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Complaint Volumes
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2 40 complaints received, an increase of 33% from Q1 2023/2024.
> 75% of complaints were handled at stage 1 in Q1 2024/2025, compared to 67% for the same period in 2023/2024.
2 65% of complaints were closed within the target timescale, compared to 80% in Q1 2023/2024.
2 100% of complaints were closed within the extended timescale in Q1 2024/2025, with 100% of complaints also closed within the
extended timescale in the same period in 2023/2024.




Complaints Categories

Complaints Received
by Category
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The chart on the left shows complaints received split by
category. 17 out of 40 complaints received were in the
Customer Care category, with 8 complaints being Course
Related. 7 complaints were received in the Applications,
Admissions & Progression category. The Services and
Facilities categories both received 3 complaints and there
were 2 complaints in the Others category.

Customer Care
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Complaints received by Category and Outcome

The chart on the right shows complaints received, split by 18
category and outcome. 50% of complaints in the Others 16
category were upheld or partially upheld, with 50% "
resolved. 41% of complaints in the Customer Care
category were upheld or partially upheld, with 41%
resolved. 38% of complaints that were Course Related
were upheld or partially upheld, with 50% resolved. 33% of
complaints in the Facilities category were upheld or

were upheld or partially upheld, with 57% resolved and 0% 0 I I I . . -

partially upheld, with 67% resolved. 14% of complaints
that were about Applications, Admissions & Progression

of complaints in the Services category were upheld or Customer Care  Applications,  CourseRelated  Services Facilities Others
partially upheld, with 33% resolved Admissions &

Progression
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Complaints Sub-Categories

Complaints Received by Sub-category Q1, 2024/2025 vs Q1, 2023/2024
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2 Increase in complaints received in the staff conduct sub-category from 6 in Q1, 2023/2024 to 16 in Q1, 2024/2025. This is mainly due to an
increase in complaints about the treatment of students or the way they were spoken to by staff.

2 Decrease in complaints received in the assessment, exams & certification sub-category from 9 in Q1, 2023/2024 to 4 in Q1, 2024/2025. This
is due to a reduction in complaints about results not being submitted because of action short of strike.

2 Increase in complaints received in the progression, articulation, withdrawal sub-category from 0 in Q1, 2023/2024 to 3 in Q1, 2024/2025.
There is not one specific reason for the increase.

2 Decrease in complaints received in the finance sub-category from 3 in Q1, 2023/2024 to 0 in the same period of 2024/2025. This is due a
decrease in complaints about being asked to pay fees when not achieved a qualification.

2 Complaints in the providing learning support and catering sub-categories remain the same from Q1 2023/2024 to Q1 2024/2025. 4



Lessons Learned

Student unhappy with the noise coming from rehearsal rooms beside Resolved Moved the whole class and another class to other classrooms away from
classrooms, as they cannot concentrate. the rehearsal rooms.

Anonymous student unhappy they have to give permission to the Not upheld Updating the guidelines for installing to emphasise that we do not have a
college over personal devices to access college email. requirement to gain administrative permission on students’ devices so that
they can install Office. There is a tick box that does enable this.

Students unhappy they were stuck in the lift and with the way they Resolved Staff will be more understanding if someone is stuck in the lift and less
were spoken to, as were accused of breaking the lift but other accusatory.
students were shaking the lift doors.

Quotes to be obtained to have the alarm from the lifts in the Riverside
building connected to the monitoring station.

Notices placed in the lift to advise what you should do if the lift gets stuck
and contact numbers.

Student unhappy one of the hand dryers in the male toilet in Resolved Hand dryers in the male toilet were checked and all in working order.
Kilwinning campus is not working and the sofas throughout the
campus are dirty. Obtaining prices from specialist cleaning companies to clean the sofas. Also

considering replacing them, depending on cost.
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Lessons Learned

Parent unhappy student’s name was pronounced incorrectly when Upheld Review of the process for requesting and providing a copy of the phonetics,

read out at graduation. given on graduation forms, to the person reading out the names to be
carried out.

Member of the public unhappy the prices charged in the restaurant Resolved Removed the sample menus from the website until they can be updated.

were different to the prices on the website.




Customer Satisfaction

2024/2025 — Quarter 1

We email a customer satisfaction survey to complainants, regardless of the outcome of their complaint. This is issued shortly after their complaint has been closed, if
we hold an email address. Out of the 40 complaints received this quarter, surveys were sent to 34 of these. We had a 26% response rate.

The survey asks the respondent to answer 11 questions on various aspects of the complaint handling process, the answers to which are noted in the graphs below.

| was aware of the complaints procedure before | I found the complaints process easy to access | found the complaints form easy to use | was able to access information and assistance in
needed to make a complaint making my complaint where this was required

u Strongly Agree/Agree  w Strongly Disagree/Disagree = N/A u Strongly AgreefAgree  u Strongly Disagree/Disagree = N/A uStrongly AgreefAgree  m Strongly Disagree/Disagree = N/A u Strongly Agree/Agree  u Strongly Disagree/Disagree  u N/A
I received a prompt acknowledgement of my I felt my complaint was taken seriously | felt my complaint was thoroughly investigated I received a fair and objective response to my
complaint complaint

m Strongly Agree/Agree  mStrongly Disagree/Disagree = N/A mStrongly Agree/Agree  m Strongly Disagree/Disagree  w NJA m Strongly Agres/Agree  m Strongly Disagree/Disagree = NJA u Strongly AgreefAgree  mStrongly Disagree/Disagree  m NfA

| received a clear response to my complaint I received a response to my complaint within an | was dealt with courteously at all times
appropriate timescale

m Strongly AgreefAgree  m Strongly Disagree/Disagree  w N/A u Strongly AgreefAgree  mStrongly Disagree/Disagree  w N/A uStrongly AgreefAgree  m Strongly Disagree/Disagree  u N/A
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