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

	Quarter
	Level 1 Complaints (includes escalated complaints
	Level 2 Complaints 

	August – October 2025
	28 (3 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:  25 out 25 (100%)
Stage 2 closed within 20 working days:  4 out of 4 (100%)
Escalated closed within 20 working days:  3 out of 3 (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:  14 working days
Escalated: 11 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 
	0
	1 (25%)
	0

	Partially upheld
	2 (8%)
	1 (25%)
	1 (33.3%)

	Not upheld
	9 (36%)
	2 (50%)
	2 (66.7%)

	Resolved
	14 (56%)
	0
	0






[bookmark: _Toc149811898]Learning from Complaints (LFC)    

During the first quarter of session 25/26 by completing an LFC we have helped improve services and delivery, some of the actions taken in response to complaints were:

· [bookmark: _Hlk213677223]Review of e-mail wording and system prompts to ensure instructions for resubmission of applications are clear.
· Improved recruitment process for curriculum area that complaint referred to.
· Lecturer to give class advance notice about the use of language contained within an assessment.
Case Study

[bookmark: _Hlk213677284]Complaint:  Student complained about the handling of their application

Outcome: Upheld

What went wrong?  Once the student had uploaded the required evidence there was no indication on the ECAS screen or in the e-mail that they had to re-submit their application, therefore their application was left for over 2 months without being progressed.

Actions implemented:  Offer of place made, change to e-mail template wording and ECAS page to show a clear prompt.


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

[bookmark: _Hlk213677377]4 surveys were completed in the first quarter.

2 surveys were very happy with every aspect of the process and the outcome, 2 were dissatisfied with everything about the process and the outcome given.


[bookmark: _Toc134097017][bookmark: _Toc149811900]Compliments

[bookmark: _Hlk213677397]4 compliments were received in the first quarter.

· Student Records Advisor & Learning Development Tutor
Compliment from a High School Principal thanking staff who helped him and a student with several questions and points in regards to an appeal and bursary application questions.

· Gather & Gather
Compliment from a member of the public who went into Gather & Gather at the Sighthill campus.  They were impressed by the staff member who served them, so kind, friendly and warm showing empathy to another person who was having a tough day.


· Apprentice Restaurant
Compliment from a member of the public who had a meal at the Granton restaurant.

They were served by an attentive student, there were a couple of small errors however these were made up by offering them free drinks and apologising for the wait and mistake.
They said that this was excellent service.

· Student Services
Compliment from a member of the public who was able to observe a member of student services staff who no matter the issue he was able to help, holding spaces for students with distinct needs. They said that they are an asset to the college and the services we provide.
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