
College Cases Determined 2017-18
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Total

Not duly made or withdrawn 1 0 0 0 0 0 1 0 0 3 5

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

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

Not duly made or withdrawn 0 0 0 0 1 0 0 0 0 0 1

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

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

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

Proportionality 4 0 0 3 2 1 1 0 1 0 12

Total 5 1 1 3 4 3 1 0 5 0 23

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

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

Not upheld 0 1 1 0 0 1 1 0 1 0 5

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

6 3 2 5 4 8 5 1 7 4 45

6 3 2 5 4 8 5 1 7 4 45

No enquiries in 2017-18

Total Contacts

Complaint Advice

Early Resolution

Investigation

Total Complaints

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / Colleges



University Cases Determined 2017-18
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Total

Not duly made or withdrawn 2 0 0 1 0 0 0 0 2 0 0 1 1 0 0 3 10

Premature 2 0 1 1 3 0 1 0 1 0 0 0 1 0 0 1 11

Total 4 0 1 2 3 0 1 0 3 0 0 1 2 0 0 4 21

Not duly made or withdrawn 2 0 0 1 0 0 0 0 2 0 0 2 0 0 0 0 7

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

Out of jurisdiction (non-discretionary) 27 0 0 0 0 0 2 1 7 0 1 1 2 0 1 0 42

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

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

Proportionality 1 1 3 2 1 1 0 0 6 1 1 1 4 2 0 0 24

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

Total 37 1 3 5 3 1 2 1 17 1 3 6 8 2 1 0 91

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

Some upheld 4 0 0 0 2 0 0 0 0 0 0 0 2 0 0 0 8

Not upheld 3 0 0 2 2 0 0 1 4 0 0 1 3 0 0 0 16

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 1

Total 9 0 0 2 6 0 0 1 4 0 0 2 6 0 0 0 30

50 1 4 9 12 1 3 2 24 1 3 9 16 2 1 4 142

50 1 4 9 12 1 3 2 24 1 3 9 16 2 1 4 142

No enquiries in 2017-18

Advice

Early 

Resolution

Total Complaints

Total Contacts

Complaint

Investigation

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / Universities



Health Cases Determined 2017-18

(note - includes prison health) 
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Total

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

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

0 0 0 0 1 0 0 0 0 0 0 0 0 0 1 0 0 1 3

Not duly made or withdrawn 1 0 0 7 155 19 3 0 0 0 1 4 3 2 5 0 0 56 256

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

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

Premature 0 0 0 14 124 15 24 0 1 0 0 10 1 4 9 2 0 38 242

Total 1 0 0 21 279 34 27 0 1 0 1 14 4 6 14 2 3 94 501

Not duly made or withdrawn 3 0 0 9 39 6 1 0 0 1 0 0 0 2 1 0 0 0 62

Out of jurisdiction (discretionary) 1 0 0 4 32 2 8 0 0 0 0 0 1 0 3 1 0 0 52

Out of jurisdiction (non-discretionary) 1 1 0 2 16 3 3 0 0 0 0 0 2 0 3 0 1 0 32

Outcome not achievable 2 0 0 1 18 8 0 0 0 0 1 0 0 0 5 1 0 0 36

Premature 0 0 0 4 29 7 9 3 2 0 0 0 0 0 5 0 0 0 59

Proportionality 3 1 1 28 84 31 10 0 3 1 0 4 9 1 17 2 0 0 195

Resolved 0 0 0 1 10 1 0 0 0 0 0 0 0 0 1 1 0 0 14

Total 10 2 1 49 228 58 31 3 5 2 1 4 12 3 35 5 1 0 450

Fully upheld 4 0 0 7 90 5 2 0 0 0 0 3 8 0 1 0 0 0 120

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

Not upheld 6 0 0 5 145 8 0 0 1 0 0 1 2 0 4 0 0 0 172

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

Some upheld 4 0 0 9 111 9 0 0 0 0 0 0 5 0 3 0 0 0 141

Total 14 0 0 21 349 23 2 1 1 0 0 4 17 0 8 0 0 0 440

25 2 1 91 856 115 60 4 7 2 2 22 33 9 57 7 4 94 1,391

25 2 1 91 857 115 60 4 7 2 2 22 33 9 58 7 4 95 1,394Total Contacts

Total Enquiries

Enquiry Advice

Complaint Advice

Early Resolution

Investigation

Total Complaints

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / Health



Joint Health and Social Care Cases determined 2017-18
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 Grand Total

