
c
o
tt

is
h
 G

o
v
e
rn

m
e
n
t 

D
-G

 H
e
a
lt
h
 &

 S
o
c
ia

l 

C
a
re

S
c
o
tt

is
h
 G

o
v
e
rn

m
e
n
t 

D
-G

 L
e
a
rn

in
g
 &

 

J
u
s
ti
c
e

S
c
o
tt

is
h
 G

o
v
e
rn

m
e
n
t 

D
-G

 P
la

n
n
in

g
 a

n
d
 

E
n
v
ir
o
n
m

e
n
ta

l 
A

p
p
e
a
ls

S
c
o
tt

is
h
 P

ri
s
o
n
 S

e
rv

ic
e

S
c
o
tt

is
h
 P

u
b
lic

 P
e
n
s
io

n
s
 A

g
e
n
c
y

S
tu

d
e
n
t 

A
w

a
rd

s
 A

g
e
n
c
y
 f

o
r 

S
c
o
tl
a
n
d

T
ra

n
s
p
o
rt

 S
c
o
tl
a
n
d

Total A
u
d
it
 S

c
o
tl
a
n
d

C
a
re

 I
n
s
p
e
c
to

ra
te

C
h
ild

re
n
's

 H
e
a
ri
n
g
s
 S

c
o
tl
a
n
d

C
o
m

m
is

s
io

n
e
r 

fo
r 

E
th

ic
a
l 
S

ta
n
d
a
rd

s
 i
n
 

P
u
b
lic

 L
if
e
 i
n
 S

c
o
tl
a
n
d

C
re

a
ti
v
e
 S

c
o
tl
a
n
d

H
ig

h
la

n
d
s
 &

 I
s
la

n
d
s
 E

n
te

rp
ri
s
e

M
e
n
ta

l 
W

e
lf
a
re

 C
o
m

m
is

s
io

n
 f

o
r 

S
c
o
tl
a
n
d

O
ff

ic
e
 o

f 
th

e
 S

c
o
tt

is
h
 C

h
a
ri
ty

 R
e
g
u
la

to
r

P
a
ro

le
 B

o
a
rd

 f
o
r 

S
c
o
tl
a
n
d

P
o
lic

e
 I

n
v
e
s
ti
g
a
ti
o
n
s
 &

 R
e
v
ie

w
 

C
o
m

m
is

s
io

n
e
r

P
ri
v
a
te

 R
e
n
te

d
 H

o
u
s
in

g
 P

a
n
e
l

R
o
y
a
l 
B

o
ta

n
ic

 G
a
rd

e
n

S
c
o
tt

is
h
 A

g
ri
c
u
lt
u
ra

l 
W

a
g
e
s
 B

o
a
rd

S
c
o
tt

is
h
 C

a
n
a
ls

S
c
o
tt

is
h
 C

h
ild

re
n
's

 R
e
p
o
rt

e
r 

A
d
m

in
is

tr
a
ti
o
n

S
c
o
tt

is
h
 E

n
te

rp
ri
s
e

S
c
o
tt

is
h
 E

n
v
ir
o
n
m

e
n
t 

P
ro

te
c
ti
o
n
 A

g
e
n
c
y

S
c
o
tt

is
h
 H

u
m

a
n
 R

ig
h
ts

 C
o
m

m
is

s
io

n

S
c
o
tt

is
h
 L

e
g
a
l 
A

id
 B

o
a
rd

S
c
o
tt

is
h
 N

a
tu

ra
l 
H

e
ri
ta

g
e

S
c
o
tt

is
h
 Q

u
a
lif

ic
a
ti
o
n
s
 A

u
th

o
ri
ty

S
c
o
tt

is
h
 S

o
c
ia

l 
S

e
rv

ic
e
s
 C

o
u
n
c
il

s
p
o
rt

s
c
o
tl
a
n
d

T
h
e
 S

c
o
tt

is
h
 I

n
fo

rm
a
ti
o
n
 C

o
m

m
is

s
io

n
e
r

Total

Grand 

Total

Not duly made or withdrawn 2 0 0 2 0 11 0 0 0 0 1 0 1 2 0 0 0 0 0 55 0 1 0 71 0 7 0 1 1 0 0 0 0 2 2 0 0 0 0 0 0 0 1 1 2 1 0 2 20 93

Out of jurisdiction (discretionary) 1 0 0 1 0 4 0 0 0 0 0 1 2 2 0 0 0 0 0 8 0 0 0 17 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 19

Out of jurisdiction (non-discretionary) 0 1 1 2 0 8 0 0 0 1 0 1 2 1 0 0 0 1 0 8 2 0 0 24 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 2 28

Outcome not achievable 0 1 0 1 0 3 0 0 0 0 0 1 1 2 0 0 0 0 0 18 1 0 1 27 0 4 0 0 1 0 0 0 1 0 0 0 0 0 0 1 0 0 0 0 1 1 0 0 9 37

