
Scottish Further and Higher Education Cases Determined 2012-2013
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Total

Grand 

Total

Enquiry 0 1 0 0 0 0 0 0 0 0 1 1 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 2 3

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

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

Matter out of jurisdiction (discretionary) 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 1

Matter out of jurisdiction (non-discretionary) 0 0 0 0 1 1 0 0 1 0 3 1 0 1 0 0 0 0 1 0 0 0 1 0 0 0 1 0 5 8

No decision reached 1 0 0 0 0 0 2 0 5 1 9 7 1 0 0 1 0 0 0 0 0 2 0 0 0 5 1 0 17 26

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 2 0 0 2 2

Premature 0 0 1 2 0 0 3 2 8 0 16 5 1 0 0 3 1 2 0 0 0 7 0 1 0 4 0 1 25 41

Total 1 0 1 2 1 1 5 2 14 1 28 14 2 1 0 4 1 2 1 0 0 9 1 1 0 11 2 1 50 78

Matter out of jurisdiction (discretionary) 0 0 0 0 0 0 1 0 0 0 1 0 0 0 0 1 0 0 0 0 1 0 0 0 0 0 2 0 4 5

Matter out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 1 1 3 0 0 1 0 0 0 0 1 1 0 0 0 0 0 1 0 7 8

No decision reached 0 0 0 0 0 0 0 0 0 0 0 5 0 0 0 0 0 0 0 0 0 1 0 0 1 0 0 0 7 7

Outcome not achievable 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 0 2 2

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

Total 1 0 1 0 0 0 1 0 0 1 4 8 0 0 1 1 0 0 0 1 2 2 0 1 1 0 4 0 21 25

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

Partly upheld 0 0 0 0 0 0 1 0 0 1 2 0 0 0 0 0 0 0 0 0 0 2 0 0 0 0 0 0 2 4

Not upheld 0 0 0 0 0 0 0 0 0 0 0 3 0 1 0 1 0 0 0 0 1 0 0 0 0 0 1 0 7 7

Total 0 0 0 0 0 0 2 0 0 1 3 3 0 1 0 2 0 0 0 0 1 2 0 0 0 0 1 0 10 13

Fully upheld 0 0 0 0 0 0 0 0 0 1 1 1 0 0 0 0 0 0 0 0 0 2 0 0 0 0 1 0 4 5

Partly upheld 0 0 1 0 0 0 0 0 0 0 1 1 0 0 0 1 0 0 0 0 0 1 0 0 0 0 1 0 4 5

Not upheld 0 0 0 0 0 0 0 0 0 0 0 3 0 0 0 2 0 0 0 0 1 2 0 0 0 0 2 0 10 10

No decision reached 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 1

Total 0 0 1 0 0 0 0 0 0 1 2 5 1 0 0 3 0 0 0 0 1 5 0 0 0 0 4 0 19 21

Partly upheld 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 1

Total 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 1

Total Complaints 2 0 3 2 1 1 8 2 14 4 37 30 3 2 1 10 1 2 1 1 5 18 1 2 1 11 11 1 101 138

Total Contacts 2 1 3 2 1 1 8 2 14 4 38 31 3 2 1 10 1 3 1 1 5 18 1 2 1 11 11 1 103 141

Note - 'No decision reached' includes not duly made, withdrawn and resolved

Higher Education

Advice & Signposting

Advice

Early Resolution 1

Early Resolution 2

Investigation 1

Investigation 2

Complaint

Enquiry

Further Education

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / FE&HE



Health Cases Determined 2012-2013

Case Type Stage Outcome Group A
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Total

Enquiry 0 0 2 5 2 0 0 0 0 0 0 0 2 2 0 0 1 7 21

Total 0 0 2 5 2 0 0 0 0 0 0 0 2 2 0 0 1 7 21

Total Enquiries 0 0 2 5 2 0 0 0 0 0 0 0 2 2 0 0 1 7 21

Matter out of jurisdiction (discretionary) 0 0 0 3 3 0 0 1 0 0 0 0 0 0 0 0 7 4 18

Matter out of jurisdiction (non-discretionary) 0 1 0 1 0 0 0 0 0 0 0 0 0 0 0 1 8 1 12