Not duly made or withdrawn 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 1 2

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

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

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

Out of jurisdiction (discretionary) 0 1 2 0 0 0 1 0 4 1 0 1 0 0 0 0 2 1 1 0 0 0 0 0 0 4 0 9

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

Premature 0 0 1 0 0 0 0 0 1 0 0 0 0 1 0 1 1 1 1 0 0 1 0 1 1 8 0 9

Proportionality 1 1 2 1 2 0 0 1 8 3 0 3 1 1 1 3 7 6 2 1 3 0 1 1 2 29 0 40

Resolved 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 1

Total 1 2 5 2 3 0 1 1 15 6 0 6 1 2 1 5 10 11 6 2 4 1 1 5 4 53 0 74

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

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

Resolved 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 2 0 2

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

1 2 8 2 3 1 1 1 19 8 1 9 1 2 1 5 13 12 6 2 4 1 1 5 4 57 2 87

1 2 8 2 3 1 1 1 19 8 1 9 1 2 1 5 13 12 6 2 4 1 1 5 4 57 2 87

No enquiries in 2017-18

Health and Social Care 

Partnerships  - Prison Health 

Care Health and Social Care Partnerships  - Social Work

Total Contacts

Total Complaints

Health and Social Care Partnerships - Health

Complaint Advice

Early Resolution

Investigation

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / JH&SC
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Total

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

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

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

Not duly made or withdrawn 0 0 9 8 1 2 7 0 9 0 5 22 0 0 0 0 0 12 75

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

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

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

Premature 0 5 3 12 4 1 9 1 18 0 2 29 2 0 0 0 0 7 93

Total 0 5 12 21 5 3 16 1 27 0 7 53 2 0 0 0 2 19 173

Not duly made or withdrawn 0 1 1 0 1 1 1 0 0 0 0 0 0 0 0 0 0 0 5

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

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

Outcome not achievable 1 0 0 1 0 3 0 1 0 0 2 10 1 0 0 0 0 0 19

Premature 0 0 1 1 0 0 1 0 1 0 0 5 0 0 0 0 0 0 9

Proportionality 0 4 1 5 2 6 21 0 7 1 2 26 0 0 0 0 0 0 75

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

Total 1 7 6 8 4 13 25 1 10 1 10 48 2 1 1 1 0 0 139

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

Some upheld 0 0 0 1 0 1 2 0 1 0 0 1 0 0 0 0 0 0 6

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

Total 1 2 0 2 0 2 6 0 2 0 0 6 0 0 0 0 0 0 21

2 14 18 31 9 18 47 2 39 1 17 107 4 1 1 1 2 19 333

2 15 18 31 9 19 47 2 39 1 17 107 4 1 1 1 2 19 335Total Contacts

Total Complaints

Enquiry Advice & 

Signposting

Housing Association Cases Determined 2017-18

Complaint Advice

Early Resolution

Total Enquiries

Investigation

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / Housing Associations



Local Authority Cases Determined 2017-18
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Total

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

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

0 0 0 0 1 0 0 1 0 0 0 0 0 0 0 0 1 0 0 0 1 4

Not duly made or withdrawn 3 1 0 17 20 12 0 50 2 8 0 1 0 5 3 12 46 0 3 0 70 253

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

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

Premature 1 0 1 21 36 34 0 91 2 21 0 2 3 25 4 22 67 0 1 1 49 381

Total 4 1 1 38 56 46 0 142 4 30 0 4 5 30 7 35 115 0 4 1 119 642

Not duly made or withdrawn 0 1 0 8 1 3 0 11 2 1 1 0 0 1 0 3 6 0 0 0 0 38

Out of jurisdiction (discretionary) 2 0 0 15 3 17 0 9 1 8 0 0 1 4 2 7 30 0 0 0 0 99

Out of jurisdiction (non-discretionary) 2 1 0 13 4 10 2 21 2 8 0 2 5 19 3 11 9 0 1 0 0 113

