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1. Total number of complaints received & complaints received per 100 populaticon
1.1 Mumber of complaints Received 3= 32 A1oE ol
1.2 1= CE}IIEEE Population and Number of Complaints received per 10 populaticon 26507 . S B0 i 2662 1.2 s te] a1
2.0 Mumber of complaints closed at each and as a %% ofall complaints closed
2. 1/2a | Number of complaints closed at Stage 1 and 3 of total closed 2 52 .65 13 F6. 25 &7 B2 .05 a7 a5 5%
2. Z2/2b | Number of complaints closed at Stage 2 and 3 of total closed 1& 42 1% 22 57 .O9% == S0 B5E £ ) 41 &%
2 . 3S2C Mumber of complaints closed after Escalation and % of total closed 2 5.3% 2 5.35%5 = e - 12 11 9%
e D pen o (e o (e (o] D Ores (o] O DrEs
== Mumber of complaints upheld, partially upheld and ot upheld at each stage
and as a % of complaints closed at that stage
3.0 Stage 1
2. 1/2a | Mumber and % of complaints upheld at Stage 1 2 plala - o (N8 ] ) 25 455 = 28.5%
= Number and 3 of complaints partially upheld at Stage 1 (s ] (s Ws =0 n/a n/a 1 s I = n/a n/a
=. Mumber and s of complaints not upheld st Stage 1 1= 25 O 5 I 5. 75 17 25 45 10 21 3%
=. Mumber and s of complaints resoclved 3t Stage 1 1= &5 .05 = B3 .35 32 AT T == s el -
Stage?
3. Mumber and % of complaints upheld at Stage 2 1 &. 2% 13 &3.65%% 2 B.1%5 22 52 3%
=. NMumber and % of complaints partially upheld at Stage 2 = = We nyS= nySa 12 =1 nyS= ny=
=. Mumber and % of complaints ot upheld at Stage 2 T q3. 85 = 2F .35 1= S5, 55 1= =32 O
=. Mumber and % of complaints resclved at Stage 2 (=] D rSs 2 b= - u S s =2 =1 T
Escalated
=. Mumber and % of complaints upheld asfter Escalation (5] O Orss (=] . Ors (5] O OrSs 5 413 T
= MNMumber and 3 of complaints partially upheld after Ezcalation =a W= nSa n/Sa = = = n/Sa n/a
=. Mumber and s of complaints not upheld after Escalation 1 S O 2 DO Orss =3 S O o 53. 3%
= Mumber and S of complaints resoclved sfter Escalsation (=] O OrSes o (e N ] u 12 556 (5] D OrSs
=3 0
Total wworki arnd awe: Time in worki o close complaints at each
4. 1/ /43 | Total working days and average time inworking days to close complaints at Stage 1 == =4 9 e 5. S0OE 4. &5 2143 =g .5
2.2 Total wnrking |:|a1!rs sand awve rage Tirme in worki ng daystn clo=e EDI‘I‘IF}lEiI‘ItS =t Stage 2 352 285.9 527 23 T 233 252 151 250
= b Ezscalation 25 12.5 = 17 .0 17FE 22 0 173 123 3
5o Mumber arnd %% of complaints closed within set timecales
{51=5 workings days; 52=20 working days ; Escalated = 20 working days}
5.1/5a | Mumber and 3 of Stage 1 complaints closed within 5 workinsg days = &5 .05 11 FTE.65 =5 e = 39 B3 0
5. 2/5b | Number and % of Stage 1 complaints not closed with 5 working days G 35 .05 = 21 45 1= 2.5 9% = AT Orss
5.3/5cC Mumber and % of Stage 2 complaints closed within 20 working days = S56. 25 i7F FTF.35 22 6. 79 26 &51.9%
S.4/5d | Mumber and 5 of Stage 2 complaints not closed within 20 working days Ea (3 T 5 22 TS 11 =23 .35 1 S8 1%
5.5/5e | Number and 3 of Escalated complaints closed within 20 working days = A0 Or5s =2 A Orss =3 T5.05 11 b= -
5. E/S5F Mumber and 5 of Escalated complaints not closed within 20 workins days (5] (el - (=] (e N e ] =2 25 _0rSs u 2.3
(=] Mumber and % of complaints closed at each staze where extensions have bean
&E.1/6a | Number and 3 of Stage 1 complaints closed within 10 working days [ extension) ra 100 iOrss = A Oe0 . Orses 19 e sl =2 ple s le.
&.2/6b | Number and % of Stage 1 complaints not closed within 10 working days [ extension) (=] O Orss (=] O Orss (5] O Orss (o] D Orss
& .3 6C NMumber and 5 of Stage 2 complaints closed within 80 working days [ extension) & 85. 7% = B0 Orss pil e O OS5 iz = e
&.4/6d | Number and % of Stage Z complaints not closed within 40 working days [ extension) 1 A3 356 2 = Or5s a o 1% =3 25 0%
& .5/ | Number and % of Escalated complaints closed within 40 working days [ extension) (=] D OrSs o O rSes =2 DO Ores u 1O O
&5 6T Mumber and % of Escalated complaints not closed within 40 working days | extension) (o] (e (=] [N ] (o) O OrSs (o] O DrEs

2 38 complaints received, the same as received in Q3 2022/2023.
2 53% of complaints were handled at stage 1 in Q3 2023/2024, compared to 37% for the same period in 2022/2023.
2 63% of complaints were closed within the target timescale, compared to 79% in Q3 2022/2023.
2 97% of complaints were closed within the extended timescale in Q3 2023/2024, compared to 95% closed within the extended timescale in
the same period in 2022/2023.
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Complaints Categories