No decision reached 3 1 8 82 14 0 11 1 0 0 1 0 1 2 16 0 0 158 298

Outcome not achievable 0 0 0 2 0 0 0 0 0 0 0 0 0 0 0 1 0 1 4

Premature 4 2 8 96 17 2 15 2 5 0 0 3 2 2 29 1 1 104 293

Total 7 4 16 184 34 2 26 4 5 0 1 3 3 4 45 3 16 268 625

Matter out of jurisdiction (discretionary) 0 0 1 23 5 0 0 0 0 0 0 0 0 0 1 2 2 0 34

Matter out of jurisdiction (non-discretionary) 0 1 2 6 0 0 0 0 0 0 0 0 0 1 7 1 2 0 20

No decision reached 1 0 2 18 8 0 2 1 0 0 0 1 0 0 2 1 0 0 36

Outcome not achievable 0 0 3 18 7 0 0 0 0 0 1 1 0 0 3 1 0 0 34

Premature 1 1 2 40 3 0 10 1 1 0 0 0 0 0 3 0 0 1 63

Total 2 2 10 105 23 0 12 2 1 0 1 2 0 1 16 5 4 1 187

Fully upheld 0 0 1 3 3 0 2 2 0 0 0 2 0 0 2 0 0 0 15

Partly upheld 0 0 0 1 5 0 1 0 0 1 0 0 0 0 2 0 0 0 10

Not upheld 1 2 6 25 14 0 1 0 1 0 0 0 1 1 4 1 0 0 57

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

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

Total 1 2 7 30 22 0 5 2 1 1 0 2 1 1 8 1 0 0 84

Fully upheld 1 0 3 48 3 0 2 0 0 0 0 0 0 0 3 0 0 0 60

Partly upheld 3 0 4 54 8 0 3 0 2 0 1 1 2 0 3 0 0 0 81

Not upheld 1 1 1 94 9 0 5 0 0 0 1 0 1 0 5 0 0 0 118

No decision reached 0 0 1 7 0 0 0 0 0 0 0 0 0 0 0 0 0 0 8

Total 5 1 9 203 20 0 10 0 2 0 2 1 3 0 11 0 0 0 267

Fully upheld 0 0 0 19 2 0 0 0 1 0 0 0 1 0 2 0 0 0 25

Partly upheld 1 0 0 8 0 0 0 0 0 0 0 0 0 0 0 0 0 0 9

Total 1 0 0 27 2 0 0 0 1 0 0 0 1 0 2 0 0 0 34

Total Complaints 16 9 42 549 101 2 53 8 10 1 4 8 8 6 82 9 20 269 1,197

Total Contacts 16 9 44 554 103 2 53 8 10 1 4 8 10 8 82 9 21 276 1,218

Notes

Includes Prison healthcare

'No decision reached' includes not duly made, withdrawn and resolved

Investigation 2

Complaint

Advice & SignpostingEnquiry

Advice

Early Resolution 1

Early Resolution 2

Investigation 1

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / Health



Housing Association Cases Determined 2012-2013

Case Type  Stage Outcome Group A
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Total

