
Cases Determined by Subject and Outcome 2019-20

1. All Sectors

2. Colleges 

3. Health 

4. Housing Associations

5. Joint Health and Social Care 

6. Local Authority

7. Prisons

8. Scottish Government and Devolved Administration (excluding prisons)

9. Universities

10. Water

11. Other

12. Combined Housing Association and Local Authority housing complaints

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / Contents



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 subject unknown, out of jurisdiction, and premature enquiries

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 1. All Sectors



College Cases Determined 2019-20
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Total

Not duly made or withdrawn 0 0 0 0 0 1 1 1 0 2 0 3 8

Total 0 0 0 0 0 1 1 1 0 2 0 3 8

Not duly made or withdrawn 0 1 0 0 0 0 0 0 0 0 0 0 1

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

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

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

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

Not duly made or withdrawn 0 0 0 0 0 0 0 1 0 0 0 0 1

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

2 3 1 1 1 3 1 2 2 5 1 3 25

2 3 1 1 1 3 1 2 2 5 1 3 25

No enquiries in 2019-20

Total Contacts

Complaint Advice

Early 

Resolution

Investigation

Total Complaints

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 2. Colleges



3. Health Cases Determined 2019-20

note - includes prison health cases - other prison health cases covered in JH&SC tab 5.

Case Type Stage  Outcome Group A
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Total

Enquiry 0 0 0 0 2 0 0 0 0 0 0 0 0 0 0 0 0 2

Total 0 0 0 0 2 0 0 0 0 0 0 0 0 0 0 0 0 2

0 0 0 0 2 0 0 0 0 0 0 0 0 0 0 0 0 2

Not duly made or withdrawn 0 0 0 6 186 16 1 0 2 0 4 0 5 3 2 1 84 310

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

Premature 0 0 0 6 137 19 5 0 0 0 3 0 2 6 4 0 27 209

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

Total 0 0 0 12 325 35 6 0 2 0 7 0 7 9 6 3 111 523

Not duly made or withdrawn 0 0 0 8 38 3 2 1 1 0 0 0 0 2 0 0 0 55

Out of jurisdiction (discretionary) 0 1 0 0 34 5 1 0 0 0 0 0 0 3 3 0 0 47

Out of jurisdiction (non-discretionary) 0 1 0 0 5 0 1 0 0 0 0 0 1 5 0 1 0 14

Outcome not achievable 0 0 0 2 13 1 0 0 0 0 1 1 0 1 1 0 0 20

Premature 0 0 0 6 33 4 2 0 0 0 3 0 0 4 0 0 0 52

Proportionality 9 1 2 38 162 56 5 3 6 1 4 9 1 36 4 1 0 338

Resolved 0 0 0 4 5 3 1 0 0 0 0 0 0 2 0 0 0 15

Total 9 3 2 58 290 72 12 4 7 1 8 10 2 53 8 2 0 541

Fully upheld 2 1 1 3 92 4 2 0 4 0 0 3 1 2 0 0 0 115

Some upheld 3 0 0 5 78 4 1 1 0 0 1 3 0 2 0 0 0 98

Not upheld 4 1 0 5 148 7 2 1 1 0 1 1 0 1 1 0 0 173

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

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

Total 9 2 1 13 323 15 5 2 5 0 2 7 1 5 1 0 0 391

18 5 3 83 938 122 23 6 14 1 17 17 10 67 15 5 111 1,455

18 5 3 83 940 122 23 6 14 1 17 17 10 67 15 5 111 1,457

*where not otherwise covered by a Health and Social Care Partnership

Enquiry Advice & 

Signposting

Total Enquiries

Total Contacts

Advice

Early 

Resolution

Investigation

Total Complaints

Complaint

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 3. Health



4. Housing Association Cases Determined 2019-20

Case Type Stage  Outcome Group A
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Total

