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COMPLAINTS HANDLING PROCEDURE 
PERFORMANCE STATISTICS 2017/18




This report details Scottish Enterprise activities and performance in order to comply with the internal Complaints Handling Procedure (CHP) between 1 April 2017 and 31 March 2018.

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:

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

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

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



COMPLAINTS ACTIVITY IN 2017/18

In this year three complaints were received.  One complaint was dealt with at frontline resolution.  Two complaints went to investigation.


Table 1 – Frontline Resolution

	Frontline Complaints (Stage 1)


	Complaints considered at Stage 1
	1

	Completed within 5 working days
	1




Table 2 – Complaint Investigations

	Investigation (Stage 2)


	Complaints considered at Stage 2
	2

	Completed within 20 working days
	2








Table 3 – External Review

	External Review (SPSO)


	Complaints considered by the SPSO
	0

	Complaints upheld by SPSO
	0




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 and third-party premises.  For example, a recent investigation of a delayed grant payment following a complaint identified that elements of the process could have been handled differently.  A very amicable meeting with the company resulted in us reviewing our remittance information.  We also asked the company involved to help us to review future process developments.  
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COMPLAINTS APRIL 2017 – MARCH 2018


	Complaint
	Action Taken

	Outcome

	A tenant at NINE Edinburgh Bioquarter complained about problems they were experiencing with the air conditioning in their office and the contractor not responding.
	A member of the SE Business Infrastructure team contacted the contractor who investigated the issue and carried out the necessary work to resolve the cooling system issues.

	Complaint resolved at Frontline Resolution.


	A company were dissatisfied with the handling of their application for R&D funding.  
	Background to our engagement was fully investigated and a detailed response sent to the company. 

	Complaint resolved at Investigation stage.

	A company complained with regard to their financial contract claims payments and delay in receiving payment.

	Background to the complaint was fully investigated and a detailed response sent to the company.  The underlying issue was that the information sent to the company to help them reconcile their claims was not sufficient for them to do so.  SE Chief Financial Officer met with the company and committed to review our remittance information.  The company welcomed our request for them to help us review future process developments.

	Complaint resolved at Investigation stage.



