
COMPLAINTS HANDLING PROCEDURE 
PERFORMANCE STATISTICS 2016/17

This report details Scottish Enterprise activities and performance in order to comply with the internal Complaints Handling Procedure (CHP) between 1 April 2016 and 31 March 2017.

The procedure provides two opportunities to resolve complaints internally:


1. Frontline Resolution
For issues that are straightforward and easily resolved, requiring little or no investigation:

1. ‘On-the-spot’ apology, explanation, or other action to resolve the complaint quickly, in five working days or less, unless there are exceptional circumstances. 

1. Investigation
For issues that have not been resolved at the frontline or that are complex, serious or ‘high risk’:

1. A definitive response provided within 20 working days following a thorough investigation of the points raised.


COMPLAINTS ACTIVITY IN 2016/17

In this year nine complaints were received.  Six complaints were dealt with at frontline resolution.  Three complaints went to investigation.


Table 1 – Frontline Resolution

	Frontline Complaints (Stage 1)


	Complaints considered at Stage 1
	6

	Completed within 5 working days
	5



Frontline solution response slightly delayed to allow complainant and SE colleagues to meet to discuss alternative options to assist the complainant going forward.


Table 2 – Complaint Investigations

	Investigation  (Stage 2)


	Complaints considered at Stage 2
	3

	Completed within 20 working days
	2



One investigation response was delayed to allow a meeting to take place between the complainant and a senior member of SE to discuss the issues in more detail to better inform a full investigation.  This extension was agreed with the complainant in advance of the meeting.


Table 3 – External Review

	External Review  (SPSO)


	Complaints considered by the SPSO
	1

	Complaints upheld by SPSO
	1




Learning from complaints/process improvement

Complaints are analysed for trend information and to ensure we identify any recurring issues or potential service failures and take appropriate action.  The types of complaints received in the last year focused on subjects such as grants/funding, procurement and HR issues.  For example, a recent investigation of a procurement exercise following a complaint identified that elements of the process could have been handled differently.  The SE Procurement Team undertook to review steps in their process.










COMPLAINTS APRIL 2016 – MARCH 2017


	Complaint
	Action Taken

	Outcome

	An organisation contacted a Board Member as they were frustrated by the lack of support provided by SE over the last 2 years.  
	The Board Member asked an ELT member to follow up. The ELT member liaised with colleagues and, subsequently, meetings between the organisation and members of SE Company Growth and Investment teams took place.  As a result financial readiness support was offered to assist the organisation to consider how best to secure funding from other channels.

	Complaint resolved at Frontline Resolution.


	Three companies operating at NINE Edinburgh Bioquarter complained about a recent flood and ongoing problems with temperature control problems in their offices.  
	A member of the SE Business Infrastructure team spoke to and offered to meet with the companies involved. The reasons for the flood were explained and assurance provided that SE and the appointed contractors were working together to resolve the heating and cooling system issues. 

	Complaint resolved at Frontline Resolution.

	An individual contacted SE as they were unhappy that their name and address appeared online in a business directory and Google in connection with the Digitial Voucher Scheme and asked for their details to be removed immediately.

	SE issued an apology and swiftly removed the information from the CREATE Business Directory.
	Complaint resolved at Frontline Resolution.

	A complaint was received from an individual regarding an incidence where a communication from a member of SE staff fell short of the professional standards expected.




	The staff member’s manager discussed the complaint with them and the SE Human Resources Team. The staff member’s manager apologised to the individual, offering a meeting to rebuild the relationship.

	Complaint resolved at Frontline Resolution.

	A company were dissatisfied with the outcome of a recent procurement exercise and requested a detailed response from SE on the measures which would be taken in the future to identify, prevent and remedy the issues outlined in the complaint.
	SE Director of Procurement undertook an independent review of the procurement exercise and re-evaluated the tenders involved and the outcome remained the same.  An SE representative also provided additional feedback to the company, whilst acknowledging that elements of the process could have been handled differently.  They were offered the opportunity to discuss the issues directly with the Director of Procurement.  The SE Procurement Team has since reviewed the steps in their process.

	Complaint resolved at Frontline Resolution.

	An individual based at NINE Bioquarter complained that staff passes had been disabled which restricted access to integrated areas at NINE Bioquarter. 
	The SE Business Infrastructure Team Leader contacted the Property Agent and the problem with the passes was resolved.  The individual confirmed they were happy with the resolution.

	Complaint resolved at Frontline Resolution.

	An individual complained that SE was supporting a company with whom they were in dispute regarding the ownership of intellectual property.

	A full investigation was undertaken, involving meetings with the individual and member of SE’s Intellectual Assets Team and Innovation Grants and Open Innovation team.  The investigation found that all procedures had been appropriately followed. 
	Complaint resolved at Investigation stage.

	An individual complained after two applications for funding were rejected.  The individual then submitted a further application, together with a complaint about the process and the staff members involved.
	A full investigation was undertaken which found the applications had been assessed timeously and that the feedback given had been clear and proportionate in line with the team’s normal quality of feedback of unsuccessful applicants.  The individual was contacted to clarify the resubmission process and support offered to assist with any resubmission.

	Complaint resolved at Investigation stage.

	An individual expressed dissatisfaction with an interview process and raised a complaint against the recruiting manager.

	A full and formal investigation was conducted under SE’s Disciplinary Procedure.   Allegations were fully investigated, formal investigation meetings were held with those involved in the recruitment process and the information gathered was reviewed by the investigation panel.  On conclusion the panel found there to be no formal case to answer.
	Complaint resolved at Investigation stage.  Complainent contacted SPSO for independent review.  Original decision upheld.