Enquiry 1 0 0 0 0 0 0 0 0 4 1 0 0 0 0 6

Total 1 0 0 0 0 0 0 0 0 4 1 0 0 0 0 6

Total Enquiries 1 0 0 0 0 0 0 0 0 4 1 0 0 0 0 6

Matter out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 0 2 0 2

Matter out of jurisdiction (non-discretionary) 0 1 2 0 0 0 0 0 0 0 0 0 0 6 2 11

No decision reached 5 2 0 1 2 2 0 5 0 11 0 0 0 0 30 58

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

Premature 7 13 1 1 6 25 2 15 6 55 1 0 0 1 39 172

Total 12 16 3 2 8 27 2 20 6 67 1 0 0 9 71 244

Matter out of jurisdiction (discretionary) 0 0 0 0 1 0 0 0 0 2 0 0 0 0 0 3

Matter out of jurisdiction (non-discretionary) 1 1 4 0 1 1 0 1 3 6 1 1 0 0 0 20

No decision reached 0 0 1 0 0 1 0 1 0 1 0 0 0 0 0 4

Outcome not achievable 0 0 2 0 0 0 0 0 0 2 0 0 0 0 0 4

Premature 0 3 0 0 0 0 0 0 0 0 0 0 0 0 0 3

Total 1 4 7 0 2 2 0 2 3 11 1 1 0 0 0 34

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

Partly upheld 0 1 0 0 1 0 0 1 0 0 0 0 0 0 0 3

Not upheld 0 2 2 0 1 3 0 2 0 6 0 0 1 0 0 17

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

Total 0 4 2 0 3 3 0 3 0 8 0 0 1 0 0 24

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

Partly upheld 0 0 0 0 1 1 0 0 0 5 0 0 0 0 0 7

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

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

Total 1 1 1 0 1 2 0 1 0 6 0 1 0 0 0 14

Total Complaints 14 25 13 2 14 34 2 26 9 92 2 2 1 9 71 316

 Total Contacts 15 25 13 2 14 34 2 26 9 96 3 2 1 9 71 322

Notes

'No decision reached' includes not duly made, withdrawn and resolved

There were no housing association complaints determined at Investigation 2 stage in 2012-13

Early Resolution 1

Early Resolution 2

Investigation 1

Complaint

Enquiry Advice & Signposting

Advice

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / Housing Associations



Local Authority Cases Determined 2012-2013

Case Type Stage Outcome Group B
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Total

Enquiry 0 0 0 2 0 2 0 7 0 1 1 1 1 0 2 2 0 1 1 21

Total 0 0 0 2 0 2 0 7 0 1 1 1 1 0 2 2 0 1 1 21

Total Enquiries 0 0 0 2 0 2 0 7 0 1 1 1 1 0 2 2 0 1 1 21

Matter out of jurisdiction (discretionary) 0 1 0 1 1 3 0 3 0 1 1 0 1 0 1 1 1 4 0 19

Matter out of jurisdiction (non-discretionary) 0 1 0 3 1 0 0 2 1 2 1 3 3 0 0 5 0 18 0 40

No decision reached 2 1 0 9 5 13 0 49 0 6 1 1 26 5 8 21 1 91 0 239

Outcome not achievable 0 1 0 1 0 1 0 5 1 0 0 0 0 0 0 0 0 4 0 13

Premature 9 3 1 32 30 48 1 159 8 17 7 1 42 10 32 112 3 189 0 704

Total 11 7 1 46 37 65 1 218 10 26 10 5 72 15 41 139 5 306 0 1,015

Matter out of jurisdiction (discretionary) 0 1 0 2 0 0 0 14 4 2 0 0 10 0 0 7 0 0 0 40

Matter out of jurisdiction (non-discretionary) 3 1 0 2 8 5 0 32 4 8 0 2 16 0 9 8 0 1 0 99