Enquiry 0 0 0 0 0 0 0 0 0 1 0 0 0 0 1 2

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

0 0 0 0 0 0 0 0 0 1 0 0 0 0 1 2

Not duly made or withdrawn 0 6 1 1 1 0 10 0 9 1 35 0 0 0 23 87

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

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

Premature 0 2 1 2 1 1 14 0 11 0 18 0 0 0 2 52

Total 0 8 2 3 2 1 24 0 20 1 55 0 0 3 25 144

Not duly made or withdrawn 0 0 0 0 0 0 1 0 1 0 7 0 0 0 0 9

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

Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 2 6 1 0 0 0 0 9

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

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

Proportionality 1 3 12 1 7 4 13 1 8 4 59 2 1 0 1 117

Resolved 0 1 0 0 0 0 1 0 0 0 7 0 0 0 0 9

Total 1 5 13 2 7 4 18 1 12 11 82 2 2 0 1 161

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

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

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

2 13 15 5 10 5 43 1 32 12 138 3 2 3 26 310

2 13 15 5 10 5 43 1 32 13 138 3 2 3 27 312

Complaint Advice

Early 

Resolution

Investigation

Total Complaints

Enquiry Advice & 

Signposting

Total Enquiries

Total Contacts

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 4. Housing Associations
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Total

Not duly made or withdrawn 1 0 1 0 0 0 0 0 0 1 2 0 0 0 1 2 1 1 1 0 0 1 0 0 6 18

Premature 0 0 1 0 0 1 1 0 0 0 6 0 0 0 1 4 0 0 1 0 1 1 0 0 0 17

Total 1 0 2 0 0 1 1 0 0 1 8 0 0 0 2 6 1 1 2 0 1 2 0 0 6 35

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

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

Out of jurisdiction (non-discretionary) 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 3

Premature 0 0 3 0 0 0 0 0 1 0 1 0 0 0 2 0 1 0 1 0 0 0 0 0 0 9

Proportionality 0 1 9 3 0 2 0 0 2 0 10 1 1 1 7 4 9 4 6 8 0 1 16 1 0 86

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

Total 0 1 19 4 0 3 0 1 4 0 11 1 1 1 10 9 14 5 8 8 0 1 20 2 0 123

Fully upheld 0 0 3 0 1 0 0 0 0 0 0 0 0 1 1 1 0 1 1 0 0 0 2 0 0 11

Some upheld 0 1 1 0 0 0 0 0 0 0 0 0 1 0 3 0 1 1 1 0 0 0 1 0 0 10

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

Total 0 1 6 0 1 1 1 0 2 0 1 0 1 1 7 2 2 2 4 1 0 0 5 1 0 39

1 2 27 4 1 5 2 1 6 1 20 1 2 2 19 17 17 8 14 9 1 3 25 3 6 197

1 2 27 4 1 5 2 1 6 1 20 1 2 2 19 17 17 8 14 9 1 3 25 3 6 197

No enquiries in 2019-20

5. Joint Health and Social Care Cases Determined 2019-20

HSCP - Health

HSCP - Prison 

Health Care HSCP - Social Work

Total Contacts

Complaint Advice

Early 

Resolution

Investigation

Total Complaints

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 5. JH&SC



6. Local Authority Cases Determined 2019-20

Case Type Stage Outcome Group B
u
ild

in
g
 C

o
n
tr

o
l

C
o
n
s
u
m

e
r 

P
ro

te
c
ti
o
n

E
d
u
c
a
ti
o
n

E
n
v
ir
o
n
m

e
n
ta

l 
H

e
a
lt
h
 &

 

