Complaints
Performance

How to log a complaint
-The fastest and easiest way to log your complaint is through our website:

williamsburghha.co.uk/online-compliments-complaints-form/




COMPLAINTS OUTCOME 2023/24

SPSO KPI Indicators 2023/24 51“196 % s"’zge % | Escalated| %
Indicator 1 - The sum of the number of complaints received at Stage

1 (this includes escalated complaints as they were first received at 23 17

Stage 1). and the number of complaints received direcily at Stage 2.

Complaints responded fo in full. 22 17 1

Indicator 2 - The number of complaints closed in full af stage 1. stage

2 and after escalation within fimescales as % of all stage 1, stage 2

and escalated complaints responded to in full. 16 72.73% 13 /647% 0 0.00%
(Timescales — Stage 1 - 5 days, Stage 2 - 20 days)

SPSO Indicator 3 - Average days for full response. 5.18 17 33

Indicator 4 - Nl_meer and % of complaints UPHELD as % of all 9 £091% 4 23.53% ! 100.00%
responded to in full.

Indicator 4 - Num_ber and % of complaints PARTIALLY UPHELD as % of 5 9.09% 5 17.65% 0 0.00%
all responded fo in full.

Indicator 4 - Nl_meer and % of complaints NOT UPHELD as % of all 7 31.82% 10 58.80% 0 0.00%
responded fo in full.

Indicator 4 - Number and % of complaints RESOLVED as % of all 4 18.18% 0 0.00% 0 0.00%

responded to in full.




