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Introduction

Introduction

This is Ark’s annual complaints performance report which provides information on
customer complaints received and closed between 1 April 2022 and 31 March
2023.

Ark always aims to provide the highest possible quality of service to our customers
but recognise that there are times when things go wrong and fail to meet our
expected standards.

Complaints Handling Procedure

Ark’s Complaints Handling Procedure reflects Ark’s commitment to valuing
complaints. It seeks to resolve customer dissatisfaction as close as possible to the
point of service delivery and to conduct thorough, impartial, and fair
investigations of customer complaints so that, where appropriate, we can make
evidence-based decisions on the facts of the case.

Complaints give us valuable information we can use to improve service provision
and customer satisfaction. Ark’s
is published on our website.



https://www.arkha.org.uk/media/3j1n4bxg/complaints-customer-guide-1.pdf
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In 2022-23, Ark received a total of 70 complaints which has increased slightly from 68 in the previous year.

61 were responded to with a frontline response at Stage 1. ‘Frontline complaints’ are relatively straightforward complaints which can usually
be responded to within five working days. 82% of Stage 1 complaints were closed within 5 working days. 11 complaints were closed out with
target with extensions agreed with the customers.

Stage 2 is where a customer is dissatisfied with the frontline response or refuses to engage at the frontline stage, insisting they wish their
complaint to be investigated. 9 complaints were investigated at Stage 2 with 78% closed within 20 working days. 2 complaints were
responded to out with target due to the extent of investigation required. The extensions were agreed with the customers.

The volume of complaints received in 22-23 remains consistent with the volume of complaints received in the previous year with a 53%
reduction in the number of complaints investigated at Stage 2.

Stage 1 - Closed within 5 working days

mNo = Yes

Stage 2 - Closed within 20 working days

mNo = Yes
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These bar charts demonstrate the average response time
for Stage 1 and Stage 2 complaints each quarter over the
last two reporting years. Stage 1 average response times
in 2022-23 have been fairly consistent and remained
within target. This is consistent with the previous year.
Stage 2 average response times vary but have remained
within target throughout 2022-23.

These charts demonstrate the outcome of complaints
raised in 2022-23. A complaint is resolved when both the
organisation and the customer agree what action (if any)
will be taken to provide full and final resolution for the
customer, without making a decision about whether the
complaint is upheld or not upheld.
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Scottish Public Services Ombudsman (SPSO) Indicators

Target/Guidance

Indicator One -The total number of complaints received

Stage 1 (this includes escalated complaints, as they were first received at Stage 1)

Stage 2 (Investigated directly at Stage 2)

Escalated to Stage 2

Indicator Two: the number and percentage of complaints closed in full within the set timescales

Stage 1 - the number of complaints closed in full within five working days

Stage 2 -the number of complaints closed in full at stage 2 within 20 working days

Indicator Three: the average time in working days for a full response to complaints at each stage
Stage 1 - average time in working days to respond to complaints

Stage 2 - average time in working days to respond to complaints (including escalated complaints)

Indicator Four: the outcome of complaints at each stage

Stage 1

Stage 2

The total number of complaints

received

The total number of complaints

received

The total number of complaints

escalated

Number
Percentage
Number

Percentage

5 Working Days
20 Working Days

Upheld
Partially Upheld
Not Upheld
Resolved
Upheld
Partially Upheld
Not Upheld

Resolved

Year End Total 2022-23

61

50
82.00%
7

78%

3.77 Working Days
17 Working Days
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N RN DS
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Ark is committed to improving service delivery by be scheduled with
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We are continuing through our implementation journey of our new Housing Management system Rubixx,
which includes a complaints function with tracking and reporting functionality. Our customers will have
access to a portal where they will be able to record and view progress of their complaint.

We will continue with the use of our e-learning complaint handling training and are looking into additional
training delivered by the Scottish Public Services Ombudsman (SPSO) where our staff will receive formal
accreditation on completion of the course.

We will encourage staff to continue to raise and resolve complaints during the first contact they have with
our customers. We expect to see an increase in complaints being recorded next year as we focus further
on recording all areas of dissatisfaction, this feedback is vital to improving our services. We will welcome
your feedback with open arms.

We will continue to monitor and sign off completion of the actions recorded on our Lessons Learned
action tracker to ensure that service improvements continue to be implemented.

In addition to providing reports on our complaint handling performance to our board on a quarterly basis,
The Scottish Public Services Ombudsman (SPSO) required organisations to publish an annual complaints
report on their website, with the first report being published in 2023. We will continue to develop and
share an annual complaints report each year.

We will continue to participate in the Scottish Complaint Handlers Network, where members promote and
share best practice in relation to complaint handling.
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