C
le

a
n
s
in

g

F
in

a
n
c
e

F
ir
e
 &

 P
o
lic

e
 B

o
a
rd

s

H
o
u
s
in

g

L
a
n
d
 &

 P
ro

p
e
rt

y

L
e
g
a
l 
&

 A
d
m

in

N
a
ti
o
n
a
l 
P

a
rk

 A
u
th

o
ri
ti
e
s

O
th

e
r

P
e
rs

o
n
n
e
l

P
la

n
n
in

g

R
e
c
re

a
ti
o
n
 &

 L
e
is

u
re

R
o
a
d
s
 &

 T
ra

n
s
p
o
rt

S
o
c
ia

l 
W

o
rk

V
a
lu

a
ti
o
n
 J

o
in

t 
B

o
a
rd

s

W
e
lf
a
re

 F
u
n
d
 -

 C
o
m

m
u
n
it
y
 

C
a
re

 G
ra

n
ts

W
e
lf
a
re

 F
u
n
d
 -

 C
ri
s
is

 G
ra

n
ts

S
u
b
je

c
t 
u
n
k
n
o
w

n
 o

r 
O

u
t 
o
f 

J
u
ri
s
d
ic

ti
o
n

Total

Enquiry 0 0 0 0 1 0 1 0 0 0 0 0 1 0 2 1 0 0 0 0 6

Total 0 0 0 0 1 0 1 0 0 0 0 0 1 0 2 1 0 0 0 0 6

0 0 0 0 1 0 1 0 0 0 0 0 1 0 2 1 0 0 0 0 6

Not duly made or withdrawn 2 1 16 12 17 0 44 0 7 0 1 1 11 1 10 47 0 2 0 76 248

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

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

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

Premature 1 0 13 20 19 0 62 1 9 0 2 0 16 0 24 37 0 0 2 27 233

Total 3 1 30 32 36 0 107 1 18 0 3 2 27 1 37 84 0 2 2 105 491

Not duly made or withdrawn 2 0 3 0 2 0 8 0 5 0 0 1 5 1 3 11 0 1 0 0 42

Out of jurisdiction (discretionary) 0 0 7 1 5 0 8 2 6 0 0 0 6 2 4 8 0 0 0 0 49

Out of jurisdiction (non-discretionary) 0 0 14 1 5 1 4 0 4 0 2 3 2 3 2 3 0 0 0 0 44

Outcome not achievable 0 0 3 0 2 0 5 2 2 0 0 0 4 3 7 1 0 0 0 0 29

Premature 1 0 4 5 1 0 7 0 1 0 0 0 3 0 6 4 0 1 0 1 34

Proportionality 6 3 68 42 41 0 97 9 24 1 2 0 70 8 47 40 2 0 0 2 462

Resolved 0 0 2 4 2 0 3 0 0 0 1 0 0 0 0 1 0 0 0 0 13

Total 9 3 101 53 58 1 132 13 42 1 5 4 90 17 69 68 2 2 0 3 673

Fully upheld 0 0 5 2 0 0 1 1 0 0 0 0 5 0 2 13 0 0 0 0 29

Some upheld 0 0 7 3 0 0 1 1 0 0 0 0 5 0 1 7 0 0 0 0 25

Not upheld 0 0 7 0 1 0 5 0 0 1 1 0 5 1 3 6 0 0 0 0 30

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

Total 0 0 19 5 1 0 8 2 0 1 1 0 15 1 6 26 0 0 0 0 85

12 4 150 90 95 1 247 16 60 2 9 6 132 19 112 178 2 4 2 108 1,249

12 4 150 90 96 1 248 16 60 2 9 6 133 19 114 179 2 4 2 108 1,255

Complaint Advice

Early 

Resolution

Investigation

Total Complaints

Enquiry Advice & 

Signposting

Total Enquiries

Total Contacts

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 6. Local Authority



7. Prison Cases Determined 2019-20

Case Type Stage Outcome Group A
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Total

Not duly made or withdrawn 6 2 5 4 7 3 0 9 1 2 44 83

Premature 8 4 5 8 3 8 8 4 0 1 6 55

Total 14 6 10 12 10 11 8 13 1 3 50 138

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

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

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

Outcome not achievable 1 1 1 0 4 0 3 4 0 1 0 15

Premature 1 1 0 0 0 0 1 2 0 1 0 6

Proportionality 6 13 6 14 13 13 15 21 0 9 0 110

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

Total 8 19 11 17 20 13 20 30 1 12 1 152

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

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

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

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

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

Total 1 5 0 2 1 0 0 5 0 2 0 16

23 30 21 31 31 24 28 48 2 17 51 306

23 30 21 31 31 24 28 48 2 17 51 306

No enquiries in 2019-20

Total Contacts

Complaint Advice

Early 

Resolution

Investigation

Total Complaints

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 7. Prisons



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

Excluding prisons: Prisons are listed separately on tab no.7 
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Total

Grand 

Total

Enquiry 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 2 0 0 0 0 0 0 2

Total 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 2 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 1 1 0 2 0 0 0 0 0 0 2
Not duly made or withdrawn 1 0 0 1 0 3 0 7 2 0 1 0 10 25 1 0 1 3 0 0 0 0 0 1 1 1 8 0 0 1 0 1 2 35

Out of jurisdiction (discretionary) 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 1