No decision reached 1 0 0 1 1 3 0 13 2 1 0 0 3 0 1 9 0 3 0 38

Outcome not achievable 2 0 0 0 1 2 1 4 0 5 0 0 4 0 2 5 0 0 0 26

Premature 2 1 0 1 1 1 0 12 3 2 0 0 11 0 5 7 0 0 0 46

Total 8 3 0 6 11 11 1 75 13 18 0 2 44 0 17 36 0 4 0 249

Fully upheld 0 0 0 1 0 3 0 3 0 0 0 0 2 0 1 0 0 0 0 10

Partly upheld 1 0 0 2 1 1 0 5 1 0 0 0 3 2 3 0 0 0 0 19

Not upheld 2 0 0 2 1 2 0 12 3 1 0 0 15 0 6 3 0 1 0 48

No decision reached 0 0 0 0 0 0 0 2 0 0 0 0 2 0 0 0 0 0 0 4

Total 3 0 0 5 2 6 0 22 4 1 0 0 22 2 10 3 0 1 0 81

Fully upheld 1 0 0 1 0 0 0 5 0 0 0 0 4 0 1 4 0 0 0 16

Partly upheld 2 0 0 1 3 3 0 14 0 1 1 0 26 2 3 7 0 0 0 63

Not upheld 2 0 0 7 2 1 0 18 2 1 0 0 33 1 6 2 0 0 0 75

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

Total 5 0 0 9 5 4 0 38 2 2 1 0 64 3 10 13 0 0 0 156

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

Partly upheld 0 0 0 0 0 0 0 0 0 0 0 0 2 0 0 1 0 0 0 3

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

Total Complaints 28 10 1 67 55 86 2 353 29 47 11 7 205 20 78 192 5 311 0 1,507

Total Contacts 28 10 1 69 55 88 2 360 29 48 12 8 206 20 80 194 5 312 1 1,528

Note - 'No decision reached' includes not duly made, withdrawn and resolved

Investigation 2

Complaint

Advice & SignpostingEnquiry

Advice

Early Resolution 1

Early Resolution 2

Investigation 1

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / Local Authority



Scottish Government & Devolved Administration Cases Determined 2012-2013
note - includes prisons

Case Type Stage Outcome Group A
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Grand 

Total

Enquiry 0 0 1 1 0 0 0 0 1 0 0 0 0 2 0 0 1 4 0 0 0 0 0 1 0 0 0 0 0 0 1 2 7

Total 0 0 1 1 0 0 0 0 1 0 0 0 0 2 0 0 1 4 0 0 0 0 0 1 0 0 0 0 0 0 1 2 7

Total Enquiries 0 0 1 1 0 0 0 0 1 0 0 0 0 2 0 0 1 4 0 0 0 0 0 1 0 0 0 0 0 0 1 2 7
Matter out of jurisdiction (discretionary) 0 0 0 0 0 0 0 0 0 0 0 0 1 1 0 0 0 2 0 0 1 0 0 0 0 0 0 0 0 0 0 1 3

Matter out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 5 0 1 0 0 1 10 0 0 2 19 0 0 0 0 0 0 0 0 0 0 0 0 2 2 21

No decision reached 1 1 1 3 0 0 0 1 0 2 1 0 1 67 0 0 9 81 0 1 2 0 0 1 1 0 4 1 0 0 10 20 104

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

Premature 2 2 2 6 2 2 1 4 5 11 3 2 0 46 0 1 29 106 0 1 2 1 0 0 0 2 4 0 1 0 8 19 131

Total 3 3 3 9 2 2 1 10 5 14 4 2 3 127 0 1 40 211 0 2 5 1 0 1 1 2 8 1 1 0 20 42 262
Matter out of jurisdiction (discretionary) 1 0 0 1 0 0 0 0 0 0 1 0 0 4 0 0 0 5 0 0 1 0 1 0 0 0 0 1 0 1 0 4 10

Matter out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 3 0 1 4 1 0 25 1 1 0 36 1 0 3 1 1 1 1 1 1 1 0 0 0 11 47

No decision reached 0 0 0 0 0 0 0 1 0 1 0 0 0 29 0 0 0 31 0 0 3 0 0 0 0 0 0 0 0 0 0 3 34

Outcome not achievable 0 1 0 1 0 0 0 0 0 0 0 0 1 5 0 1 0 7 0 0 1 0 0 0 0 0 0 0 0 0 0 1 9

Premature 0 0 0 0 0 0 0 2 0 0 2 0 0 16 0 0 0 20 1 0 2 0 0 1 0 0 0 1 0 0 0 5 25

Total 1 1 0 2 0 0 0 6 0 2 7 1 1 79 1 2 0 99 2 0 10 1 2 2 1 1 1 3 0 1 0 24 125
Fully upheld 0 0 0 0 0 0 0 0 0 0 3 0 0 12 0 0 0 15 0 0 0 0 0 0 0 0 0 0 0 0 0 0 15

Partly upheld 0 0 0 0 0 0 0 0 0 3 0 0 0 10 0 0 0 13 0 0 1 0 0 0 0 0 0 0 0 0 0 1 14

