
No of complaints 
received

No of stage 1 
complaints received

No of stage 2 
complaints received

62 34 28

Extensions 
Authorised

Stage 1 12

Stage 2 9

Performance Against Timescale

Timeline: 2025 – 2026COMPLAINTS PERFORMANCE STATISTICS 

Complaints Received

74.19%

0.00%

9.69%

16.12%

Method Received

Email Telephone Letter Online Form
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All Complaints by Directorate
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NO. OF DAYS

Average of Stage 1 Workday to Close

30.46
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No. of Days

Average of Stage 2 Workdays to Close
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Failure to provide a service

Failure to achieve published service
standards/quality of services

Conduct and actions of staff

Delays in responding or poor administration

Policies, rules and regulations

Failure to fulfill statutory responsibilities
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Nature of Complaints

Met
Target 

(15)
44%

Missed
Target 

(19)
56%

Stage 1 - Target Days
(5 Days)

Met Missed

Met 
Target
(12)
43%

Missed 
Target
(16)
57%

Stage 2 - Target Days
(20 Days)

Met Target Missed Target

Not Upheld
63%

Upheld
13%

Resolved
3%

Partially 
Upheld

21%

Complaint Outcomes