2023/2024 — Quarter 3

Complaints Received

by Category
The chart on the left shows complaints received split by
category. 20 out of 38 complaints received were in the
Customer Care category. 6 complaints were Course Related
and 5 complaints were received in the Services category. 4
complaints were received in the Applications, Admissions
& Progression category. 2 complaints were received in the
Facilities category and there was 1 complaint in the Others
category.
Admisaions & |
g Complaints received by Category and Outcome
25
The chart on the right shows complaints received, split by .
category and outcome. 50% of complaints in the Facilities
category were upheld or partially upheld, with a further -
50% resolved. 40% of complaints in the Customer Care
category were upheld or partially upheld, with 20% 0
resolved. 33% of complaints that were Course Related
were upheld or partially upheld, with a further 50% <
resolved. 25% of complaints in the Applications,
Admissions & Progression category were upheld or 0 . l . [ | [r—
partially and 75% were resolved. 0% of complaints in the Customer Care  Applications, Course Related  Services Facilities Others
Services category were upheld or partially upheld, with "‘;::;f;‘;ﬁf

40% resolved. 0% of complaints in the Others category

. B Upheld ®Partially upheld o Not Upheld B Resolved
were upheld, partially upheld or resolved.



Complaints Sub Categories

Complaints Received by Sub-category Q3, 2023/2024 vs Q3, 2022/2023
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2 Decrease in complaints received in the assessment, exams & certification sub-category from 6 in Q3, 2022/2023 to 2 in Q3, 2023/2024.
This is due to a decrease in complaints about students having to come back to College to complete exams they felt they had already done.

2 Decrease in complaints received in the staff conduct sub-category from 20 in Q3, 2022/2023 to 17 in the same period of 2023/2024. There
is no specific reason for the decrease.

2 Increase in complaints received in the application, interview, enrolment, induction sub-category from 1 in Q3, 2022/2023 to 3 in Q3,
2023/2024. This is due to an increase in complaints from applicants not being offered a place on the course applied for.

2 Complaints in the progression, articulation, withdrawal; environment/resources and funding/bursary sub-categories remain the same from
Q3 2022/2023 to Q3 2023/2024. 4



Lessons Learned

Students unhappy with the way they were spoken to by the member Partially Head of Learning will meet with the staff team to discuss collectively and
of staff and feels staff member bullying them. Also feel staff member upheld staff member individually, the culture that appears to have emerged, to
is unsupportive with their additional support needs. ensure this unacceptable and unprofessional approach does not continue.

Head of Learning will also discuss inclusive practice with the staff team and
take forward any specific actions that emerge.

Head of Learning will give feedback to staff member of how students with
additional support needs might perceive the approach they have taken.

Anonymous complaint unhappy cars without disabled badges are Upheld Estates Team will discuss this at the promoting behaviours group and
parking in disabled parking bays. incorporate it into the Respect campaign to highlight the importance of not
parking in a disabled bay without a badge.

Stickers have been requested for all campuses to allow Estates staff to
address inappropriate parking, particularly in disabled bays.

Estates staff will monitor this regularly.




Lessons Learned

Student unhappy their placement has been cancelled and that this Resolved Process put in place to prioritise student placements for those students who
was not arranged sooner. Also unhappy was not allowed to organise need transport to their placement through Disabled Student’s Allowance.
their own placement. Causing issues to be able to get funding for taxi
in place before placement starts.

Students unhappy their course was not what was described on the Partially Level of one subject delivered could have been better and we will therefore
website and not what is being delivered, classes don't start on time, upheld offer an additional free class on this specific subject.

staff member does not respond to Teams messages, inconsistency

with assignments posted on Teams and often little notice given, class Website updated so description of another element of the course is clearer.

rearranged for different time but unable to attend.
Will consider splitting elements of the course and have different entry levels
as a lot covered in short time.




Lessons Learned

Student unhappy they fell in the carpark, as this was unlight. Lights on Resolved Timer for lights in the carpark changed to 21:30.
a timer and had gone off. Unhappy classes supposed to run until 21:00
and they have to finish early to be out of the building on time. Feedback given that classes should start to pack up at 20:55 to vacate

building for 21:00 and not earlier.

Local resident unhappy they asked staff member for complaints email Partially Our grounds maintenance company will assess the damage to hedge and
address and did not receive this, delivery drivers damaging their upheld see if there is anything they can do to fix this.

hedge, wall post has been damaged and does not go up and down,

College wall has been hit and there is no space for delivery vehicles to Assess the damage to posts and arrange for these to be repaired.

turn.

Bollard to prevent through access to be fix and reinstated.

Inspection of the loading bay and surrounding area to ensure safe and
efficient access for delivery vehicles.

Monitor where people are parking and consider putting up signs and/or line
painting to try and deter people from parking outwith the designated
parking bays.




Customer Satisfaction

2023/2024 — Quarter 3

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. Surveys were sent to 34 complainants and 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 I was able to access information and assistance in
needed to make a complaint making my complaint where this was required

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

u Strongly Agree/Agree  m Strongly Disagree/Disagree  m N/A wStrongly Agree/Agree  m Strongly Disagree/Disagree n N/A uStrongly Agree/Agree  w Strongly Disagree/Disagree = N/A uStongly AgreefAgree  w Strongly Disagree/Disagree  m NJA
| 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

u Strongly Agree/Agree  m Strongly Disagree/Disagree = NJA u Strongly Agree/Agree  m Strongly Disagree/Dissgree = N/A u Strongly Agree/Agree  w Strongly Disagree/Disagree  w N/A
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