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Total
Advice Body out of jurisdiction 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 1

Matter out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 1 0 0 0 0 1 0 0 0 1 0 4
Matter out of jurisdiction (non-discretionary) 0 0 1 0 0 1 1 0 1 1 2 1 0 0 0 0 0 0 0 1 0 0 0 1 2 0 0 0 2 0 14
No decision reached 10 7 7 5 9 7 30 10 14 15 16 8 0 0 2 1 2 7 0 22 0 0 3 9 26 0 2 3 8 2 225
Outcome not achievable 0 0 0 0 1 0 2 1 0 0 2 0 0 0 0 0 0 0 0 1 0 0 0 1 1 0 0 0 0 0 9
Premature 6 4 5 5 13 9 29 10 8 8 23 8 0 0 1 2 0 7 1 21 0 0 2 27 55 1 3 6 5 2 261

Advice Total 16 11 13 10 23 17 62 21 23 24 44 17 0 0 3 3 2 14 1 46 0 0 5 38 86 1 5 9 16 4 514
Early Resolution 1 Matter out of jurisdiction (discretionary) 2 0 1 4 1 0 2 3 0 3 3 1 0 0 0 0 0 2 0 2 0 0 0 2 3 0 0 0 0 0 29

Matter out of jurisdiction (non-discretionary) 0 0 1 0 0 2 2 0 2 0 1 0 0 0 0 0 0 0 0 2 0 0 0 2 2 1 0 0 0 0 15
No decision reached 1 0 1 1 2 6 3 4 3 1 2 0 0 0 0 1 0 1 1 3 0 0 0 1 7 0 0 0 0 0 38
Outcome not achievable 1 0 0 0 0 0 3 0 2 2 2 0 0 0 0 0 0 0 0 2 0 1 0 0 2 0 1 0 0 0 16
Premature 1 1 0 1 3 2 4 2 0 0 5 0 0 0 0 1 0 2 0 3 0 0 0 1 3 0 0 0 0 0 29

Early Resolution 1 Total 5 1 3 6 6 10 14 9 7 6 13 1 0 0 0 2 0 5 1 12 0 1 0 6 17 1 1 0 0 0 127
Early Resolution 2 Fully Upheld 0 0 0 0 0 1 1 1 0 0 2 0 0 0 0 0 1 0 0 1 0 0 0 0 4 0 0 0 0 0 11

No decision reached 0 0 0 0 0 1 3 0 0 0 0 0 0 1 0 0 0 0 0 1 0 0 0 0 2 0 0 0 0 0 8
Not upheld 0 2 0 0 0 2 1 1 2 4 2 0 0 0 1 0 0 1 0 2 0 0 0 4 12 0 0 0 0 0 34
Partly Upheld 1 0 0 1 1 1 0 1 1 1 2 0 0 0 0 0 0 1 0 1 0 0 0 0 3 0 0 0 0 0 14

Early Resolution 2 Total 1 2 0 1 1 5 5 3 3 5 6 0 0 1 1 0 1 2 0 5 0 0 0 4 21 0 0 0 0 0 67
Investigation 1 Fully Upheld 1 0 0 2 0 1 4 1 2 2 1 0 0 1 0 0 0 3 0 6 0 0 0 4 5 0 0 0 0 0 33

No decision reached 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 2
Not upheld 7 1 0 2 2 4 8 8 6 4 2 1 0 2 1 0 0 0 0 7 0 0 4 4 21 0 0 0 0 0 84
Partly Upheld 5 2 0 4 3 2 13 4 5 1 4 2 1 1 1 0 1 0 0 4 1 0 1 2 10 0 0 0 0 0 67

Investigation 1 Total 13 3 0 8 5 7 25 14 13 7 7 3 1 4 2 0 1 3 1 17 1 0 5 10 36 0 0 0 0 0 186
Investigation 2 Fully Upheld 1 1 0 1 0 2 4 4 1 0 2 0 1 0 0 0 0 1 0 1 0 0 0 0 3 0 0 0 0 0 22

No decision reached 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 1
Not upheld 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 2
Partly Upheld 2 1 2 2 1 1 0 0 2 0 1 0 0 0 0 0 0 0 0 1 0 0 0 1 4 0 0 0 0 0 18