Not upheld 0 0 0 0 0 1 0 0 0 0 1 0 0 72 0 0 0 74 0 0 1 1 1 0 0 0 0 0 0 0 0 3 77

No decision reached 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 2

Total 0 0 0 0 0 1 0 0 0 3 4 0 0 96 0 0 0 104 0 0 2 1 1 0 0 0 0 0 0 0 0 4 108
Fully upheld 0 0 0 0 0 0 0 0 0 1 1 0 0 3 0 0 0 5 0 0 0 1 0 0 0 0 0 0 0 0 0 1 6

Partly upheld 2 0 0 2 0 0 0 0 0 0 0 0 0 3 1 0 0 4 0 0 1 0 0 0 0 0 0 1 0 0 0 2 8

Not upheld 1 0 0 1 0 0 0 0 0 0 0 0 0 6 0 1 0 7 1 0 2 0 0 0 0 0 0 1 0 0 0 4 12

No decision reached 0 0 0 0 0 0 0 0 0 0 0 0 0 3 0 0 0 3 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3

Total 3 0 0 3 0 0 0 0 0 1 1 0 0 15 1 1 0 19 1 0 3 1 0 0 0 0 0 2 0 0 0 7 29
Fully upheld 0 0 0 0 0 0 0 0 1 0 0 0 0 2 0 0 0 3 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3

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

Total Complaints 7 4 3 14 2 3 1 16 6 20 16 3 4 319 2 4 40 436 3 2 20 4 3 3 2 3 9 6 1 1 20 77 527

Total Contacts 7 4 4 15 2 3 1 16 7 20 16 3 4 321 2 4 41 440 3 2 20 4 3 4 2 3 9 6 1 1 21 79 534

Note - 'No decision reached' includes not duly made, withdrawn and resolved

Complaint

Enquiry

Scottish Government & Scottish Administration Scottish Public Authority

Investigation 2

Cross-Border Public 

Authority

Advice & Signposting

Advice

Early Resolution 1

Early Resolution 2

Investigation 1

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / SG&DA



Prison Cases Determined 2012-2013

note - these cases are also counted in the totals for Scottish Government and Devolved Administration / Scottish Administration
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Total

