

[image: ]



Complaints Handling Quarter 2 Report













November 2025 – January 2026



Complaints Handling Quarter 2 Report November 2025 – January 2026




Contents

Indicator 1:  Total number of complaints received at Stages 1 & 2	3
Indicator 2:  The number and percentage of complaints at each stage which were closed within the set timescales of 5 & 20 working days	3
Indicator 3: The average time in working days for a full response to complaints at each stage	3
Indicator 4:  The outcome of complaints at each stage	3
Learning from Complaints (LFC)	4
Customer satisfaction with the complaints process	4
Compliments	4




[bookmark: _Toc149811894]Indicator 1:  Total number of complaints received at Stages 1 & 2

	Quarter
	Level 1 Complaints (includes escalated complaints
	Level 2 Complaints 

	November 2025 – January 2026
	18 (1 escalated)
	4




[bookmark: _Toc149811895]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:  17 out 17 (100%)
Stage 2 closed within 20 working days:  4 out of 4 (100%) 
within 20 working days:  1 out of 1 (100%)

[bookmark: _Toc149811896]Indicator 3: The average time in working days for a full response to complaints at each stage

Stage 1: 3 working days 
Stage 2:  12 working days
Escalated: 8 working days

[bookmark: _Toc149811897]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 
	Number of Escalated complaints and also as a % of all complaints closed after Escalation 

	Upheld 
	1 (5%)
	0
	0

	Partially upheld
	5 (30%)
	2 (50%)
	1 (100%)

	Not upheld
	3 (18%)
	1 (25%)
	0

	Resolved
	8 (47%)
	1 (25%)
	0






[bookmark: _Toc149811898]Learning from Complaints (LFC)    

During the second quarter of session 2025/26 by initiating an LFC we aim to improve the Attendance & Engagement Procedure to ensure that the process is clear and followed consistently by all staff.

[bookmark: _Toc134097016][bookmark: _Toc113361091][bookmark: _Toc149811899]Customer satisfaction with the complaints process

[bookmark: _Hlk213677377][bookmark: _Hlk221532886]7 surveys were completed in the second quarter.

4 surveys showed that the customer was happy with the outcome and every aspect of the process. 3 were dissatisfied with the outcome and this reflected negatively with what they thought of the process.


[bookmark: _Toc134097017][bookmark: _Toc149811900]Compliments

[bookmark: _Hlk213677397]1 compliment was received in the second quarter.

· Learning Support
[bookmark: _Hlk221532765]Compliment from a student who had previously experienced support that did not go to plan in an exam, however her faith was restored when the Learning Support Team Leader made her exam stress free and a comfortable environment.  They expressed that the Team Leader was positive, calming and created a great exam environment.



		1
image1.png
I
HBEdinburgh
College