Investigation 2 Total 3 3 2 3 1 3 4 5 3 0 3 0 1 0 0 0 0 1 0 3 0 0 0 1 7 0 0 0 0 0 43
Total 38 20 18 28 36 42 110 52 49 42 73 21 2 5 6 5 4 25 3 83 1 1 10 59 167 2 6 9 16 4 937

Complaints determined by authority and outcome (2011-12 website version 1.1).xls/Health
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Advice Matter out of jurisdiction (discretionary) 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
Matter out of jurisdiction (non-discretionary) 0 0 0 0 0 1 0 0 0 0 0 1 0 0 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 2 1 0 0 0 0 1
No decision reached 1 1 0 0 0 0 0 0 0 1 0 1 1 0 1 0 0 1 0 2 2 1 0 0 0 0 0 0 0 0 0 2 1 0 0 0 0 1 1 1 0 0 0 1 0 0
Premature 0 0 1 3 2 1 2 0 4 0 1 0 0 2 0 1 2 1 2 2 8 2 1 1 0 1 1 0 3 0 0 4 3 1 3 1 6 0 1 25 2 1 0 2 1 2

Advice Total 1 1 1 3 2 2 2 0 5 1 1 2 1 2 1 1 2 2 2 4 10 3 1 1 1 1 1 0 3 0 0 6 4 1 3 1 7 1 2 28 3 1 0 3 1 3
Early Resolution 1 Matter out of jurisdiction (discretionary) 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

Matter out of jurisdiction (non-discretionary) 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 1 0 1 1 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 1
No decision reached 0 0 0 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 0 0 2 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 0 0 0 0 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 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 0 0

Early Resolution 1 Total 0 0 0 0 0 0 1 0 1 0 0 0 0 0 0 0 1 0 0 0 0 0 0 1 0 1 0 2 1 1 0 1 0 0 1 0 0 0 0 2 0 0 0 0 0 2
Early Resolution 2 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 1 0 0 0 0 0 0 0 0 0 0 0 0 0

No decision reached 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 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
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 1 0 0 0 0 2 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0

Early Resolution 2 Total 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 2 0 1 0 0 0 0 0 1 1 0 0 0 0 0 0
Investigation 1 No decision reached 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 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 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
Partly Upheld 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 1 0 0 0

Investigation 1 Total 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 0 0 0 0 0 0 0 0 0 1 0 0 0
Total 1 1 1 4 2 2 3 1 7 1 1 2 1 2 1 1 3 2 2 4 10 3 1 2 1 3 1 2 4 1 2 7 5 1 4 1 7 1 3 31 3 1 1 3 1 5
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Total
Advice Matter out of jurisdiction (discretionary) 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 0 1 0 0 0 0 0 3

Matter out of jurisdiction (non-discretionary) 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 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 10
No decision reached 0 0 0 0 0 0 0 0 0 1 2 0 0 1 2 0 0 0 0 1 0 0 1 1 1 0 0 0 0 2 0 0 1 0 0 1 1 1 0 0 0 0 0 0 1 0 0 1 3 40
Premature 1 2 2 1 1 1 1 4 1 2 10 2 0 0 9 1 2 1 1 2 2 1 0 2 3 1 5 1 3 1 2 1 4 1 1 0 0 0 4 1 1 2 0 1 2 1 1 0 6 184

Advice Total 1 2 2 1 1 1 1 4 1 3 12 2 1 1 11 1 2 2 1 3 2 1 1 3 4 2 5 1 3 3 2 1 5 1 1 1 1 1 4 1 1 2 0 2 3 1 1 1 9 237
Early Resolution 1 Matter 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 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

Matter 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 0 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 9
No decision reached 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 0 0 0 0 0 0 0 0 0 0 0 0 0 1 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 0 0 0 0 0 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 2
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 2

Early Resolution 1 Total 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 1 2 1 0 0 0 0 0 0 0 0 0 0 1 0 22
Early Resolution 2 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 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 2

No decision reached 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 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
Not upheld 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 3 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 11

Early Resolution 2 Total 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 3 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 1 0 0 0 0 0 0 14
Investigation 1 No decision reached 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 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 1

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 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2
Partly 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 0 0 0 0 0 0 0 0 0 0 0 0 2

Investigation 1 Total 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 1 0 0 0 0 0 0 0 5
Total 1 2 3 1 1 1 1 5 2 3 12 2 2 1 11 1 5 2 1 3 2 2 1 3 4 2 5 1 3 3 2 1 5 1 2 3 2 1 4 1 1 4 1 2 3 1 1 2 9 278

Please Note: There were no Housing Association complaints determined at Investigation 2.

