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1. PURPOSE
	To update CSAO with an update on complaints handling within the college.

2. BACKGROUND
	Annual and quarterly reporting required to meet compliance as stipulated by the SPSO.

3. DETAIL
	Report shows current college performance in relation to complaints handling for the second quarter. 

4. BENEFITS AND OPPORTUNITIES  
	Opportunity for CSAO members to understand the patterns of activity recorded within CHP.

5. STRATEGIC IMPLICATIONS
	The Board retains an overview of NCL activity in the interests of good governance. 

6. [bookmark: _Toc205216478]RISK
That the College does not comply with the SPSO procedures and timelines.

7. [bookmark: _Toc205216479]FINANCIAL IMPLICATIONS
	There are no financial implications.

8. [bookmark: _Toc205216480]LEGAL IMPLICATIONS
	There are no legal implications.

9. WORKFORCE IMPLICATIONS
	There are no workforce implications.

10. REPUTATIONAL IMPLICATIONS 
	There are no reputational implications.

11. EQUALITIES IMPLICATIONS
	There ae no equalities implications.

	CONCLUSIONS/RECOMMENDATIONS
CSAO are asked to note the information contained in this report.
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[bookmark: _Toc205216481]1.	INTRODUCTION

1.1 This paper provides an update on the number of complaints received and outcome for Academic Year 2024 – 2025 (1 August to 31 July 2025).


[bookmark: _Toc205216482]2.	GOVERNANCE

[bookmark: _Hlk189489535]2.1 	As required to comply with the governance of the Scottish Public Services Ombudsman (SPSO), all complaints received are logged within the college Complaints Handling Process (CHP) and an annual report submitted to the SPSO.


[bookmark: _Toc205216483]3.	COMPLAINTS UPDATE

3.1	A total of 78 complaints were received in Academic Year, of which 51 were closed at stage 1, 26 were closed at stage 2 and 1 complaint remains open at time of report.

3.2	Of the closed complaints,  45 stage 1 complaints (88.2%) were closed within the required timescale and 18 stage 2 complaints (69.2%) were closed within the required timescale.
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4.	ANNUAL COMPLAINT REPORT PERFORMANCE INDICATORS
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5.	COMPLAINTS BY CATEGORIES

	Category
	Complaints in Category

	Application, Admission, Interview, Enrolment, Induction
	2

	Assessment & Exams, Certification
	6

	Catering
	1

	Course Management
	6

	Diversity and Equality
	7

	Environment/Resources
	1

	Facilitated Learning Support
	1

	Funding/Bursary
	1

	Health and Safety
	3

	Learning & Teaching
	12

	Maintenance, Lifts, Car Parking
	2

	Progression, Articulation & Withdrawal
	3

	Staff Conduct
	16

	Student Records
	1

	Other
	15

	Total
	77



[bookmark: _Toc144385363][bookmark: _Toc144386103]6.	EXAMPLES OF LESSONS LEARNED AND ACTIONS IDENTIFIED

· Schools should be encouraged to share as much information about a school pupil coming on a school-college link programme as they can. Schools should be clear with parents that all communication regarding pupils on school-college partnership programmes should go through the school and not directly to the college Communication and support could be improved to ensure all students receive the guidance and assistance they need.

· Induction days are key to identifying issues early and working on early interventions and that these should be undertaken earlier in the year if possible.

· Improve departmental student induction process whereby students will be instructed to inform staff immediately if they become injured and remain in position until a staff member/first aider can assess the situation.

· Staff will remind students of the code of conduct and the roles and responsibilities within. Staff have been and will continue to be cognisant of personality differences when planning group tasks to support a positive classroom dynamic.

· Parking – students to be encouraged to park with consideration of the community, however if a Resident is blocked in or lost the use of their designated parking bay then it has to be reported to the Police at that time in order for them to deal with the issue. If Estates Staff/College Staff are made aware of a parking issue/anti-social behaviour Police Scotland need to be informed at that time. 
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Standardised reporting template – complaints performance indicators 

Created on: 04/08/2025

COMPLAINTS HANDLING PROCEDURE INDICATORS

1.0 Total number of complaints received & complaints received per 100 population

1.1 Number of complaints Received 15 17 21 25 78 78

1.2/1aCollege Population and Number of Complaints received per 100 population

10497

0.1

10205

0.2

9257

0.2

8116

0.3

12308

0.6 12308 0.6

2.0 Number of complaints closed at each stage and as a % of all complaints closed

2.1/2aNumber of complaints closed at Stage 1 and % of total closed 14 93.3% 11 64.7% 13 61.9% 13 52.0% 51 65.4% 51 65.4%