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

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

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

Matter out of jurisdiction (discretionary) 0 0 0 1 0 0 0 0 0 0 1

Matter out of jurisdiction (non-discretionary) 0 0 4 0 0 0 0 1 0 5 10

No decision reached 1 5 3 4 7 1 2 9 1 34 67

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

Premature 0 4 0 4 1 2 7 4 3 21 46

Total 1 9 7 9 8 4 9 15 4 61 127

Matter out of jurisdiction (discretionary) 0 1 0 0 1 0 1 1 0 0 4

Matter out of jurisdiction (non-discretionary) 2 2 2 2 6 4 3 3 1 0 25

No decision reached 2 5 0 3 1 3 8 6 1 0 29

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

Premature 0 2 1 2 1 2 7 0 1 0 16

Total 6 12 3 7 9 10 19 10 3 0 79

Fully upheld 0 4 1 1 0 1 1 2 2 0 12

Partly upheld 0 3 1 1 0 0 1 1 3 0 10

Not upheld 2 5 3 4 3 5 17 26 7 0 72

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

Total 2 12 5 6 3 6 19 30 13 0 96

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

Partly upheld 0 1 0 0 0 0 1 0 1 0 3

Not upheld 0 0 0 1 0 0 2 2 1 0 6

No decision reached 0 1 0 2 0 0 0 0 0 0 3

Total 0 2 0 3 1 0 5 2 2 0 15

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

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

Total Complaints 10 35 15 25 21 20 52 58 22 61 319

Total Contacts 10 36 15 25 21 20 52 58 22 62 321

Note - 'No decision reached' includes not duly made, withdrawn and resolved

Enquiry

Complaint

Advice & Signposting

Advice

Early Resolution 1

Early Resolution 2

Investigation 1

Investigation 2

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / Prisons



Water Cases Determined 2012-2013

Case Type Stage Outcome Group

Billing and 

Charging

Customer 

Service

Environmental 

Concerns

New 

Connections Other

Waste 

Water

Water 

Supply

Subject Unknown 

or Out Of 

Jurisdiction Total

Enquiry 2 0 0 0 1 0 1 0 4

Total 2 0 0 0 1 0 1 0 4

Total Enquiries 2 0 0 0 1 0 1 0 4

Matter out of jurisdiction (discretionary) 2 0 0 0 0 0 1 2 5

Matter out of jurisdiction (non-discretionary) 1 0 0 0 0 0 2 1 4

No decision reached 24 3 0 0 1 4 5 37 74

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

Premature 47 3 1 4 3 7 17 42 124

Total 74 6 1 4 4 11 26 83 209

Matter out of jurisdiction (discretionary) 2 0 1 1 0 2 0 0 6

Matter out of jurisdiction (non-discretionary) 3 0 0 0 1 1 2 0 7

No decision reached 6 0 0 0 1 2 3 0 12

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

Premature 5 0 0 0 0 2 2 0 9

Total 17 1 1 1 2 8 10 0 40

Fully upheld 4 0 0 0 0 0 0 0 4

Partly upheld 7 0 0 0 0 1 3 0 11

Not upheld 11 0 0 0 2 7 5 0 25

No decision reached 1 0 0 0 0 4 0 0 5

Total 23 0 0 0 2 12 8 0 45

Fully upheld 7 0 0 2 0 1 5 0 15

Partly upheld 8 2 0 0 0 2 2 0 14

Not upheld 15 1 0 0 1 0 5 0 22

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

Total 31 3 0 2 1 4 12 0 53

Total Complaints 145 10 2 7 9 35 56 83 347

Total Contacts 147 10 2 7 10 35 57 83 351

Notes

'No decision reached' includes not duly made, withdrawn and resolved

There were no water complaints determined at Investigation 2 stage in 2012-13

Early Resolution 1

Early Resolution 2

Investigation 1

Enquiry

Complaint

Advice & Signposting

Advice

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / Water



Other Cases Determined 2012-2013

Case Type Stage Outcome Group

General 

Enquiry From 

Listed 

Authority

General 

Enquiry From 

Member of the 

Public

Out Of 

Jurisdiction

Subject 

Unknown Total

Enquiry 1 5 1 8 15

Out of Jurisdiction Enquiry 0 0 454 0 454

Total 1 5 455 8 469

Total Enquiries 1 5 455 8 469

Body out of jurisdiction 0 0 23 0 23

Matter out of jurisdiction (non-discretionary) 0 0 2 0 2

No decision reached 0 0 0 7 7

Outcome not achievable 0 0 1 0 1

Premature 0 0 0 10 10

Total 0 0 26 17 43

Body out of jurisdiction 0 0 1 0 1

Premature 0 0 1 0 1

Total 0 0 2 0 2

Total Complaints 0 0 28 17 45

Total Contacts 1 5 483 25 514

Note - 'No decision reached' includes not duly made, withdrawn and resolved

Complaint Advice

Early Resolution 1

Advice & SignpostingEnquiry

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / Other



Housing Cases Determined 2012-2013

Case Type Workflow Stage Outcome Group

Housing 

Associations

Local 

Authority Total

Enquiry 6 7 13

Total 6 7 13

Total Enquiries 6 7 13

Matter out of jurisdiction (discretionary) 2 3 5

Matter out of jurisdiction (non-discretionary) 11 2 13

No decision reached 58 49 107

Outcome not achievable 1 5 6

Premature 172 159 331

Total 244 218 462

Matter out of jurisdiction (discretionary) 3 14 17

Matter out of jurisdiction (non-discretionary) 20 32 52

No decision reached 4 13 17

Outcome not achievable 4 4 8

Premature 3 12 15

Total 34 75 109

Fully upheld 3 3 6

Partly upheld 3 5 8

Not upheld 17 12 29

No decision reached 1 2 3

Total 24 22 46

Fully upheld 2 5 7

Partly upheld 7 14 21

Not upheld 4 18 22

No decision reached 1 1 2

Total 14 38 52

Total Complaints 316 353 669

Total Contacts 322 360 682

Note - 'No decision reached' includes not duly made, withdrawn and resolved

Enquiry Advice & Signposting

Complaint Advice

Early Resolution 1

Early Resolution 2

Investigation 1

Enquiries and complaints determined by subject and outcome 2012-2013 v1.1 web / Housing Combined HA and LA