Housing Associations A-G

Housing Associations H-Z

Complaints determined by authority and outcome (2011-12 website version 1.1).xls/Housing Associations



Local Authority Complaints Determined 2011-2012
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Total
Advice Matter out of jurisdiction (discretionary) 2 0 0 0 0 0 0 0 0 0 1 0 0 2 5 0 0 0 2 0 0 0 0 0 0 2 0 1 0 0 1 0 0 0 0 1 1 0 0 0 0 18

Matter out of jurisdiction (non-discretionary) 2 0 0 0 0 2 2 0 0 1 0 0 1 0 1 0 0 0 1 0 0 0 0 0 0 1 0 4 3 0 0 0 1 0 0 0 0 0 0 1 0 20
No decision reached 9 8 4 6 2 1 10 5 9 7 6 1 9 18 19 3 7 6 15 1 3 4 8 2 2 8 3 40 13 5 3 13 6 0 0 0 0 1 0 0 1 258
Outcome not achievable 0 0 0 0 0 0 0 0 1 0 0 1 0 2 0 0 2 0 0 0 1 0 0 0 0 0 0 2 0 0 0 0 1 0 0 0 0 0 0 0 0 10
Premature 26 25 15 17 7 3 13 14 19 19 13 9 24 46 74 9 19 18 42 4 21 25 13 4 11 52 11 89 28 9 16 18 12 1 1 1 0 0 0 0 1 729

Advice Total 39 33 19 23 9 6 25 19 29 27 20 11 34 68 99 12 28 24 60 5 25 29 21 6 13 63 14 136 44 14 20 31 20 1 1 2 1 1 0 1 2 1035
Early Resolution 1 Matter out of jurisdiction (discretionary) 0 1 1 0 0 0 2 2 1 1 0 0 0 8 5 1 2 1 3 0 5 3 1 0 0 5 0 7 2 1 0 1 0 0 0 0 0 0 0 0 0 53

Matter out of jurisdiction (non-discretionary) 1 3 1 4 0 1 0 0 1 2 0 2 1 5 1 1 2 0 0 0 1 0 0 0 1 4 0 9 1 0 0 1 0 0 0 0 0 1 0 0 0 43
No decision reached 4 2 0 0 1 0 2 5 0 1 3 2 0 2 0 0 1 0 1 0 4 1 3 0 1 4 0 10 0 1 2 2 0 0 0 0 0 0 0 0 0 52
Outcome not achievable 0 0 0 0 1 0 3 0 0 0 1 0 1 4 2 0 0 0 2 0 1 3 1 0 0 2 0 1 2 2 0 0 0 0 0 2 0 0 0 0 0 28
Premature 1 1 0 1 1 0 2 2 2 0 0 0 3 1 6 1 1 0 3 0 0 2 2 0 2 1 0 12 1 0 0 5 0 0 1 0 0 0 0 0 0 51

Early Resolution 1 Total 6 7 2 5 3 1 9 9 4 4 4 4 5 20 14 3 6 1 9 0 11 9 7 0 4 16 0 39 6 4 2 9 0 0 1 2 0 1 0 0 0 227
Early Resolution 2 Fully Upheld 0 1 0 0 0 0 1 0 1 0 1 0 0 1 1 0 0 0 1 0 0 1 0 0 0 0 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 10

No decision reached 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 1 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 3
Not upheld 5 3 0 1 0 0 6 3 0 1 2 2 1 5 0 0 0 2 1 0 0 2 2 1 3 9 2 11 3 1 1 9 0 1 0 0 1 0 0 0 0 78
Partly Upheld 0 1 0 1 0 0 1 1 0 0 0 0 0 0 0 0 0 1 2 0 0 0 0 0 0 1 0 2 2 1 0 1 0 0 0 0 0 0 0 0 0 14

Early Resolution 2 Total 5 5 0 2 0 0 8 4 1 1 3 2 1 7 1 0 0 3 4 0 0 3 2 1 3 11 2 15 6 2 1 10 0 1 0 0 1 0 0 0 0 105
Investigation 1 Fully Upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 1 0 0 0 0 1 0 1 0 0 0 0 0 0 0 1 0 0 1 0 0 6

