 



From: Ask [mailto:Ask@spso.org.uk] 
Sent: 30 October 2009 11:47
To: XXXXXXXXXXX
Subject: Request for information
Dear Mr XXXXXXXX

Your request for information reference 200902752

I refer to your email of 3 October 2009.  In your email you ask for information regarding complaints made to the SPSO.

Your request has been processed in line with the Freedom of Information (Scotland) Act 2002, and I can now respond to your points as follows.

1. Please confirm the number of new complaints about public authorities submitted to the SPSO during the period 1st May 2009 to 30th September 2009. Regarding these complaints how many were a) rejected without investigation b) investigated. Of the ones that were investigated how many were c) upheld and how many were d) rejected and how many are e) outstanding. Of the ones investigated how many were f) reported to Parliament.

Please see the table below.  From the complaints received in this five-month period, there are four complaints which have been moved into the investigation stage and are ongoing, and one investigation which has been discontinued as the complainant failed to respond to contact and therefore was not reported to Parliament.  It is possible some ongoing cases currently in stages 3 and 4 could move to investigation when enquiries have been completed.

	Cases Received:  
Between 01/05/2009 & 30/09/2009
	Stage
	Complaint

	Ongoing as at 14 October 2009
	5 - Investigation
	4

	
	4 - Examination
	151

	
	3 - Consideration
	27

	
	Total
	182

	Closed
	5 - Investigation
	1

	
	4 - Examination
	157

	
	3 - Consideration
	86

	
	2 - Initial Assessment
	294

	
	1 - Receipt
	680

	
	OOJ
	0

	
	Total
	1218

	Grand Total
	
	1400


2. Please provide details of the number of outstanding complaints about public authorities at the end of April 2009 and the time when they were first made to the SPSO to the nearest month.

505 cases were ongoing at 1 May 2009.  The date when they were first made to the SPSO was not captured at the time.

3. Please provide details of the number of outstanding complaints about public authorities at the end of September 2009 and the time when they were first made to the SPSO to the nearest month.

355 cases were ongoing and 5 cases were suspended at 1 October 2009.

	Cases ongoing 
(including those suspended) at 1 October 2009

	Month cases received
	Total

	Oct-06
	1

	Feb-07
	1

	May-07
	2

	Aug-07
	2

	Sep-07
	4

	Nov-07
	1

	Dec-07
	5

	Feb-08
	2

	Mar-08
	6

	Apr-08
	2

	May-08
	8

	Jun-08
	6

	Jul-08
	9

	Aug-08
	9

	Sep-08
	5

	Oct-08
	8

	Nov-08
	9

	Dec-08
	12

	Jan-09
	17

	Feb-09
	17

	Mar-09
	23

	Apr-09
	19

	May-09
	26

	Jun-09
	41

	Jul-09
	36

	Aug-09
	35

	Sep-09
	54

	 Total
	360


4. Please confirm the number of outstanding complaints about public authorities submitted to the SPSO before 1st May 2009 that were determined in the period 1st May 2009 to 30th September 2009. Regarding these complaints how many were a) rejected without investigation b) investigated. Of the ones that were investigated how many were c) upheld and how many were d) rejected and how many are e) outstanding. Of the ones investigated how many were f) reported to Parliament.
Please see the tables below.  There were 68 ongoing investigations as of 1 October 2009.  63 cases were reported to Parliament (those cases discontinued were not reported on).

	 
	Cases open at 1 May 2009 which were determined by 30 September 2009

	 
	Stage
	Total

	 
	1 - Receipt
	1

	 
	2 - Initial Assessment
	21

	 
	3 - Consideration
	39

	 
	4 - Examination
	317

	 
	5 - Investigation
	69

	 
	Total
	447

	 
	
	

	Investigation outcomes:
	
	 

	Reports issued: complaint not upheld
	9
	 

	Report issued: complaint fully or partly upheld
	54
	 

	Discontinued
	6
	 

	Total Investigations
	69
	 

	
	
	
	
	


5. What is the total number of service complaints about the SPSO made at the end of April 2009.
This information can be found on our website at http://www.spso.org.uk/files/webfm/Stats/SDC%20stats.pdf
6. What is the total number of comeback decision complaints about the SPSO made at the end of April 2009.
Please see the tables below.  Statistics on challenges to decisions prior to 2007 were not captured.

