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[bookmark: _Toc206590705]Indicator 1:  Total number of complaints received at Stages 1 & 2

	Quarter
	Stage 1 Complaints (includes escalated complaints
	Stage 2 Complaints 

	May – July 2025
	23 (6 escalated)
	3




[bookmark: _Toc206590706]Indicator 2:  The number and percentage of complaints at each stage which were closed within the set timescales of 5 & 20 working days

Stage 1 closed within 5 working days:  13 (77%) 
Stage 2 closed within 20 working days:  1 (33%) 2 remain open at 31/7/25
Escalated closed within 20 working days:  3 (50%) 3 remain open at 31/7/25

[bookmark: _Toc206590707]Indicator 3: The average time in working days for a full response to complaints at each stage

Stage 1:  4 working days 
Stage 2:   22 working days
Escalated: 9 working days

[bookmark: _Toc206590708]Indicator 4:  The outcome of complaints at each stage

	Complaint Outcome
	Number of Stage 1 complaints and also as a % of all complaints closed at Stage 1
	Number of Stage 2 complaints and also as a % of all complaints closed at Stage 2 (2 open @31/7/25)
	Number of Escalated complaints and also as a % of all complaints closed after Escalation (3 open @31/7/25)

	Upheld 
	2 (12%)
	0
	0

	Partially upheld
	2 (12%)
	1 (100%)
	2 (17%)

	Not upheld
	6 (35%)
	0
	1 (83%)

	Resolved
		7 (41%)	
	0
	0






[bookmark: _Toc206590709]Learning from Complaints (LFC)    

During the fourth quarter of session 24/25 by completing an LFC we have helped improve services and delivery, some of the actions taken in response to complaints were:

· [bookmark: _Hlk188518803]Training for staff to be arranged in session 25/26 on how to deal with/manage difficult conversations
· [bookmark: _Hlk191989856]Curriculum created a guide for verifying student qualifications to ensure that correct processes are followed in relation to Accredited Prior Learning.
· Curriculum created a glossary of terms with terminology used on the course for the start of session 25/26 for inclusion at the point of induction.
· [bookmark: _Hlk196829379]Website updated to make it clearer what units form part of the course and what level they are.
Case Study

[bookmark: _Hlk206580180]Complaint:  Student complained that the College mis-advertised the content of a course and the level you could achieve.

[bookmark: _Hlk206580186]What went wrong?  Information about on the course and level was not clear.  Information about the course content and level should have been given by the lecturer to students at the start of the course.

Outcome: Course information on website reviewed and updated. A partial refund was also agreed.

[bookmark: _Hlk206580263]Learning From Complaint:  From session 25/26, staff to fully understand the units within the framework and level of each unit to enable them to pass the relevant information onto students.

[bookmark: _Toc134097016][bookmark: _Toc113361091][bookmark: _Toc206590710]Customer satisfaction with the complaints process

4 surveys were completed in the fourth quarter. They all agreed it was easy to make their complaint and that timescales were met.  They all scored highly on professionalism, friendliness, politeness, courtesy and communication Style.  Only 1 complainant agreed with the outcome to their complaint.

[bookmark: _Toc134097017][bookmark: _Toc206590711]Compliments

[bookmark: _Hlk188518904][bookmark: _Hlk196826817]1 compliment was received in the fourth quarter:

[bookmark: _Hlk191989928][bookmark: _Hlk206580298]Learning Development Tutor - compliment from a student

LDT encouraged the mature student who did not believe they could make a return to education to start the course, they spent many hours with them, explaining things, letting them know what support they were entitled to, setting realistic but challenging goals and more.

They felt the effort and time the LDT put into them was above and beyond what they could have expected and without the LDTs support they would not be where they are today.
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