No decision reached 0 0 0 0 0 0 0 0 0 0 0 0 0 4 0 0 0 0 0 0 1 0 0 0 0 0 1 6 0 0 0 0 0 0 0 0 0 0 0 0 0 12
Not upheld 1 4 0 2 1 0 1 2 1 1 1 0 2 10 5 0 1 0 1 0 4 4 5 0 1 1 1 7 2 1 0 4 0 0 0 0 0 0 0 0 0 63
Partly Upheld 1 2 1 1 0 2 1 1 0 0 0 0 0 5 3 1 0 0 0 0 3 1 2 0 1 5 0 6 0 1 0 1 0 0 0 0 0 0 0 0 0 38

Investigation 1 Total 2 6 1 3 1 2 2 3 1 1 1 0 2 19 9 1 1 0 1 0 9 5 7 0 2 7 2 20 2 2 0 5 0 0 0 1 0 0 1 0 0 119
Investigation 2 Fully Upheld 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 1 0 3 0 0 0 0 0 0 0 0 0 0 0 0 0 6

No decision reached 0 0 0 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 2
Not upheld 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 2
Partly 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 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

Investigation 2 Total 0 0 0 0 0 0 0 0 0 1 0 0 0 1 0 0 1 0 0 0 0 0 1 0 0 1 0 6 0 0 0 0 0 0 0 0 0 0 0 0 0 11
Total 52 51 22 33 13 9 44 35 35 34 28 17 42 115 123 16 36 28 74 5 45 46 38 7 22 98 18 216 58 22 23 55 20 2 2 5 2 2 1 1 2 1497

Councils Other

Complaints determined by authority and outcome (2011-12 website version 1.1).xls/Local Authority



Scottish Further & Higher Education Complaints Determined 2011-2012

Further Education
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Advice Matter 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
Matter out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1
No decision reached 2 2 2 0 1 1 0 2 1 1 0 0 0 0 1 0 1 0 0 0 0 14
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
Premature 2 1 1 1 0 0 0 0 0 0 1 0 0 1 0 1 1 0 2 1 1 13

Advice Total 4 3 3 1 1 1 0 2 1 1 1 0 0 1 1 1 2 1 2 1 1 28
Early Resolution 1 Matter 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

Matter 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
No decision reached 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 0 0 0 0 2
Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 1
Premature 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 1

Early Resolution 1 Total 0 0 0 0 0 0 0 0 0 0 0 1 1 0 0 0 2 0 0 0 0 4
Early Resolution 2 Fully Upheld 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 1 0 0 0 0 0 0 0 0 0 0 0 0 1 0 2
Partly Upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Early Resolution 2 Total 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 1 0 2
Investigation 1 Fully Upheld 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1

No decision reached 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 0 0 0 0 0 0
Partly Upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Investigation 1 Total 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1
Investigation 2 Partly Upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Investigation 2 Total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Total 4 3 4 1 1 1 1 2 1 1 1 1 1 1 1 1 4 1 2 2 1 35

Higher Education
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FE & 
HE 

Total
Advice Matter out of jurisdiction (discretionary) 0 0 0 0 0 0 1 0 0 0 1 0 1 0 0 0 0 3 3

Matter out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 1 0 0 1 0 1 1 0 0 4 5
No decision reached 0 0 0 2 0 1 1 2 0 1 0 2 0 2 1 0 1 13 27
Outcome not achievable 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 1 1
Premature 5 0 0 1 1 2 0 0 3 1 3 1 2 1 0 0 1 21 34

Advice Total 5 0 0 3 1 3 2 2 5 2 4 4 3 4 2 0 2 42 70
Early Resolution 1 Matter out of jurisdiction (discretionary) 0 0 0 0 0 0 0 1 1 1 0 0 0 0 0 1 0 4 4

Matter out of jurisdiction (non-discretionary) 0 0 1 0 0 0 0 1 1 0 2 0 0 1 0 0 0 6 6
No decision reached 0 2 0 0 1 1 1 0 0 0 1 1 1 0 0 0 0 8 10
Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 1 2
Premature 0 0 1 0 1 0 0 0 0 0 0 0 0 0 1 0 0 3 4

