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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 

	February - April 2026
	22 (3 escalated)
	5




[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:  18 out 19 (95%)
Stage 2 closed within 20 working days:  5 out of 5 (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: 14 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 
	3 (16%)
	2 (40%)
	1 (33%)

	Partially upheld
	1 (5%)
	3 (60%)
	0

	Not upheld
	4 (21%)
	0
	2 (67%)

	Resolved
	11 (58%)
	0
	0






[bookmark: _Toc149811898]Learning from Complaints (LFC)    

[bookmark: _Hlk228958554]During the third 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: _Hlk228958541]Support for lecturers in the affected curriculum area on managing AI when marking assignments.
· A review of gender-neutral facilities.
· Student therapists to be supported to develop a clearer understanding of the distinction between benign and malignant conditions, and to ensure they continue to treat all clients with professionalism and respect.
· Lecturers in the affected curriculum area to now offer 15 minutes at the end of every class rather than on an ad-hoc basis to encourage students to ask questions or seek clarification. If not possible to remind students in class, lecturers should reach out on Teams/ email.
· The British Universities and Colleges Sport (BUCS) registration process has been reviewed. Additional staff now on mailing list to ensure applications are not missed. 
· Development days for Learning Support staff have taken place to refresh funding rules and expectations around support that falls out with funded models. Reviewed practice around recommendations particularly around in class support and study skills support to bring all modes of delivery into line.
· A Learning Support Advisor attended a Personal Development Award (PDA) Community Involvement class to reiterate their entitlement to support.

· Training for lecturer on new Trauma Informed College Hub and further training planned for trauma informed practices.
· All Learning Development Tutor’s to follow the same practice when a student reports an absence, this will mean all students receive the same advice and there will be no conflicting information given to students.


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

[bookmark: _Hlk213677377][bookmark: _Hlk221532886][bookmark: _Hlk228958631]3 surveys were completed in the third quarter.

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


[bookmark: _Toc134097017][bookmark: _Toc149811900]Compliments

[bookmark: _Hlk213677397]No compliments were received in the third quarter.
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