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Complaint Volumes
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2024/2025 – Quarter 2

 39 complaints received, a decrease of 2.5% from Q2 2023/2024.
 69% of complaints were handled at stage 1 in Q2 2024/2025, compared to 68% for the same period in 2023/2024.
 87% of complaints were closed within the target timescale, compared to 70% in Q2 2023/2024.
 100% of complaints were closed within the extended timescale in Q2 2024/2025, with 100% of complaints also closed within the 

extended timescale in the same period in 2023/2024. 



Complaints Categories
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The chart on the left shows complaints received split by 
category.  26 out of 39 complaints received were Customer 
Care complaints, with 5 complaints being received in the 
Services category.  3 complaints were received in the 
Applications, Admissions & Progression and Facilities 
categories and 1 complaint was received in the Course 
Related and Others categories 

The chart on the right shows complaints received, split by 
category and outcome. 40% of complaints in the Services 
category were upheld or partially upheld, with 20% 
resolved. 35% of complaints about Customer Care were 
upheld or partially upheld, with 42% resolved.  33% of 
complaints that were about Facilities were upheld or 
partially upheld, with 67% resolved.  0% of complaints that 
were Course Related, about Applications, Admissions & 
Progression or in the Others category were upheld or 
partially upheld, with 100% resolved in these 3 categories. 

2024/2025 – Quarter 2



Complaints Sub Categories
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2024/2025 – Quarter 2

 Increase in complaints in the staff conduct sub-category from 15 in Q2, 2023/2024 to 23 in Q2, 2024/2025. This is mainly due to an increase 
in complaints about the way students have been treated or spoken to by staff.

 Decrease in complaints received in the student conduct sub-category from 4 in Q2, 2023/2024 to 0 in the same period of 2024/2025.  This 
is due to a reduction in complaints from local residents about students smoking in their bin shed and complaints from students about the lack 
of action when reporting other students’ behaviour.  

 Decrease in complaints received in the environment/resources sub-category from 4 in Q2, 2023/2024 to 0 in Q2, 2024/2025. This is due to 
a decrease in complaints about problems with ICT equipment.   

 Complaints in the application, admission, interview, enrolment, induction and the maintenance, lifts, car parking sub-categories            
remain the same from Q2 2023/2024 to Q2 2024/2025.



Lessons Learned
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2024/2025 – Quarter 2

Category – Customer Care

Issue Outcome Actions

Student unhappy as felt member of staff degraded them in front of 
the class about leaving early because they needed to collect their 
child. 

Resolved With consultation with other students in the class, class times adjusted 
throughout the day so class will now finish earlier. 

Student unhappy students smoking and vaping at the entrance to the 
building, which is affecting their health condition and the College is 
not taking any action.

Resolved Short life working group established. Agreement that smoking shelters will 
be reinstated on all campuses.

Grandparent of a student unhappy with the way their grandchild was 
treated when they came for an interview, member of staff was abrupt 
and did not engage with the applicant, unaware that an aptitude test 
would be completed and there was no communication about the 
course, their current situation or feedback about why they were 
unsuccessful.

Upheld Aptitude test reviewed to make this more suitable for level 4 applicants.

Interview process reviewed to ensure applicants have an 
interview/discussion with member of staff not just the test. 

Students were unhappy the manager would not authorise their 
absence to go on holiday.

Not upheld Manager and member of the Student Experience Team spoke with all 
students in the class to promote positive attendance.



Lessons Learned
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2024/2025 – Quarter 2

Category – Services

Issue Outcome Actions

Student unhappy with the lack of support from Education Support, 
unaware a questionnaire to complete for the Educational Psychologist 
was needed, felt should have received forms sooner.

Partially 
upheld

Process updated so that Education Support students will be sent a follow-up 
email, detailing their needs assessment, support plans, DSA guidance, etc. 
This will be clarified in the initial meeting.

Communication will be clear and detailed, considering each student's 
additional support needs and adjusting accordingly. This will be agreed 
upon at the start.

The DSA process booklet will be up-to-date and provide clear guidance on 
each step, shared with students after their initial needs assessment. It will 
include the Educational Psychologists process within the wider DSA 
guidance.  Process updated so this will be shared with the student 
immediately after the initial needs assessment if DSA is identified as the 
next step.



Customer Satisfaction
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 35 complainants and we had a 23% 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.
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2024/2025 – Quarter 2
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