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

Premature 1 0 1 4 1 0 0 3 1 1 0 0 1 13 2 0 1 5 0 0 2 0 0 0 0 2 12 1 0 1 0 0 2 27

Total 2 0 2 6 1 3 0 10 3 1 1 0 13 42 3 0 2 8 0 0 2 0 0 1 1 3 20 1 0 2 0 1 4 66

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

Out of jurisdiction (discretionary) 1 0 0 2 0 3 0 0 2 2 1 1 0 12 1 0 1 2 0 1 0 0 0 0 0 0 5 0 0 0 0 0 0 17

Out of jurisdiction (non-discretionary) 0 0 0 7 0 1 1 25 1 0 1 0 1 37 0 0 2 2 1 1 1 0 0 1 0 0 8 0 0 0 0 0 0 45

Outcome not achievable 1 0 0 1 0 2 0 0 1 0 0 0 0 5 1 0 1 1 0 0 0 0 0 0 0 0 3 0 1 0 0 0 1 9

Premature 0 0 1 1 0 1 0 1 0 1 0 0 0 5 0 0 2 3 1 0 0 1 0 0 0 0 7 0 0 0 0 0 0 12

Proportionality 2 1 1 4 0 7 3 4 1 0 3 1 0 27 6 3 2 15 2 0 2 1 0 1 0 0 32 1 0 0 1 0 2 61

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

Total 4 1 2 15 0 15 4 31 5 3 5 2 1 88 8 3 8 26 4 2 3 2 1 2 0 0 59 1 1 0 1 0 3 150

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

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

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

Total 0 0 0 0 0 1 0 1 0 0 0 0 0 2 0 0 1 3 0 0 0 0 0 0 0 0 4 0 0 0 0 0 0 6

6 1 4 21 1 19 4 42 8 4 6 2 14 132 11 3 11 37 4 2 5 2 1 3 1 3 83 2 1 2 1 1 7 222

6 1 4 21 1 19 4 42 8 4 6 2 14 132 11 3 11 37 4 2 5 2 1 4 2 3 85 2 1 2 1 1 7 224

Cross-Border Public AuthorityScottish Government & Scottish Administration Scottish Public Authority

