Complaints Performance Statistics

Complaints Received

Number of
complaint
received

81

Number of Number of
Stage 1 closed | Stage 2 closed
complaints complaints

59 18

Number of live
cases

4

Timeline: Annual Year 1

2024 - 2025
*Undated on 7-7-25

All Complaints- Information and Details

Performance against timescale (Closed complaints)

Average of Stage 1
Workday to Close

5
0‘ 7

Stage 1 Target (5 days)
® Met Target @ Missed Target

23 39%)

36

Number of extension
authorised for stage 1
complaints

6

Types of complaint (all
complaints)

@ Complaint Service ® Complaint Staff

14 (17%)

67 (83%)

Method Received (all complaints)

@ Email @Face to face ®@Telephone @ Letter
3 (4%)

4 (5%)

70 (86%)

Complaints by Section (all complaints)

61%
13 ©1%) " 29
Average of Stage 2 Stage 2 Target (20 days) | Number of extension | | & 15
Workday to Close authorised for stage 2 E
® Met Target @ Missed Target complaints S 8
4 Prosperity Place Environment Corporate Community
Services and Wellbein,
0 1 7 33 14 (78%) Section 9
Complaints Outcome (Closed complaints) NIPSO Complaints

Stage 1 Outcome

@ Not Upheld @ Partially Upheld @ Resolved

9 (15.3%)

Stage 2 Outcome

Upheld
10 (16.9%) 4
(22.22%)

10
(16.9%)

3

30 (50.8%) (16.67%)

@ (Blank) @ Not Upheld @ Partially U... @Resolved »

1(5.56%)

9 (50%)

NIPSO Cases by decision

@ Not Upheld © Live @ (Blank) @ Upheld

;
27.7%) 6
(15.4%) (46.2%)

4 (30.8%)

NIPSO Cases by department

6

Count of Ref
w




