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Complaint Volumes
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Total number of complaints received & complaints received per 1000 population

Mumber of complaints Received =13 21 103 28

College Population and Number of Complaints received per 100 population 5240 0= 93826 [ ] pe =] 1.0 SE34 0.9

Mumber of complaints closed at each stage and as a % of all complaints closed

Mumber of complaints closed at Stage 1 and % of total clo=sed 14 S6. 25 11 52 4% a7 5. 5% (=] 62._ 2%

Mumber of complaints closed at Stage 2 and % of total closed 2= 57 .o r 3=.3%5 32 31 6% 23 26. 1%

Mumber of compelaints closed after Escalation and & of total closed 2 5.3%& = 13 355 1= 11 .95 5 5.7
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FMumber of complaints upheld, partially upheld and not upheld at each stage

and asa % of complaints closed at that stage

Stage 1

Mumber and %% of complaints upheld at Stage 1 (&) D Or5s = 27 _3%a = 8.5% 1= 27 F5a

MNMumber and % of complaints not upheld at Stage 1 5 25 7% 3 27 3% A1 21 356 2 33_ 3%

Mumber and % of complaints resclved st Stage 1 = &3 35 5 45 555 =23 T 256 27 A5 r5a

Stagel?

Mumber and % of complaints upheld st Stage 2 14 G365 5 FT1.456 22 52 4% 15 65 256

Mumber and % of complaints not upheld st Stage 2 =3 2T 356 2 2365 i= L s 2 S48 355

Mumber and % of complaints resclved at Stage 2 =2 D156 [a] (ol n -] =2 - [a] O OrSes

Ezcalated

Mumber and % of complaints upheld after Escalation o D, Orss (=) DL OrSs 5 B - ) u i 200 Orse

Mumber and % of complaints not upheld after Escalation 2 LD Or5s = 10 OrseE r 52.3% = B0 Orss

Mumber and 5 of complaints resclved sfter Escalation [+ D, Orses (=] O, OrSes (s8] i, Orses (s8] . Orses

Total worrki ared awe Time inworki to close complaints at each

Total working days and average time inworking days to close complaints atStage 1 Fo 5.0 =1 5.5 214 =5 266 = g

Total working days and asverage time inworking days to close complaints at Stage 2 527 249 0O 178 2543 1051 25 0 5543 29 F

Ezcalation e 170 a8 1G.0 173 1.9 =28 17.6

=0 FMumber and ¥ of complaints closed within set timecales

[51=5 workings days; 52=20 working days ; Escalated = 20 working days)
5. Mumber and %% of Stage 1 complaints closed within 5 working days 11 TE. 6% r B3 .65 39 83 0% 45 T5_Or5s
5. MNMumber and % of Stage 1 complaints not closed with 5 working days 3 P B - = 36945 2 A7 .5 15 25 _r5E
5.3, Mumber and % of Stage 2 complaints closed within 20 working days i7 FF .35 = L= 26 &1 .9%: 1= 56 5%
5.4y5d | Mumber and 3 of Stage 2 complaints not closed within 20 working days 5 22 T 3 L s 16 2. 1% A0 43 55
5.5/5e | Mumber and 3 of Escalated complaints closed within 20 working days =2 A O 3 A OelD_ Or5ess 11 = - 5 A O OS5
5.68/5Ff | Number and % of Escalated complaints not closed within 20 workins days ) O Orsess (o] O rSes 1 B35 [o] (o w ]

5.0 Mumber and % of complaints closed at each stage where exrensions have bean

&.1y8a | Mumber and 3 of Stage 1 complaints closed within 10 working days [ extension) = LD OrSes 4 e O =2 ple s Ne . ] 15 A O 5
&.2/8b | Mumber and 3 of Stage 1 complaints not closed within 10 working days [ extension) ] D, Orss ] DL OrSs (8] D, OS5 (8] O OrSes
&.2)6c | Mumber and 3 of Stage 2 complaints closed within 40 working davys [ extension) = B, 5 = 10 OrseE 12 TE5.05% = O, OrSes
&.4yed | Mumber and 3 of Stage 2 complaints not closed within 40 working days [ extension) 2 =, OrSs ] D Orss = 25 05 u i ple s, -]
&.5/8e | Mumber and % of Escalated complaints closed within 40 working days [ extension) ] D, Orss ] DL OrSs u i L0 Orses (8] O OrSes
&.6/6F | Mumber and 2 of Escalated complaints not closed within A0 working days extension) ] D, Orses o O, OrSes (s8] i, Orses (s8] . Orses

2 38 complaints received, an increase of 81% from Q3 2021/2022.

2 37% of complaints were handled at stage 1 in Q3 2022/2023, compared to 52% for the same period in 2021/2022.

2 79% of complaints were closed within the target timescale, compared to 67% in Q3 2021/2022.

2 95% of complaints were closed within the extended timescale in Q3 2022/2023, compared to 100% closed within the extended timescale
in the same period in 2021/2022. 2



Complaints Categories

2022/2023 — Quarter 3

Complaints Received
by Category
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The chart on the left shows complaints received split by
category. 23 out of 38 complaints received were in the
Customer Care category. 10 complaints were Course
Related and 2 complaints were received in both the
Applications, Admissions & Progression and Services
categories. 1 complaint was received in the Facilities
category and there were no complaints in the Others
category.

