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* Most requests for
investigation come from
Army personnel (68%).

* Where a decision has
been made, around a
third of requests have
been rejected by the
SCO (49 cases).

* Where an outcome has
been reached (93 cases),
60% have been upheld.

* Close to 90% of SCO
investigations have been
completed within SCO
timeliness targets.

Red flag

* At end June 2016, 519
complaints were open
beyond the 24 week
target. Of these, 57%
were received in 2014 or
earlier.

* During 2015 ‘red flag’
cases stabilised and have
since fallen — down 28%
on 2015 (721).

* 80% of ‘red flag’ cases
have been open for
more than 48 weeks —
an 8 percentage point
increase on 2015.

* On average red flag
cases have been open
for 64 weeks beyond the
24 week target.

Fig 1.4: Investigation outcomes?, Jan-Jun 2016
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1) Relates to accepted cases (e.g. not rejected by SCO) which have subsequently reached an outcome at
the time of data extraction.

Fig 1.5: Service complaints beyond 24-week target?
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1) Bimonthly return with last extract taken as at 30 June 2016.

Fig 1.6: Distribution of red flag case duration by weeks and
percentage point change from previous year?!

100%
80%
60%
40%
20%

0%

-36 weeks W - 48 weeks W Over 48 weeks

c

>
=

2013 2014 2015 2016

c

>
=

c

=]
=

e}
()
w

sl |a sl |a H c
O O O

[} [} =
ol |« ol [« o =

Qo
(]
("

1) Bimonthly return with last extract taken as at 30 June 2016.

Contacts and

referrals

Enquiries to the OSCO
are known as contacts.
Contacts forwarded to
the Services for
resolution are known
as referrals.

Red flag

From January 2013,
Services were tasked
by MOD to resolve 90%
of cases within a 24-
week timeline. ‘Red
flag’ cases are those
which have exceeded
this target.

About the data

Caseload statistics are
extracted from local
0SCO logs as at end
June 2016.

Data on the 24-week
target are provided by
Services from MOD
systems. The data is
true as at end June
2016.

These statistics are
produced to
professional standards
and in the spirit of the

Feedback

We welcome feedback
on all aspects of our
statistics:



http://www.statisticsauthority.gov.uk/assessment/code-of-practice/index.html
http://www.statisticsauthority.gov.uk/assessment/code-of-practice/index.html
mailto: statisticsmanager@servicecomplaintsombudsman.gsi.gov.uk?subject=Feedback - Quarterly Statistical Report