Early Resolution 1 Total 0 2 2 0 2 1 1 2 2 1 3 2 1 1 1 1 0 22 26
Early Resolution 2 Fully Upheld 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 1 1

Not upheld 0 0 0 1 0 0 0 0 0 0 0 0 0 0 1 0 0 2 4
Partly Upheld 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 1 1

Early Resolution 2 Total 0 0 0 1 0 0 1 0 1 0 0 0 0 0 1 0 0 4 6
Investigation 1 Fully Upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 1 2

No decision reached 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 1
Not upheld 0 0 0 0 0 0 0 1 1 0 0 2 0 1 1 0 0 6 6
Partly Upheld 0 0 1 0 0 0 0 0 1 0 0 0 0 0 0 0 1 3 3

Investigation 1 Total 0 0 2 0 0 0 0 1 2 0 0 2 0 1 2 0 1 11 12
Investigation 2 Partly Upheld 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 1 1
Investigation 2 Total 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 1 1
Total 5 2 4 4 3 4 4 6 10 3 7 8 4 6 6 1 3 80 115

Complaints determined by authority and outcome (2011-12 website version 1.1).xls/FEHE



Scottish Government & Devolved Administration Complaints Determined by Authority 2011-2012

Scottish Government & Scottish Administration

Stage Closure Category A 
Sc

ot
tis

h 
G

ov
er

m
en

t o
r 

D
ev

ol
ve

d 
Ad

m
in

is
tra

tio
n 

bo
dy

 u
nk

no
w

n

C
ro

w
n 

O
ffi

ce
 a

nd
 

Pr
oc

ur
at

or
 F

is
ca

l S
er

vi
ce

D
ire

ct
or

at
e 

fo
r P

la
nn

in
g 

an
d 

En
vi

ro
nm

en
ta

l 
Ap

pe
al

s

D
is

cl
os

ur
e 

Sc
ot

la
nd

Ed
uc

at
io

n 
Sc

ot
la

nd

H
er

 M
aj

es
ty

's
 In

sp
ec

to
ra

te
 

of
 C

on
st

ab
ul

ar
y 

fo
r 

Sc
ot

la
nd

 (H
M

IC
S)

H
is

to
ric

 S
co

tla
nd

O
ffi

ce
 o

f t
he

 A
cc

ou
nt

an
t i

n 
Ba

nk
ru

pt
cy

R
eg

is
te

rs
 o

f S
co

tla
nd

Sc
ot

tis
h 

C
ou

rt 
Se

rv
ic

e

Sc
ot

tis
h 

G
ov

er
nm

en
t

Sc
ot

tis
h 

G
ov

er
nm

en
t D

-G
 

En
te

rp
ris

e 
& 

En
vi

ro
nm

en
t

Sc
ot

tis
h 

G
ov

er
nm

en
t D

-G
 

H
ea

lth
 &

 S
oc

ia
l C

ar
e

Sc
ot

tis
h 

G
ov

er
nm

en
t D

-G
 

Le
ar

ni
ng

 &
 J

us
tic

e

Sc
ot

tis
h 

Pr
is

on
 S

er
vi

ce

Sc
ot

tis
h 

Pu
bl

ic
 P

en
si

on
s 

Ag
en

cy

St
ud

en
t A

w
ar

ds
 A

ge
nc

y 
fo

r S
co

tla
nd

Tr
an

sp
or

t S
co

tla
nd

To
ta

l

Advice Matter out of jurisdiction (discretionary) 0 0 0 0 0 0 0 1 1 0 1 0 0 0 4 0 0 0 7
Matter out of jurisdiction (non-discretionary) 0 1 0 0 0 0 2 0 2 0 0 0 0 0 26 2 0 0 33
No decision reached 1 6 2 0 0 0 0 1 4 0 1 1 0 0 74 1 3 1 95
Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 0 0 0 4 0 0 0 4
Premature 2 12 0 2 0 0 0 2 3 6 6 0 1 0 54 1 14 3 106

Advice Total 3 19 2 2 0 0 2 4 10 6 8 1 1 0 162 4 17 4 245
Early Resolution 1 Matter out of jurisdiction (discretionary) 0 2 0 0 0 0 0 1 2 1 1 0 0 0 5 0 0 0 12