Outcome not achievable 0 0 0 9 3 10 0 15 2 8 0 0 0 14 1 18 5 0 0 0 0 85

Premature 0 0 0 5 9 5 0 4 1 4 0 0 0 5 0 3 17 0 0 0 0 53

Proportionality 3 1 0 36 27 22 2 81 2 5 3 0 0 52 10 20 45 1 2 2 0 314

Resolved 0 0 0 5 3 2 0 9 1 2 0 0 0 0 0 4 3 0 0 0 0 29

Total 7 3 0 91 50 69 4 150 11 36 4 2 6 95 16 66 115 1 3 2 0 731

Fully upheld 1 0 0 7 11 1 0 10 0 2 0 0 0 7 1 0 7 0 0 0 0 47

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

Not upheld 3 0 0 9 1 2 0 29 3 0 1 0 0 14 1 0 6 0 0 0 0 69

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

Some upheld 3 0 0 7 4 3 0 12 0 2 0 0 0 10 1 1 6 0 0 0 0 49

Total 7 0 0 23 16 6 0 52 3 4 1 0 0 31 3 3 20 0 0 0 0 169

18 4 1 152 122 121 4 344 18 70 5 6 11 156 26 104 250 1 7 3 119 1,542

18 4 1 152 123 121 4 345 18 70 5 6 11 156 26 104 251 1 7 3 120 1,546

Total Complaints

Total Contacts

Investigation

Complaint

Advice & 

Signposting

Enquiry

Total Enquiries

Advice

Early Resolution

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / Local Authority



Scottish Government & Devolved Administration Cases Determined 2017-18

note - includes prisons
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Total

Grand 

Total

Not duly made or withdrawn 1 0 1 0 0 8 0 4 4 0 1 68 0 0 10 95 0 0 1 4 0 1 0 0 0 0 3 9 105

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

Premature 0 1 1 1 0 11 0 4 2 2 0 54 0 0 4 78 2 0 1 1 0 1 0 0 0 0 1 6 85

Total 1 1 2 1 0 19 0 8 6 2 1 124 0 0 14 175 2 1 2 5 0 2 0 0 0 0 4 16 193

Not duly made or withdrawn 0 0 0 0 0 0 0 1 0 0 0 9 1 0 0 11 0 1 1 0 0 0 0 0 0 1 0 3 14

Out of jurisdiction (discretionary) 0 0 0 0 0 1 0 4 0 0 0 5 0 0 0 10 1 0 2 0 1 1 1 2 0 0 1 9 19

Out of jurisdiction (non-discretionary) 0 0 0 1 1 9 1 3 24 0 0 35 2 1 0 77 0 1 5 4 0 3 0 0 0 0 0 13 90

Outcome not achievable 0 0 0 2 1 2 0 0 0 0 0 30 1 0 0 36 0 0 2 3 0 4 0 5 0 0 0 14 50

Premature 0 0 0 0 0 1 1 1 0 0 1 9 0 0 0 13 0 0 0 1 0 0 1 0 0 0 0 2 15

Proportionality 0 0 0 2 0 5 0 3 3 2 3 49 1 2 0 70 4 1 4 2 0 0 0 2 1 0 0 14 84

Resolved 0 0 0 0 0 0 0 0 1 0 0 12 0 0 0 13 0 1 0 0 0 1 0 0 0 0 0 2 15

Total 0 0 0 5 2 18 2 12 28 2 4 149 5 3 0 230 5 4 14 10 1 9 2 9 1 1 1 57 287

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

Some upheld 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1 2 0 0 0 0 1 0 1 0 0 0 4 5

Not upheld 0 0 0 1 0 0 0 0 0 0 0 8 1 1 0 11 1 0 0 0 0 2 0 0 0 0 0 3 14

Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 10 0 0 0 10 0 0 0 0 0 0 0 0 0 0 0 0 10

Total 0 0 0 2 0 2 0 2 2 0 0 22 1 1 0 32 3 0 0 0 0 3 0 1 0 0 0 7 39

1 1 2 8 2 39 2 22 36 4 5 295 6 4 14 437 10 5 16 15 1 14 2 10 1 1 5 80 519

1 1 2 8 2 39 2 22 36 4 5 295 6 4 14 437 10 5 16 15 1 14 2 10 1 1 5 80 519

No enquiries in 2017-18

Cross-Border Public 

Authority

Scottish Government & Scottish Administration Scottish Public Authority

Total Complaints

Total Contacts

Early 

Resolution

Advice

Investigation

Complaint

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / SG&DA



Prison Cases Determined 2017-18
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Total

