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1. Update on Actions for the 2023-24 Session

Person Action Deadline Outcome

Responsible

Senior Quality | Design and develop the End of AY Action complete. Refresher
Co-ordinator complaints refresher course. 2022-23. training developed and

shared with the Learning &
Development team to
facilitate the mandatory
training requirement.

2. Complaints Performance Indicators for Q1-Q4

North East Scotland College (NESCol) is committed to ensuring all clients and customers receive the
best possible service. The College monitors stakeholder complaint feedback and ensures any lessons
learned are actioned to improve its services. Reports measuring the College’s complaints handling
performance will be published online quarterly and issued to the Executive and Leadership Team.

A summary of the complaints key performance indications is detailed in the table below for academic
year 2023-24.

Compliance with Complaint Response Deadlines

The complexity of a complaint will determine the category it is assigned and the timescale the college
has to respond. The categories are as follows:

Stage 1 - Frontline: the college has five working days to respond from the date the college receives
the complaint. A five day extension can be applied if required. This category includes escalated
complaints, as they were first received at stage 1.

Stage 2 - Investigation: the college has 20 working days to respond from the date the college receives
the complaint. With the agreement of the complainant, the response deadline can be extended if
required.
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Number of Number of Number of Number of
Number of Number of ) .. . . ..
: . L. Frontline Investigation Frontline Investigation
Frontline Investigation
. ) responses responses responses responses
complaints complaints . . . . . .
received received within within missing missing
deadline deadline deadline deadline
Aug-Oct 15 1 15 (100%) 1(100%) 0 0
Nov-Jan 8 1 8 (100%) 1(100%) 0 0
Feb-Apr 23 4 23 (100%) 3 (75%) 0 1(25%)
May-July 20%* 2%x* 16 (100%) 2 (100%) 0 0
Total 66 8 73 (98%) **** 7 (87.5%) 0 1(12.5%)

* Figure includes one frontline complaint that is currently open
**Figure includes one frontline complaint escalated to investigation
*** Figure includes one frontline complaint escalated to investigation
**** As of the 15t August, there is one open frontline complaint with an extension from the 2023-24 session.

Annual Comparison of Deadline Compliance

Number of Number of Number of Num!)er .Of Numbe'r of NumPer .Of
. .. . Investigation Frontline Investigation
Frontline Investigation Frontline
. . responses responses responses
complaints complaints responses iy . . . .
received received within deadline il missing missing
deadline deadline deadline
2021-22 81 9 81 (100%) 8 (89%) 1(11%) 0
2022-23 46 11 46 (100%) 11 (100%) 0 0
2023-24 66* 8 65 (100%) 7 (87.5%) 0 1(12.5%)

As of the 1t August, there is one open frontline complaint with an extension from the 2023-24 session.

The college has seen an increase in the number of complaints received during the 2022-23 session,
with frontline complaints up by 19 in comparison to the previous academic year. Investigation
complaints however are down this academic year by three.

One escalation in quarter 3 missed the response deadline by one working day due to staff annual
leave. Although this is disappointing, compliance with deadlines is still high at 99% which the team
hope to increase back to 100% for the 2024-25 academic year.

Quarterly Complaint Outcomes
With the introduction of the ‘resolved’ category, there are now four complaint outcomes:

Upheld

Not upheld
Partially upheld and
Resolved

PwnNe

There are no changes to the scope of the original three outcomes. It is worth noting that, where some
points of a complaint are upheld but others are not, this is reported as partially upheld.
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A complaint is resolved when both the college and the complainant agree what action (if any) will be
taken to provide full and final resolution for the complainant, without making a decision about
whether the complaint is upheld or not.

Number of Number ::r::ﬁyr Number not Number

complaints upheld e upheld resolved
Aug-Oct 16 10 3 3 0
Nov-Jan 9 3 2 4 0
Feb-Apr 27 6 14 7 0
May-July 22* 5 10 3 3
Total 74* 24 29 17 3

*One complaint is currently open therefore the complaint outcome is yet to be determined.

Annual Comparison of Complaint Outcomes

Number of Number Nu::ﬁr Number not Number

complaints upheld pua;:heldy upheld resolved
2021-2022 90 29 39 20 2
2022-2023 57 23 19 14 1
2023-2024 74* 24 29 17 3

*One complaint is currently open and so the complaint outcome is yet to be determined.
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Complaints Origin Summary

Unknown
4%

Other
5%

Fraserburgh
6%

Altens
24%

Cé6:
Others
1%

C5: Facilities
2%

C4: Services

7% c1:

Customer
Care
34%

(ec H
Course
Related

41%

C2: Appl

15

ications

to Progression

%

The Aberdeen City Campus (ACC) received the
highest number of complaints (45). This coincides
with the high stakeholder population at this
campus.