Premature 0 1 0 1 1 12 6 1 1 2 3 2 4 4 1 0 2 0 0 59 0 1 1 100 0 8 1 0 0 0 0 1 0 4 0 1 1 1 0 0 2 0 3 0 3 2 1 1 29 130

Resolved 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 4 0 0 0 4 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 4

Total 3 3 1 7 1 38 6 1 1 3 4 5 10 11 1 0 2 1 0 152 3 2 2 243 0 20 1 1 2 1 0 1 1 6 2 1 1 1 0 1 2 0 4 1 7 4 1 3 61 311

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 2 2 0 0 0 0 0 0 10 0 0 0 14 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 2 16

Out of jurisdiction (discretionary) 0 1 0 1 0 1 0 0 0 0 0 0 0 1 0 1 0 0 0 3 0 0 0 6 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 2 9

Out of jurisdiction (non-discretionary) 0 0 0 0 0 6 0 0 0 0 0 1 0 0 0 0 0 0 0 16 0 1 1 25 1 5 0 0 0 1 0 0 0 2 0 0 0 0 0 1 1 1 2 1 0 1 0 0 16 41

Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 8 0 1 0 9 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 10

Premature 0 0 0 0 0 1 0 0 0 0 0 1 0 0 0 0 0 0 1 6 0 0 0 9 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 10

Resolved 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 8 0 0 0 8 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 9

Total 0 1 0 1 0 8 0 0 0 0 0 4 2 1 0 1 0 0 1 51 0 2 1 71 1 9 0 0 0 1 0 0 0 2 0 0 0 0 0 1 2 1 2 1 0 1 0 2 23 95

Fully upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 21 0 0 0 21 0 0 0 0 0 0 1 0 0 0 0 0 0 0 2 0 0 0 0 0 1 0 0 0 4 25

Some upheld 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 4 0 0 0 5 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 6

Not upheld 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 60 0 0 1 62 0 2 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 64

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

Resolved 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 0 0 0 0 0 0 0 0

Total 0 0 0 0 0 0 0 0 0 0 0 1 1 0 0 0 0 0 0 87 0 0 1 90 0 2 0 0 0 0 1 0 1 0 0 0 0 0 2 0 0 0 0 0 1 0 0 0 7 97

Fully upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 4 0 0 0 5 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 5

Some upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 0 0 0 2 0 2 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 4

Not upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 6 0 0 0 7 0 2 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3 10

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

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

Total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 14 0 0 0 16 0 4 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 5 21

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

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

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

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

Total Complaints 3 4 1 8 1 46 6 1 1 3 4 10 13 12 1 1 2 1 3 306 3 4 5 423 1 35 1 2 2 2 1 1 2 9 2 1 1 1 2 2 4 1 6 2 8 5 1 5 97 528

Early 

Resolution 2

Investigation 1

Investigation 2

Scottish Public AuthorityScottish Government & Scottish AdministrationCross-Border Public 

Authority

Advice

Early 

Resolution 1

ComplaintsDeterminedAuthorityOutcome2013-14v1.1 / SG&DA



Water Cases Determined 2013-14

Stage Outcome Group

Business 

Stream

Scottish 

Water

Other Water 

Suppliers Total

Not duly made or withdrawn 27 20 0 47

Out of jurisdiction (discretionary) 1 2 0 3

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

Outcome not achievable 14 11 0 25

Premature 74 31 3 108

Resolved 0 0 0 0

Total 116 64 3 183

Not duly made or withdrawn 2 1 0 3

Out of jurisdiction (discretionary) 4 3 0 7

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

Outcome not achievable 3 2 0 5

Premature 7 2 0 9

Resolved 11 1 0 12

Total 31 10 0 41

Fully upheld 7 0 0 7

Some upheld 6 0 0 6

Not upheld 7 4 0 11

Not duly made or withdrawn 0 1 0 1

Resolved 8 0 0 8

Total 28 5 0 33

Fully upheld 18 1 0 19

Some upheld 11 2 0 13

Not upheld 21 0 0 21

Not duly made or withdrawn 1 0 0 1

Resolved 1 0 0 1

Total 52 3 0 55

Fully upheld 2 0 0 2

Some upheld 0 0 0 0

Not upheld 0 0 0 0

Total 2 0 0 2

Total Complaints 229 82 3 314

Advice

Early 

Resolution 1

Early 

Resolution 2

Investigation 1

Investigation 2

ComplaintsDeterminedAuthorityOutcome2013-14v1.1 / Water



Other Cases Determined 2013-14

Stage Outcome Group

A Body Out 

of 

Jurisdiction

A Body 

Unknown

A General 

Enquiry from a 

Member of the 

Public Total

Not duly made or withdrawn 0 7 0 7

Out of jurisdiction (non-discretionary) 9 0 1 10

Premature 0 6 0 6

Total 9 13 1 23

Not duly made or withdrawn 1 0 0 1

Total 1 0 0 1

Total Complaints 10 13 1 24

Advice

Investigation 1

ComplaintsDeterminedAuthorityOutcome2013-14v1.1 / Other


