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

	Quarter
	Stage 1 Complaints (includes escalated complaints
	Stage 2 Complaints 

	February 2025 – April 2025
	13 (6 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:  4 (31%) 
Stage 2 closed within 20 working days:  1 (25%) 3 remain open at 30/4/25
Escalated closed within 20 working days:  6 (100%) 

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

Stage 1:  6 working days 
Stage 2:   20 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 (3 open @30/4/25)
	Number of Escalated complaints and also as a % of all complaints closed after Escalation 

	Upheld 
	1 (14%)
	0
	0

	Partially upheld
	2 (29%)
	1 (100%)
	1 (17%)

	Not upheld
	3 (43%)
	0
	5 (83%)

	Resolved
		1 (14%)	
	0
	0






[bookmark: _Toc149811898]Learning from Complaints (LFC)    

During the third quarter of session 24/25 by completing an LFC we have helped improve services and delivery, some of the actions taken in response to complaints were:

· [bookmark: _Hlk188518803]Wording on College website for HND Music course applications reviewed and reworded to ensure information about the provision of an accompanist during interviews was clear.
· [bookmark: _Hlk191989856]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.
Case Study

Complaint:  Staff called applicants emergency contact to advise of a date change/time for interview. No attempt to call the applicant.

What went wrong?  Staff misread the details recorded on the Colleges system resulting in them dialling the emergency contact instead. 

Outcome: Personal data breach caused by human error

Learning From Complaint:  Staff reminded by line manager to take extra care that they have identified the correct details before contacting applicants.

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

1 survey was completed in the third quarter. The complainant did not agree with the outcome and scored all the survey questions low. 

[bookmark: _Toc134097017][bookmark: _Toc149811900]Compliments

[bookmark: _Hlk188518904][bookmark: _Hlk196826817]1 compliment was received in the third quarter:

[bookmark: _Hlk191989928]Professional Cookery (compliment from a member of the public)

“On entering the first impressions were good. The restaurant looked very inviting with the tables nicely set out. The students were very smartly dressed, attentive and smiley. 
 And then the food!  It was delicious with an impressive selection of savoury and sweet to choose from.  We will certainly come back for lunch soon. 

[bookmark: _GoBack]Please pass on our compliments to all who took part and say well done”. 
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