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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 

	May- July 2026
	17 (0 escalated)
	11




[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:  12 (70%)
[bookmark: _Hlk236228604]Stage 2 closed within 20 working days:  7 (64%) 4 remained open @ 31/7/26 as they were received over the summer break and required input from staff who are on leave until 10/8/26. Complaint responses sent 21 August.
Escalated closed within 20 working days:  0

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

Stage 1: 4 working days 
Stage 2:  7 working days
Escalated: 0

[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 4 were open @ 31/7/26. Closed 21/8/26
	Number of Escalated complaints and also as a % of all complaints closed after Escalation 

	Upheld 
	0
	2 (18%)
	0

	Partially upheld
	6 (35%)
	4 (37%)
	0

	Not upheld
	6 (35%)
	3 (27%)
	0

	Resolved
	5 (30%)
	2 (18%)
	0






[bookmark: _Toc149811898]Learning from Complaints (LFC)    

[bookmark: _Hlk228958554]During the fourth 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: _Hlk236228760]Curriculum to review wording on College website to make it clear that an interview does not guarantee a space on the course applied for.
· Curriculum staff undertaking interviews to ensure that the applicant has met the entry requirements before the interview
· Curriculum team to work with Student Records to re-word the e-mail sent to applicants about their interview to ensure that there are clear instructions on how to let us know if they require additional support during their interview.
· 
[bookmark: _Toc134097016][bookmark: _Toc113361091][bookmark: _Toc149811899]Customer satisfaction with the complaints process
[bookmark: _Hlk213677377][bookmark: _Hlk221532886][bookmark: _Hlk228958631]
3 surveys were completed in the fourth quarter.

2 surveys showed that the customer was happy with their complaint outcome and every aspect of the process. 1 survey showed the customer was dissatisfied with their complaint outcome and this reflected negatively with what they thought of the process.


[bookmark: _Toc134097017][bookmark: _Toc149811900]Compliments

[bookmark: _Hlk213677397]1 compliment from a student was received in the fourth quarter.
[bookmark: _Hlk236229256]
Student Services – Student Advisor

Staff member has always been patient, approachable and helpful.  When advice was sought, the staff member responded quickly and dealt with everything clearly and efficiently. 

Their kindness and professionalism have always made asking for help easy and reassuring. They are very grateful for all the support they been given over the years.
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