Enquiry Advice & 

Signposting

Total Enquiries

Total Contacts

Complaint Advice

Early 

Resolution

Investigation

Total Complaints

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 8. SG&DA



9. University Cases Determined 2019-20

Case Type Stage  Outcome Group A
c
a

d
e

m
ic

 a
p

p
e

a
l 
/ 

e
x
a

m
 r

e
s
u

lt
s
 

/ 
d

e
g

re
e

 c
la

s
s
if
ic

a
ti
o

n

A
c
c
o

m
m

o
d

a
ti
o

n

A
d

m
is

s
io

n
s

A
n

ti
s
o

c
ia

l 
b

e
h

a
v
io

u
r

C
o

m
m

u
n

ic
a

ti
o

n
 /

 s
ta

ff
 a

tt
it
u

d
e

 /
 

d
ig

n
it
y
 /

 c
o

n
fi
d

e
n

ti
a

lit
y

C
o

m
p

la
in

ts
 h

a
n

d
lin

g

O
th

e
r

P
e

rs
o

n
n

e
l 
m

a
tt

e
rs

P
la

g
ia

ri
s
m

 a
n

d
 i
n

te
lle

c
tu

a
l 

p
ro

p
e

rt
y

P
o

lic
y
 /

 a
d

m
in

is
tr

a
ti
o

n

P
ro

p
e

rt
y

S
p

e
c
ia

l 
n

e
e

d
s
 -

 a
s
s
e

s
s
m

e
n

t 

a
n

d
 p

ro
v
is

io
n

S
tu

d
e

n
t 

d
is

c
ip

lin
e

T
e

a
c
h

in
g

 a
n

d
 s

u
p

e
rv

is
io

n

W
e

lf
a

re

S
u

b
je

c
t 

U
n

k
n

o
w

n

Total

Not duly made or withdrawn 6 0 0 0 0 1 0 0 0 0 0 0 0 1 0 4 12

Premature 2 1 0 1 1 0 0 0 0 1 0 0 1 0 0 5 12

Total 8 1 0 1 1 1 0 0 0 1 0 0 1 1 0 9 24

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

Out of jurisdiction (discretionary) 1 0 1 0 0 0 1 0 0 2 0 1 1 1 0 0 8

Out of jurisdiction (non-discretionary) 13 1 1 0 2 3 1 3 0 3 0 2 0 0 0 1 30

Outcome not achievable 5 0 0 0 2 0 0 0 0 1 0 0 0 0 0 0 8

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

Proportionality 25 3 3 0 6 5 1 0 1 6 1 0 2 6 0 0 59

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

Total 47 5 5 0 11 9 3 3 1 14 1 3 3 9 0 1 115

Fully upheld 4 0 0 0 0 2 0 0 0 1 0 1 0 0 1 0 9

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

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

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

Total 10 0 1 0 2 4 0 0 0 1 0 2 0 4 2 0 26

65 6 6 1 14 14 3 3 1 16 1 5 4 14 2 10 165

65 6 6 1 14 14 3 3 1 16 1 5 4 14 2 10 165

No enquiries in 2019/20

Total Contacts

Complaint Advice

Early 

Resolution

Investigation

Total Complaints

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 9. Universities



10. Water Cases Determined 2019-20

Case Type Stage Outcome Group B
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Total

Enquiry 1 0 0 0 0 0 0 1

Total 1 0 0 0 0 0 0 1

1 0 0 0 0 0 0 1

Not duly made or withdrawn 12 0 1 2 0 0 5 20

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

Premature 43 1 0 0 0 1 6 51

Resolved 1 0 0 0 0 0 0 1

Total 56 1 1 2 0 1 12 73

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

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

Outcome not achievable 0 0 0 0 0 2 0 2

Premature 3 0 0 0 0 1 0 4

Proportionality 27 2 0 0 1 3 0 33

Resolved 7 0 0 0 0 0 0 7

Total 38 3 0 0 3 7 0 51

Fully upheld 5 0 0 0 0 0 0 5

Some upheld 4 0 0 0 0 1 0 5

Not upheld 4 0 0 0 0 0 0 4

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

Resolved 2 0 0 0 0 0 0 2

Total 17 0 0 0 0 1 0 18

111 4 1 2 3 9 12 142

112 4 1 2 3 9 12 143

Advice

Early Resolution

Investigation

Total Complaints

Enquiry Advice & 

Signposting

Total Enquiries

Total Contacts

Complaint

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 10. Water



11. Other Cases Determined 2019/20

Case Type Stage Outcome Group
Out of 

Jurisdiction

Subject 

Unknown

Total

Enquiry General Enquiry 1 0 1

Out of Jurisdiction Enquiry 759 0 759

Premature Enquiry 0 796 796

760 796 1,556

Complaint Advice Not duly made or withdrawn 0 12 12

Out of jurisdiction (non-discretionary) 9 2 11

Premature 0 4 4

Total 9 18 27

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

Total 1 0 1

10 18 28

770 814 1,584Total Contacts 

Total Enquiries

Advice & 

Signposting

Total Complaints

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 11. Other



Case Type Stage Outcome Group

Housing 

Associations Local Authority Total

Enquiry 2 1 3

Total 2 1 3

2 1 3

Not duly made or withdrawn 87 44 131

Out of jurisdiction (discretionary) 2 0 2

Out of jurisdiction (non-discretionary) 3 1 4

Premature 52 62 114

Total 144 107 251

Not duly made or withdrawn 9 8 17

Out of jurisdiction (discretionary) 7 8 15

Out of jurisdiction (non-discretionary) 9 4 13

Outcome not achievable 6 5 11

Premature 4 7 11

Proportionality 117 97 214

Resolved 9 3 12

Total 161 132 293

Fully upheld 0 1 1

Some upheld 3 1 4

Not upheld 2 5 7

Resolved 0 1 1

Total 5 8 13

310 247 557

312 248 560Total Contacts

These numbers are already reported in Housing Association and Local Authority tables. For housing sector analysis only. 

12.  Housing Cases Determined 2019-20 (combined Housing Association and Local Authority - housing complaints)

Enquiry Advice & 

Signposting

Total Enquiries

Complaint Advice

Early Resolution

Investigation

Total Complaints

Annual Stats 2019-20 Enquiries and complaints determined by subject and outcome / 12. HA & LA Housing


