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Introduction

It is important that we understand your experience of dealing with Aberdeen City Council and we use the 
information we have received from complaints to help us improve our services.
By looking at the complaints received, we can try to prevent a problem happening again. The information 
recorded includes the types of complaint received, how quickly we dealt with each complaint and how many 
were upheld and not upheld. The information is split into the different complaint stages. We also report how 
many of our complaints were considered by the Scottish Public Services Ombudsman (SPSO), and their 
decision.

Complaints handling procedure

A complaint is any expression of dissatisfaction about our action or lack of action, or about the standard 
of the service provided by or on behalf of the council. This includes: 
• A failure to follow the proper administrative processes.
• Delays in responding to service requests and enquiries.
• Failure to provide a service to the expected standard.
• Dissatisfaction with council policies.
• Treatment by or attitude of a member of staff. 

All complaints received from customers and service-users are managed under the two stage complaints 
procedure:

A person can make a complaint online, face to face, in person or by telephone.  Further details of how to 
make a complaint can be found on our website www.aberdeencity.gov.uk/complaints.

This stage is also known as the Investigation stage. A Stage 2 complaint may be a 
concern that has not been successfully resolved at Stage 1 and therefore escalated or 
refers to a matter that is complex and requires a full and detailed investigation. Stage 2 
complaints should be answered in 20 working days. 

This stage is also known as Frontline Resolution as these complaints should be 
straightforward. A Stage 1 complaint could mean immediate action to resolve the matter. 
These complaints should be answered in 5 working days. Most complaints should be 
dealt with at Stage 1.

Stage 1: 

Stage 2:
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2018/19 summary

In 2018/19, Aberdeen City Council received 1,220 complaints overall. A complaint may refer to more than one 
issue, therefore we categorised each point raised in order to reflect the different concerns.  The percentage of 
complaint points received for each category is shown below.

Category 2018/19

Amount of service provision 1.5%

Breach of confidentiality 1.2%

Council policy 3.3%

Customer service 1.5%

Delay in services 2.6%

Difficulty in accessing services 1.1%

Discrimination 0.5%

Equalities 0.0%

Finance/cost issues 0.2%

Poor communication 6.9%

Procedure 2.3%

Quality of information provided 5.2%

Quality of service provided 54.6%

Refusal/withdrawal of service 0.8%

Staff conduct/attitude 18.2%

Performance Indicators

The Scottish Public Services Ombudsman (SPSO) have outlined a variety of indicators as a basis for monitoring 
complaints handling performance and are detailed below. The performance for complaints from 2017/18 and 
2018/19 has been provided in order to give a comparison.
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Indicator Two - Closed complaints

The majority of closed complaints were handled at Stage 1 which is as expected. We aim to provide quick 
responses to straightforward issues and deal with complex matters at Stage 2. There has been an increase in 
the number of escalated Stage 2 complaints, therefore consideration will be given as to whether some less 
straightforward complaints would be better handled at Stage 2. 

Category 2017/18 % 2018/19 %

Total complaints 1,291 1,132

Stage 1 complaints 970 75.1% 860 76.0%

Stage 2 complaints 256 19.8% 174 15.4%

Escalated Stage 2 complaints 65 5.0% 98 8.7%

Indicator One - Complaints received per 1,000 population
In order to determine the number of complaints received per 1,000 population, we count those received at 
Stage 1 and received directly at Stage 2.  
In 2018/19 we received 1,158 Stage 1 and Stage 2 complaints, which is a 14.7% reduction from the previous 
year. The reasons for this decrease include services taking a more proactive approach in response to common 
complaints received in 2017/18 and adopting a new approach within Social Work Services to prevent repeat 
complaints. 

Category 2017/18 2018/19

Aberdeen City population 229,840 228,000

Total complaints received 1,357 1,158

Per 1,000 population 5.9 5.1

According to the National Records of Scotland (www.gro-scotland.gov.uk), the population estimate for 
Aberdeen City has reduced by 0.45% since 2017/18.
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Indicator Three - Complaints upheld, partially upheld and not upheld

There is a requirement for a formal outcome to be recorded for each complaint. These outcomes are “upheld”, 
“partially upheld” or “not upheld”. 

If it were found that procedures had been followed or the service provided as expected, a complaint would 
be recorded as “not upheld”. However, if this was not the case the complaint would be recorded as “upheld”. 
Where there are several points to a complaint and the decisions are a mixture of “upheld” and “not upheld”, the 
complaint is recorded as “partially upheld” overall. 

The charts below show the number of complaints upheld, not upheld and partially upheld at each stage of the 
complaint procedure.

Stage 2: Complaint Outcomes 2017/18 Stage 2: Complaint Outcomes 2018/19
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98
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Escalated Stage 2 Complaint 
Outcomes 2017/18

Escalated Stage 2 Complaint 
Outcomes 2018/19
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Stage 1: Complaint Outcomes 2017/18 Stage 1: Complaint Outcomes 2018/19
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61

413401

46
Upheld

Not Upheld

Partially Upheld
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Indicator Four - Average response times

The table below shows the average working days taken to respond to complaints at each stage of the 
complaint procedure. 

The average response time for Stage 2 complaints has increased. A main reason for this is our increased focus 
on the quality of responses provided. We aim to provide a clear and transparent description of the investigation 
and findings, and in some circumstances, this has meant a response has taken longer to be issued. 

The reason why delays occur will continue to be explored and addressed with services in 2019/20. Training 
sessions will be held to reinforce the requirements of the complaints handling procedure and ensure 
complaints are responded to appropriately and within statutory timescales.