Applications, F
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Complaints received by Category and Outcome

25
The chart on the right shows complaints received, split by ?
category and outcome. 60% of complaints that were .
Course Related were upheld, with a further 30% resolved.
35% of complaints in the Customer Care category were o
upheld, with 22% resolved. 0% of complaints in the
Services category were upheld, with 100% resolved. 0% of . I
complaints in the Applications, Admissions & Progression
category were upheld and 50% were resolved. . [ [ —
Customer Care  Applicstions,  Course Related Services Facilities Others
Admissions &
Progreszion

mUpheld W MotUpheld M Resolved



Complaints Sub Categories

Complaints Received by Sub-category Q3, 20222023 vs Q3, 2021/2022
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2 Increase in complaints received in the staff conduct sub-category from 11 in Q3, 2021/2022 to 20 in Q3, 2022/2023. This is due to an
increase in complaints about the treatment of students by staff members.

2 Increase in complaints received in the assessment, exams & certification sub-category from 1 in Q3, 2021/2022 to 6 in the same period of
2022/2023. Volumes in this area were higher due to complaints that students needed to come back to College to complete an exam for their

gas certificate.

2 Increase in complaints received in the student conduct sub-category from 0 in Q3, 2021/2022 to 3 in Q3, 2022/2023. This is due to an
increase in complaints about student behaviour and complainants felt no action had been taken.

2 Complaints in the progression, articulation, withdrawal sub-category remain the same from Q3 2021/2022 to Q3 2022/2023. 4



Lessons Learned

Parent unhappy lecturer keeps shouting at their son for being late for Resolved A questionnaire was issued to all hospitality students about course design

College. and also satisfaction. Anything highlighted through this process will then be
revisited.

Student unhappy with the way they were treated by students running Not upheld Both lecturers will be present during the class.

the sports sessions, also feels lecturer was too far away to observe the

students. Lecturing team made the students aware why they were undertaking the
unit and ensured students could identify the relevance.
Students were made aware that while the unit is not optional if a student
has a short term health/medical issue and cannot take part medical
evidence can be accepted.

Student unhappy with the topics the lecturer was discussing during Resolved Decision made to cancel the course.

the evening class.

Students unhappy with teaching from their lecturer and they don’t Partially A different lecturer now teaches the class.

explain what is required or give clear instructions, unavailable to upheld

provide help and support and unhappy with some comments made.

Parent unhappy with the treatment of their son by lecturers, not Partially Reviewed the process for notifying Inclusive Learning when someone has

received any support, we asked for feedback and this was omitted upheld selected on their application form that they need additional support in

from progression report. College. A new Student Experience and Personal Learning Support Plan app
has been developed so information will now be pulled directly from the
Student Records database.

Students feel misguided by lecturer, given incorrect information and Partially Placement allocation letter and placement folio updated to make it explicit

that there is a lack of effort to teach the class. upheld the number of days students need to attend their placement.

Review of the course and teaching materials to be carried out.

Feedback given to the member of staff to try to be more approachablr__? and
respond to emails in a reasonable timescale.




Lessons Learned

Parent unhappy with the interview process and that not enough Resolved Interview letter reviewed and more details of what will be involved added
information about the format was provided, documents requested to this.
were not reviewed.

Parent unhappy with the lack of teaching and classes being cut short Resolved Timetable was adjusted and one lecturer now teaching the class to ensure
or not running. that this class has a consistent learning and teaching experience going
forward.

Carried out a class audit and supported the completion of outstanding
work.

Additional teaching and support given to the students who needed this.

Student unhappy course was full time but only in campus two days, Partially Website to be updated to make it clear that activities mentioned may be
course not as advertised around rehearsing, where they will rehearse upheld offered and not a guarantee.

and number of gigs. Completed feedback forms but no changes

made, one of the modules not relevant to the course, unhappy with Feedback to lecturer to have more structured lessons, less talking at the
the teaching style of lecturer and unhappy with conduct of another start of the lesson and clear links in lessons as to what has been done and
lecturer as feels they are immature and unprofessional. what is next.




Customer Satisfaction
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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 21% 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.

I was aware of the complaints procedure before | I found the complaints process easy to access | found the complaints form easy to use | was able to access information and assistance in
needed to make a complaint making my complaint where this was required

u Strongly Agree/Agree  m Strongly Disagree/Disagree  u N/A uStrongly Agree/Agree  wStrongly Disagree/Disagree  m N/A u Strongly Agree/Agree  w Strongly Disagree/Disagree  n N/A u Strongly Agree/Agree  m Strongly Disagree/Disagree = NJA
| received a prompt acknowledgement of my 1 felt my complaint was taken seriously I felt my complaint was thoroughly investigated I received a fair and objective response to my
complaint complaint

m Strongly AgreefAgree  m Strongly Disagree/Disagree  w MjA uStrongly Agree/Agree  m Strongly Disagree/Disagree = N/A nStrongly AgreefAgree  w Strongly Disagree/Disagree  w N/A mStrongly AgreefAgree  m Strongly Disagree/Disagree  m N/A

| received a clear response to my complaint | received a response to my complaint within an | was dealt with courteously at all times
appropriate timescale

uStrongly AgreefAgree  m Strongly Disagree/Disagree = N/A = Strongly Agree/Agree  m Strongly Disagree/Disagree  w N/A u Strongly Agree/Agree  u Strongly Disagree/Disagree = N/A
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