Matter out of jurisdiction (non-discretionary) 0 3 0 0 1 1 0 0 1 0 0 1 0 0 14 1 2 1 25
No decision reached 0 0 0 0 0 0 0 1 0 0 0 0 0 1 44 0 0 0 46
Outcome not achievable 0 0 0 0 0 0 0 0 0 1 0 0 0 0 13 0 2 0 16
Premature 0 1 0 0 0 0 0 0 0 0 0 0 0 0 25 0 0 0 26

Early Resolution 1 Total 0 6 0 0 1 1 0 2 3 2 1 1 0 1 101 1 4 1 125
Early Resolution 2 Fully Upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 9 0 0 0 9

No decision reached 0 0 0 0 1 0 0 0 0 0 0 0 0 0 4 0 0 0 5
Not upheld 0 2 0 0 0 0 0 0 0 1 1 0 0 0 88 0 0 0 92
Partly Upheld 0 1 0 0 0 0 0 0 0 0 0 0 0 0 8 0 0 0 9

Early Resolution 2 Total 0 3 0 0 1 0 0 0 0 1 1 0 0 0 109 0 0 0 115
Investigation 1 No decision reached 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1

Not upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 13 0 1 0 14
Partly Upheld 0 0 0 0 1 0 0 0 0 0 1 0 0 0 2 0 1 0 5

Investigation 1 Total 0 0 0 0 1 0 0 0 0 0 1 0 0 0 16 0 2 0 20
Investigation 2 Partly Upheld 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1
Investigation 2 Total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1
Total 3 28 2 2 3 1 2 6 13 9 11 2 1 1 389 5 23 5 506

Scottish Public Authority
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Advice Matter out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 1
Matter out of jurisdiction (non-discretionary) 0 0 1 0 0 1 0 0 0 0 0 0 1 0 0 0 0 0 1 0 0 0 0 0 4
No decision reached 0 32 8 0 0 1 2 0 0 1 0 0 1 1 0 0 0 0 27 0 0 1 0 2 76
Outcome not achievable 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 1 0 0 0 0 0 3
Premature 0 75 1 0 1 0 0 1 0 2 0 1 0 2 3 0 1 0 75 0 0 0 2 0 164

Advice Total 0 108 10 0 1 2 2 1 0 3 0 1 3 3 3 0 1 1 104 0 0 1 2 2 248
Early Resolution 1 Matter out of jurisdiction (discretionary) 0 0 0 0 0 1 0 0 0 0 1 0 0 1 0 0 0 0 1 0 0 0 0 0 4

Matter out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 1 1 1 0 0 0 1 0 1 0 1 1 1 0 0 0 8
No decision reached 1 1 2 0 1 0 0 1 0 0 0 0 0 0 0 0 0 0 10 0 0 0 0 0 16
Outcome not achievable 1 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 0 0 0 0 0 4
Premature 0 3 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 5

Early Resolution 1 Total 2 4 4 1 1 1 0 1 1 1 2 0 0 1 1 0 1 0 14 1 1 0 0 0 37
Early Resolution 2 Fully Upheld 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 2

No decision reached 0 3 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 6
Not upheld 0 5 2 0 0 0 0 0 0 1 0 0 0 0 0 0 2 0 6 0 0 0 0 1 17
Outcome not achievable 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
Partly Upheld 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 4

Early Resolution 2 Total 0 10 2 0 0 0 0 0 0 1 0 0 0 0 0 0 2 0 14 0 0 0 0 1 30
Investigation 1 Fully Upheld 0 4 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 0 0 0 0 0 6

Not upheld 1 3 4 0 0 0 0 1 0 0 0 0 0 0 0 0 1 0 2 0 0 0 0 0 12
Partly Upheld 0 4 0 0 1 0 0 0 0 0 0 0 1 0 0 1 1 0 2 0 0 0 0 0 10

Investigation 1 Total 1 11 4 0 1 0 0 1 0 0 0 0 1 0 0 1 2 0 6 0 0 0 0 0 28
Total 3 133 20 1 3 3 2 3 1 5 2 1 4 4 4 1 6 1 138 1 1 1 2 3 343

Cross-Border Public Authority
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Advice Matter out of jurisdiction (discretionary) 1 0 1
Premature 1 1 2

Advice Total 2 1 3
Total 2 1 3

Complaints determined by authority and outcome (2011-12 website version 1.1).xls/SG&D
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