Average working days to respond 2017/18 2018/19

Stage 1 6 8.5

Stage 2 20 26

Escalated Stage 2 25 28

Percentage of complaints closed 
within timescale

2017/18 2018/19

Stage 1 65.1% 62.8%

Stage 2 66.4% 45.4%

Escalated Stage 2 26.2% 39.8%

Indicator Five - Performance against timescales

We are required to respond to a Stage 1 complaint within 5 working days and a Stage 2 complaint within 20 
working days.  

As advised above, performance for Stage 2 complaints has reduced in comparison to last year, following our 
increased focus on the quality of responses provided.
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Number of complaints with an extension 2017/18 2018/19

Stage 1 22 43

Stage 2 45 73

Escalated Stage 2 23 18

Indicator Six - Number of cases where an extension is authorised

Where a response has taken longer to be issued, an update is given to the complainant with a new date for 
response.  

Stage 1 complaints may be extended by a further 5 working days. The timeframe for an extension to a Stage 2 
complaint investigation is not set and is determined based on factors such as the nature of the complaint, the 
evidence available and if the complaint relates to more than one service or department.

There has been an increase in the number of extension updates issued for Stage 1 and Stage 2 complaints 
as greater emphasis has been placed on the importance of updating complainants on the progress of their 
complaint.

Indicator Seven - Customer satisfaction

A customer satisfaction survey is issued to customers following the closure of their complaint to establish if 
the complaint was handled to their satisfaction and to identify areas of improvement. The feedback is used to 
inform the content of training sessions held with officers to ensure that the sessions target the relevant issues.

The survey results for 2018/19 will be published on the Aberdeen City Council website in a separate report.

page 7



Complaint topic Action taken

The difficulty experienced in reaching the Furniture 
Scheme department.

The website was updated to clearly show the contact 
telephone number and email address.

The signage for the Test Centre at the Kittybrewster 
Depot.

New signage was put in place.

The standard of grass cutting carried out. The same machine will be used for certain areas, and 
the work carried out by one team. 

The maintenance of Nigg Kirk Cemetery. Regular visits were scheduled to ensure maintenance 
is kept to an acceptable standard.

The information shared in tenancy checks. We have changed our procedures so that a tenant’s 
current address is not shared.

The parking permit application process. We have updated the guidance issued to staff 
regarding the information required.

Staff not updating a customer’s account details. Staff now document when calls are received.

The information provided by a member of staff. We organised for mentoring to be provided, to ensure 
the staff member’s knowledge was up to date.

The delays experienced for Planning applications. We introduced a new procedure where the workload 
is monitored by a Senior Officer, which also ensures 
consistency in decision-making.

The advice given in relation to a Penalty Charge 
Notice.

We amended our training to ensure staff are made 
aware of the full procedure for Penalty Charge 
Notices.

Indicator Eight - Learning from complaints

In 2018/19, the Aberdeen Housing Service Review Group undertook a review of feedback in the council. This 
was a successful collaboration between our staff and our customers, and a number of recommendations were 
made, including raising the profile of the Customer Feedback Team, amending this report to make it more 
customer friendly, using social media to highlight how useful feedback is and ensuring complaints leaflets are 
available at all Housing Officer and Access Points.  

A complaint information dashboard has recently been created, which is accessible to Chief Officers and 
Directors. This is to inform them of complaints performance and lessons learnt, to allow them to take 
appropriate action to address complaint trends and improve complaint handling.

Upon closure of every complaint, we identify any learning points. This is particularly important where 
complaints are upheld, but even a complaint which is not upheld can highlight the need for change. 

A sample of the improvements made as a result of complaints in 2018/19 are outlined in the following table.
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The options listed for the different services when 
calling the Contact Centre.

We updated the options available so that calls may be 
directed to the correct service.

The handling of a Pest Control Consultation request. We updated our website and reporting system 
to provide clearer information about the service 
provided.

Late Landlord Registration fee received. We updated the renewal reminder letters and emails 
to include clearer guidance regarding landlord 
registration for jointly owned properties.

The difficulty experienced in reporting a parking 
meter fault.

We updated our website to include guidance on 
reporting parking meter faults.

Updating Council Tax details after moving to a new 
house.

The online and downloadable Change of Address 
form was amended to include the option to update an 
existing direct debit.

The information received for enquiries relating to 
communal repairs in shared-ownership buildings.

We have updated the automated acknowledgement 
issued. 

The rent information provided to tenants who do not 
use computers.

We have organised for the rent calendar to be 
produced by February each year, and the information 
will also be published in the Newsbite magazine sent 
to tenants.

Complaints considered by the SPSO
Once a complaint has been dealt with at Stage 2 of the Complaints Handling Procedure, complainants may 
approach the Scottish Public Services Ombudsman (SPSO) if they remain dissatisfied. The SPSO is the final 
stage for complaints about public services in Scotland, including complaints about a Local Authority.  

In 2018/19, the SPSO felt it appropriate to investigate 7 complaints, whereas in 2017/18 they investigated 8. Of 
the 7 complaints investigated in 2018/19, 4 were upheld and 3 not upheld.  

It is useful to note that the 4 upheld complaints were originally dealt with by Aberdeen City Council in 2017 and 
improvements have been made to complaint handling since then.

Contact us
As a council, we encourage people to give us their feedback on the services we provide. Please 
visit www.aberdeencity.gov.uk/complaints for more information about the complaints handling 
procedure or to submit any feedback you may have. 
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For more information please visit 
www.aberdeencity.gov.uk