In comparison, the Altens campus received 18
complaints, Fraserburgh received four and other
college locations received four. The campus origin
of three complaints was unknown.

Category Summary

Upon receipt of a complaint, the complaints team
review and highlight the key points of
dissatisfaction, apply the relevant
category/categories and issue the complaint to the
appropriate complaint handler. The appropriate
timescale will also be applied,
investigation.

frontline or

A summary of the category breakdown for the 74
complaints received in this academic year is
available in the pie chart to the left.

Each category can be broken down into related sub-categories, a summary of which is displayed

below.
Other Health & Safety
5% 2%
Diversity
Student &
Conduct Equality
12% 19%

Staff Conduct
53%

Data Protection

9%

C1: Customer Care
Health & Safety

Security

Diversity & Equality

Data Protection

O |0|O|F

Environmental
Staff Conduct
Student Conduct

Other 2

(%
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Ot?er Marketing C2: Applications to Progression
0% 13% Marketing 2
Application, Admission, Interview, 5
Enrolment, Induction
Progression, Articulation, 9
Application, Withdrawal
Admission,
Intervi Other 0
Progression, nterview,
Articulation, Enrolmfent,
Withdrawal Inducitlon
56% 31%
Assessment, Leagling C3: Course Related
Exams & . Learning & Teaching 11
Certification Teaching B
o 26% Environment / Resources 3
30%
. Course Management 12
Environment
/ Resource Facilitated Learning & Support 4
- 7% Assessment, Exams & Certification 13
Facilitated
Learning & Other 0
Support ourse Management
9% 28%
. C4: Services
Finance
14% Finance 1
Other Funding / Bursary 3
29% Student Records 0
Funding / Providing Learning Support 0
Bursary . .
Library / Learning Technolo 1
Library / 43% : v/ g &Y
Learning Quality etc. 0
Technology Other 2
14%
C5: Facilities
Catering 0
Student Accommodation 0
Maintenance, Lifts, Car Parking 1
Maintenance, Lifts, Car Other 0

Parking
100%

Withdrawn Complaints Summary

This academic session, seven expressions of dissatisfaction were logged as complaints but were later
withdrawn. Six of the withdrawn complaints were deemed to be best suited to be dealt with under
more relevant People Services processes. One complaint was submitted with little information. Many

6
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attempts were made to contact the complainant to gain further information and be able to continue
with the process however the complainant did not respond to emails or phone calls. The complaint
was withdrawn and the complainant informed it could be reopened if they wished to get in touch with
further information.

3. Impact on Service Delivery

Upon closing a complaint, the complaints team request details of any lessons learned or actions for
completion (where applicable) from the relevant departments. The feedback received from
stakeholders through the complaints process can alter our service delivery and highlight areas for
improvement in order to better our practices. On a quarterly basis, the quality department publish
examples of lessons learned and actions taken on the college website to share the learning from
complaints within the organisation. The below are examples of lessons and actions from this year that
highlight the value of stakeholder feedback.

Improving College Wi-Fi for Students

A complaint was received regarding the college Wi-Fi being slow which impacted on student
classwork. Through the Lessons Learned it was confirmed that ITTS were already aware of an
intermittent issue with the new Wi-Fi solution and this was being actively addressed. It was confirmed
that a thorough assessment of the Wi-Fi network with the college support partner was taking place to
identify the issue. Changes were made to improve the signal strength and stability of the Wi-Fi
connection and ITTS will continue to monitor the Wi-Fi performance to ensure consistent connectivity
in the future.

Improving Staff Awareness and Understanding

A complaint was received in relation to the way the curriculum team were dealing with a student
additional needs. The complaints handler was able to identify training that will be required to be
undertaken by all NESCol staff and a plan was put in place to complete this training. This allowed staff
to raise their awareness and understanding and support the additional support need requirement for
students.

Improving Resulting Process for Students

Two complaints were received that related to the resulting of students not being entered into the
correct system meaning students were informed incorrectly that they had not passed courses that
had previously been communicated they had passed. From these complaints it was highlighted the
importance of being vigilant around reporting of students work. It was highlighted that regular team
meetings with resulting on the agenda would be implemented to prevent this occulting in the future.

Improving Reliability of College Transportation

A complaint was received regarding the bus between Peterhead and the Fraserburgh campus and it
being full on several occasions leaving students unable to get to class on time or at all. The college had
already been in talks with Stagecoach as this problem had been highlighted previously. Although this
fault lies with Stagecoach as opposed to the college a temporary solution had been confirmed to be
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put in place by the Director of Student Access & Information. Communication between the college
and Stagecoach will continue until a permanent solution is confirmed.

