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 2024/25

SPSO KPI Indicators Stage 1 % Stage 2 b Escalated Zo
Indicator 1 - The sum of the number of complaints received at 24 20

Stage 1 (this includes escalated complaints as they were first

received at Stage 1), and the number of complainis received

directly at Stage 2.

Complaints responded to in full. 21 20 3

Indicator 2 - The number of complaints closed in full af stage 1, 19 90.48% 15 75.00% 2 66.67%
stage 2 and after escalation within fimescales as % of all stage

1. stage 2 and escalated complaints responded to in full.

(Timescales — Stage 1 - 5 days, Stage 2 - 20 days)

SPSC Indicator 3 - Average days for full response. 7.38 20.20 16.33

Indicater 4 - Number and % of complaints UPHELD as % of all 4 19.05% & 30.00% 0 0.00%
responded fo in full.

Indicator 4 - Number and % of complaints PARTIALLY UPHELD as 0 0.00% 4 20.00% 0 0.00%
% of all responded to in full.

Indicator 4 - Number and % of complaints NOT UPHELD as % of 10 47.62% g 45.00% 2 66.67%
all responded to in full.

Indicator 4 - Number and % of complaints RESOLVED as % of all 7 33.33% 1 5.00% 1 33.33%

responded fo in full.







