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[bookmark: _Toc147137591]Introduction:

This annual report shows complaint information for session 2023/24

[bookmark: _Toc147137592]Indicator 1:  Total number of complaints received at Stages 1 & 2


	Quarter
	Stage 1 Complaints
(includes escalated complaints)
	Stage 2 Complaints 

	Aug 2024 – July 2025
	87 (17 escalated complaints)
	12



[bookmark: _Toc147137593]Indicator 2:  The number and percentage of complaints at each stage which were closed in full within the set timescales of 5 & 20 working days

Stage 1 closed within 5 working days:  57 (81%)
Stage 2 closed within 20 working days:  6 (50%) 2 remain open @ 31/7/25
Escalated closed within 20 working days:  13 (77%) 3 remain open @ 31/7/25


[bookmark: _Toc147137594]Indicator 3: The average time in working days for a full response to complaints at each stage 

Stage 1 – 3
Stage 2 – 19
Escalated –11


[bookmark: _Toc147137595]Indicator 4: The outcome of complaints at each stage


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

	Upheld
	12 (17%)
	2 (20%)
	0

	Partially upheld
	12 (17%)
	5 (50%)
	3 (22%)

	Not upheld
	17 (24%)
	2 (20%)
	9 (64%)

	Resolved
	29 (42%)
	1 (10%)
	2 (14%)
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Session 24/25 has shown the main complaint trends in:

Category C1: Customer Care, Sub Category: Staff Conduct – 20 complaints in total

· Stage 1 - 16 complaints: 5 not upheld, 4 partially upheld, 6 resolved, 1 upheld 
· Escalated to Stage 2 – 2 complaints: 2 not upheld
· Stage 2 – 2 complaints: 1 not upheld, 1 resolved

Category C3: Course Related, Sub Category: C3S01: Learning & Teaching – 12 complaints in total

· Stage 1 - 8 complaints: 2 not upheld, 6 resolved
· Escalated to Stage 2 – 3 complaints: 3 not upheld 
· Stage 2 – 1 complaint: 1 partially upheld


[bookmark: _Toc147137597]Actions taken or will be taken to improve services

[bookmark: _Hlk134012142]
· Greater care taken to ensure that course start dates are consistent across all communications.
· New process for students requesting an urgent Council Tax Redemption letter
· Repainting of disabled parking spaces to ensure spaces are clearly marked.
· Refresher course for lecturers on Student Absence Management (SAM) forms to be organised for next staff development session.
· ECSA will refresh signage/guidance around community fridges to ensure students are aware of who to contact should they have any issues with the food in the fridge.
· Wording on College website for course reviewed and reworded to ensure information about what the College provided in the interview process was clear.
Discussion with staff about the admissions process to improve understanding of withdrawals and offer making 
Staff reminded to discuss absence matters on a 1-2-1 basis with students rather than in a classroom/group setting.
[bookmark: _Hlk196829379]To ensure that lecturing staff put in place the recommendations in a student’s support memo.  If these cannot be implemented the lecturer must relay this back to the LDT to communicate this to Learner Support and the student.
Training for staff to be arranged or session 25/26 on how to deal with/manage difficult conversations
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.
Curriculum created a guide for verifying student qualifications to ensure that correct processes are followed in relation to Accredited Prior Learning.
Wording on College website for course reviewed and reworded to ensure information about the content and level of course is clear.











Was it to make your complaint? How easy was it to make your complaint?
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