	Number of cases per year where the decision not to investigate was challenged by the complaint 

	Year
	Fully or Partly Upheld 
	Not Upheld
	Discontinued
	Total
	% Fully or Partly Upheld

	2007-08
	4
	66
	1
	71
	6%

	2008-09
	10
	134
	0
	144
	7%


    Number of cases for 2009-10 where the decision not to investigate was challenged

	Month
	Fully or Partly Upheld 
	Not Upheld
	Discontinued
	Ongoing
	Total
	% Fully or Partly Upheld

	April 09
	1
	17
	0
	0
	18
	6%

	May 09
	0
	19
	0
	0
	19
	0%

	June 09
	1
	24
	0
	0
	25
	4%

	July 09
	2
	20
	0
	0
	22
	10%

	August 09
	1
	17
	1
	0
	19
	6%

	September 09
	0
	13
	0
	3
	16
	0%

	TOTALS
	5
	110
	1
	3
	119
	5%


7. How may service complaints about the SPSO have been made to the SPSO in the period 1st May to 30th September 2009.

	Cases SDCs Received: Between 01/05/2009 And 30/09/2009

	Appeal To Director Of Policy and Development
	Appeal To Independent Service Delivery Reviewer
	Total

	16
	6
	22


8. How may comeback decision complaints about the SPSO have been made to the SPSO in the period 1st May to 30th September 2009.

	Cases Challenges Received: Between 01/05/2009 And 30/09/2009

	Appeal To Director Of Investigations
	Appeal To Ombudsman
	Total

	72
	36
	108


9. How many comeback decision complaints have been determined by the SPSO in the period 1st May to 30th September 2009. Regarding these complaints how many were a) rejected without investigation b) investigated. Of the ones that were investigated how many were c) upheld and how many were d) rejected and how many are e) outstanding. Of the ones investigated how many were f) reported to Parliament.

The challenge decision process is when a complainant is unhappy with the determination letter on a complaint.  If a complainant feels we have got something wrong in an Investigation Report, they are given the opportunity to highlight any factual inaccuracies at draft stage before the final version is reported to Parliament.  For clarification, we use the terms upheld and not upheld in relation to outcomes for case challenges.  Please see the table below for outcomes for case challenges determined in the period 1 May to 30 September 2009.

	Cases Challenges determined: 
Between 1/5/2009 & 30/9/2009
	Appeal To Director Of Investigations
	Appeal To Ombudsman

	Not Upheld
	91
	38

	Fully Upheld - Case Reopened
	2
	0 

	Partly Upheld - Case Reopened
	1
	0

	Partly Upheld - Other Action
	1
	0 

	Not Applicable
	1
	0 

	Overall Total
	96
	38


10. Please can you provide copies of the “comeback decision complaints” response letters regarding the decision complaints and "comeback decision investigation reports" from the SPSO to the complainant for the period 1st May to 30th September 2009.”

Quarter 1 (30 March to 30 June 2009) and quarter 2 (1 July to 30 September 2009) can be found on our website:

http://www.spso.org.uk/how-complain/complaining-about-spso/challenges-casework-decisions.

YOUR RIGHT TO REQUEST A REVIEW

You have a right under section 20(1) of FOISA to request a review of any part of this decision, or of the handling of your request.  If you wish to exercise this right, you must write to the SPSO to request a review within 40 working days of receipt of this decision.  In your request for a review you must specify your name and address for correspondence.  You must also identify the decision that you wish to have reviewed, or the aspect of the handling of your request that you are unhappy with.

Should you wish to request a review, please address your request to:

Niki Maclean

Head of Services

Scottish Public Services Ombudsman

4 Melville Street

Edinburgh

EH3 7NS

Email:  ask@spso.org.uk

YOUR RIGHT OF APPEAL

If you are dissatisfied with the outcome of any review carried out by the SPSO, you have a right under FOISA to appeal to the Scottish Information Commissioner.  If you wish to do so, you must appeal to the Commissioner within six months following the date of receipt of the review notice.  The Commissioner’s contact details are as follows:

The Scottish Information Commissioner

Kinburn Castle

Doubledykes Road

St Andrews

KY16 9DS 

Email: enquiries@itspublicknowledge.info 
Tel: 01334 464610

Yours sincerely,

Helen Littlemore

Investigations Assistant

Scottish Public Services Ombudsman

4 Melville Street | Edinburgh | EH3 7NS

T: 0800 377 7330  F: 0800 377 7331

www.spso.org.uk


**************************************************************
Save paper - do you need to print this email?

For information about the SPSO visit our website at http://www.spso.org.uk/ and to learn more about the benefits of good complaint handling visit http://www.valuingcomplaints.org.uk/

The information in this e-mail transmission and any files or attachments transmitted with it may be confidential and may contain privileged information. It is intended solely for the person or organisation to whom it is addressed and if you are not the intended recipient, you must not copy, distribute, disclose or take any action in reliance on it. If you have received this e-mail in error, please delete it from your computer system and notify the sender as soon as possible.

While this e-mail message and attachments have been swept by the content filter software for the presence of computer viruses, the SPSO does not guarantee that either are virus-free and accepts no liability for damage sustained as a result of a virus. It is the recipient's responsibility to ensure that the onward transmission, opening or use of this message and any attachments will not adversely affect their systems or data or otherwise incur liability in law.
**************************************************************
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