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Aberdeenshire Council Complaints performance report Q1 Apr — Jun 2021
Aberdeenshire Council publishes its performance of complaints handling to
provide assurance in relation to our performance, to deliver continuous
improvement and to assist in benchmarking between local authorities.
Reporting of complaints is monitored by Audit Scotland in conjunction with the
Scottish Public Services Ombudsman (SPSO) and in line with the principles of
the Best Value arrangements.

The Council’s Complaints Procedure and the performance indicators below
adhere to the requirements set out by the SPSO’s Model Complaints Handling
Procedure.

How many customer complaints did we receive?

e Between 1 Apr and 30 Jun 2021, we closed 527 customer complaints.
e 395 (75%) complaints were handled at stage one
e 132 (25%) complaints were handled at stage two.

What was the outcome of stage one complaints?

e We upheld/partially upheld 157 (40%) stage one complaints.
e We did not uphold 238 (60%) stage one complaints.

What was the outcome of stage two complaints?

e We upheld/partially upheld 31 (23%) stage two complaints
e We did not uphold 101 (77%) stage two complaints.

Our timescales — Stage One Complaints
We aim to respond to stage one complaints within 5 working days.

e We closed 266 (67%) stage one complaints within 5 working days.
e The average time to respond to stage one complaints was 4.15 working days.

Our timescales — Stage Two Complaints
We aim to respond to stage two complaints within 20 working days.

e We closed 94 (71%) stage two complaints within 20 working days
e The average time to respond to stage two complaints was 19.52 working days
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Why Customers Complained

The highest volume of complaints handled related to:

Complaints about Waste Service (165 complaints)
Most complaints regarding: Refuse and kerbside collections; HWRC
standards.

Complaints about Roads & Landscape (92 complaints)
Most complaints regarding: Parks and open spaces; Roads and footpaths
standards.

Complaints about the Housing service (89 complaints)
Most complaints regarding: service standards, including communication;
length of time for repair; and delayed provision of service

Complaints about the Education & Children’s services (56 complaints)
Most complaints regarding: bullying, teachers and communication of
issues in both Primaries and Academies.