Not duly made or withdrawn 2 4 3 5 14 1 2 2 1 3 31 68

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

Premature 7 6 5 10 1 6 5 3 1 2 8 54

Total 9 10 8 15 15 7 7 5 2 5 41 124

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

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

Out of jurisdiction (non-discretionary) 1 3 8 0 8 2 3 6 2 2 0 35

Outcome not achievable 0 3 2 1 5 3 5 8 0 3 0 30

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

Proportionality 5 2 4 8 2 6 8 9 1 4 0 49

Resolved 4 0 1 0 1 0 2 4 0 0 0 12

Total 10 10 18 13 18 16 22 29 3 10 0 149

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

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

Not upheld 0 1 0 1 0 0 1 4 0 1 0 8

Not duly made or withdrawn 0 3 0 4 1 1 0 1 0 0 0 10

Total 0 4 0 5 1 1 2 8 0 1 0 22

19 24 26 33 34 24 31 42 5 16 41 295

19 24 26 33 34 24 31 42 5 16 41 295

No enquiries in 2017-18

Advice

Early Resolution

Investigation

Total Complaints

Total Contacts

Complaint

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / Prisons



Water Cases Determined 2017-18

Case Type Stage Outcome Group B
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Total

Not duly made or withdrawn 11 0 0 1 1 2 3 5 23

Premature 24 2 1 0 0 2 4 4 37

Total 35 2 1 1 1 4 7 9 60

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

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

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

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

Premature 5 0 0 0 0 0 0 0 5

Proportionality 9 0 0 0 0 0 2 0 11

Resolved 4 0 0 0 0 0 1 0 5

Total 26 1 0 0 0 0 6 0 33

Fully upheld 2 0 0 0 0 0 0 0 2

Some upheld 4 0 0 0 0 1 1 0 6

Not upheld 3 0 0 0 0 0 0 0 3

Resolved 4 0 0 0 0 0 0 0 4

Total 13 0 0 0 0 1 1 0 15

74 3 1 1 1 5 14 9 108

74 3 1 1 1 5 14 9 108

No enquiries in 2017-18

Total Contacts

Advice

Early Resolution

Investigation

Complaint

Total Complaints

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / Water



Other Cases Determined 2017-18

General Enquiry Health

Case Type Stage Outcome Group

From Member of 

the Public

Clinical treatment 

/ diagnosis

Out of 

Jurisdiction

Subject 

Unknown Total

Enquiry 1 0 0 0 1

Out of Jurisdiction Enquiry 0 0 534 0 534

Premature Enquiry 0 0 0 360 360

1 0 534 360 895

Not duly made or withdrawn 0 0 0 36 36

Out of jurisdiction (non-discretionary) 0 0 11 5 16

Premature 0 0 0 5 5

Total 0 0 11 46 57

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

Total 0 1 1 0 2

0 1 12 46 59

1 1 546 406 954

Subject Unknown or Out Of 

Jurisdiction

Total Enquiries

Advice & 

Signposting

Enquiry

Total Contacts

Complaint Advice

Early Resolution

Total Complaints

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / Other



Housing Cases Determined 2017-18

Case Type Stage Outcome Group

Housing 

Associations

Local 

Authority Total

Advice & 

Signposting

Enquiry 2 1 3

2 1 3

Not duly made or withdrawn 75 50 125

Out of jurisdiction (discretionary) 2 1 3

Out of jurisdiction (non-discretionary) 2 0 2

Outcome not achievable 1 0 1

Premature 93 91 184

Total 173 142 315

Not duly made or withdrawn 5 11 16

Out of jurisdiction (discretionary) 9 9 18

Out of jurisdiction (non-discretionary) 16 21 37

Outcome not achievable 19 15 34

Premature 9 4 13

Proportionality 75 81 156

Resolved 6 9 15

Total 139 150 289

Fully upheld 6 10 16

Some upheld 6 12 18

Not upheld 9 29 38

Resolved 0 1 1

Total 21 52 73

333 344 677

335 345 680

Total Enquiries

Total Complaints

Total Contacts

Enquiry

Complaint Advice

Early Resolution

Investigation

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2017-18 / HA&LA Housing