2.2/2bNumber of complaints closed at Stage 2 and % of total closed 1 6.7% 6 35.3% 8 38.1% 11 44.0% 26 33.3% 26 33.3%

2.3/2cNumber of complaints closed after Escalation and % of total closed 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%

2.4 Open 0 0.0% 0 0.0% 0 0.0% 1 4.0% 1 1.3% 1 1.3%

3.0

Number of complaints upheld,  partially upheld and not upheld at each stage                                                                                

and as a % of complaints closed at that stage 

3.0 Stage 1

3.1/3aNumber and % of complaints upheld at Stage 1 3 21.4% 1 9.1% 2 15.4% 1 7.7% 7 13.7% 7 13.7%

3.3/3cNumber and % of complaints not upheld at Stage 1 5 35.7% 5 45.5% 6 46.2% 9 69.2% 25 49.0% 25 49.0%

Number and % of complaints partialy upheld at Stage 1 6 42.9% 4 36.4% 4 30.8% 3 23.1% 17 33.3% 7 13.7%

3.0  Stage2

3.4/3dNumber and % of complaints upheld at Stage 2 0 0.0% 0 0.0% 1 12.5% 5 45.5% 6 23.1% 6 23.1%

3.6/3f Number and % of complaints not upheld at Stage 2 1 100.0% 3 50.0% 4 50.0% 3 27.3% 11 42.3% 11 42.3%

Number and % of complaints partialy upheld at Stage 2 0 0.0% 3 50.0% 1 12.5% 3 27.3% 7 26.9% 7 26.9%

3.0 Escalated

3.7/3gNumber and % of complaints upheld after Escalation 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%

3.9/3i Number and % of complaints not upheld after Escalation 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%

2024/2025 Q1 Q2 Q3 Q4 YTD
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4.0 Total working days and average time in working days to close complaints at each stage

4.1/4aTotal working days and average time in working days to close complaints at Stage 1 56 4.0 44 4.0 28 2.2 30 2.3 158 3.1 158 3.1

4.2 Total working days and average time in working days to close complaints at Stage 2 39 39.0 116 19.3 130 16.2 151 13.7 436 16.8 436 16.8

4b Total working days and average time in working days to close complaints after Escalation 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0

5.0

Number and % of complaints closed within set timecales                                                                                     

( S1=5 workings days; S2=20 working days ; Escalated = 20 working days)

5.1/5aNumber and % of Stage 1 complaints closed within 5 working days 10 71.4% 9 81.8% 13 100.0% 13 100.0% 45 88.2% 45 88.2%

5.2/5bNumber and % of Stage 1 complaints not closed within 5 working days 4 28.6% 2 18.2% 0 0.0% 0 0.0% 6 11.8% 6 11.8%

5.3/5cNumber and % of Stage 2 complaints closed within 20 working days 0 0.0% 4 66.7% 4 50.0% 10 90.9% 18 69.2% 18 69.2%

5.4/5dNumber and % of Stage 2 complaints not closed within 20 working days 1 100.0% 2 33.3% 4 50.0% 1 9.1% 8 30.8% 8 30.8%

5.5/5eNumber and % of Escalated complaints closed within 20 working days 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%

5.6/5f Number and % of Escalated complaints not closed within 20 working days 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%

6.0

Number and % of complaints closed at each stage where extensions have been authorised

6.1/6aNumber and % of Stage 1 complaints closed within 10 working days ( extension) 3 75.0% 2 100.0% 0 0.0% 0 0.0% 5 83.3% 5 83.3%

6.2/6bNumber and % of Stage 1 complaints not closed within 10 working days ( extension) 1 25.0% 0 0.0% 0 0.0% 0 0.0% 1 16.7% 1 16.7%

6.3/6cNumber and % of Stage 2 complaints closed within 40 working days ( extension) 1 100.0% 2 100.0% 4 100.0% 1 100.0% 8 100.0% 8 100.0%

6.4/6dNumber and % of Stage 2 complaints not closed within 40 working days ( extension) 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%

6.5/6eNumber and % of Escalated complaints closed within 40 working days ( extension) 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%

6.6/6f Number and % of Escalated complaints not closed within 40 working days ( extension) 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%
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