Improving Communications to College Students

A complaint was received from a concerned parent who worried about the pressure put on students
to maintain 80% attendance when adverse weather would have an impact on classes attended. This
became a particular problem when in person classes were changed to online with very short notice.
It was confirmed that there is an absence form that students should complete in the event of severe
weather to log the absence and maintain attendance levels. The Leadership Team reviewed the
severe weather procedures to ensure feedback is captured and robust processes are in place.

Improving Awareness of Support Services with Part-Time Tutors

A complaint was received in relation to a member of staff being unaware of how to assist students
with additional support requirements. The complaints handler was able to identify that the staff
member was able to offer all appropriate assistance within the class but was not certain of the role
the support services would be able to play in the student experience and expectations. The
Community Development Manager confirmed that they had since raised awareness of the student
support role with all part time tutors to ensure that these services are utilised to the advantage of
students.

Improved Student Facing Alternative Assessment Arrangement Documentation

A complaint was received in regards to Alternative Assessment Arrangements (AAA). The complainant
felt incomplete information was given in regards to the arrangements in place and not passed on in a
timely manner. The complaints handler noted that some information had not been fully presented
to the student in question by both support and curriculum teams. A student facing AAA guidance
document has now been created to better manage expectations and outline process and
responsibilities.

Raising awareness of End of Year Shows

A complaint was received in relation to the advertisement of the end of year Art show. The
complainant was upset that where their work was located was not as obvious to passers-by or general
footfall of people within the college. The complaint handler noted that although a lot of external
promotion had been organised more internal promotion could have been done. This will be taken
into account in the promotion of next years end of year shows.

Increase in Practical Activities within Teaching of Course

A student submitted a complaint to express their concern that their course did not include enough
practical elements which, in their opinion, would be greatly beneficial to the understanding of the
course. The complaint handler met with the student to discuss further and the student’s views were
fully taken into account and will be kept in mind for the delivery next year. Additionally, it was
confirmed that the course in question does have a significant amount of theory in the teachings which
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will be highlighted to future students during recruitment to ensure students are fully aware of the
course structure.

Improved Clarity and Communication with Students

A complaint was received after a student received a college certificate that did not state the level of
learning which was studied and would not therefore, show the depth of the studying and learning
obtained. The complaint handler contacted the complainant to discuss fully. It was confirmed that
this was an interim certificate until the full verification process of the course had been concluded,
where the full certificate would be sent. The complaints handler apologised for this not being fully
communicated with the students. The conversation led to the explanation that the course was one of
many, in the process of being transitioned to a college certificate in place of the current awarding
body. In this process the course will be promoted as comparable to SCQF Level 5. The complainant
was very pleased with this change for future learners as the work and learning undertaken in this
course is more, in his opinion, far exceeded the current awarding bodies level 2 title which will be
beneficial for all future learners.
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4. Compliments and Thank You’s

C4.
Services
8%

C6: Others During the 2023-24 academic year the Quality

3% department were notified of 30 compliments and
thank you’s that have been made in relation to
various teams across the college.

C3: ClL:

Course Customer

Related Care
38% 46%

Some compliments were related to more than one
theme. Of the compliments made, the majority
were of the themes highlighting the professionalism
C2: Applications and support of how NESCol staff have conducted
to Progression ~ themselves (18) or of positive experiences of
5% learning and teaching (15).

Some examples of the compliments received are available below:

“The library and the librarians especially, are | feel, essential to the good learning of our students,
giving them support they require in searching for plays and texts in the library. They have always been
and continue to be friendly, informative, supportive and helpful.”

“1 didn't realise that sociology - and on a larger scale - social sciences could be a future for me until |
came into the department. | had come in to attain a degree for a PGDE. Not even two months into
HND YR 1 did | realise this was not just a stepping stone, but my eventual end goal. The department
has lit a passion for the subjects and studies of society and | cannot imagine pursuing a future that
does not owe itself to the Social Sciences department. Long after I've graduated and moved onto later
degrees, | will be eternally grateful to the teaching team and subjects covered in the Social Sciences
department. Having in person classes with lecturers | can see and speak to is something | accredit a
majority of my success this year and the previous; something that Social Sciences thrives on and needs,
in my opinion.”

“Cannot thank you enough for the support you have provided in the transition to BS/MYNEScol...and
everything else over the years for that matter!”

10
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5. Appendix 1 — Annual KPI Summary Table & Comparison to Previous AY Data

COMPLAINTS HANDLING PROCEDURE INDICATORS 2023-24 2022-23
1.0 Total number of complaints received & complaints received per 100 population No. % No. %
1.1 Number of complaints Received 74 100.0% 57 100.0%
1.2/1a | College Population and Number of Complaints received per 100 population 22161 0.3 25710 0.2
2.0 Number of complaints closed at each stage and as a % of all complaints closed No. % No. %
2.1/2a | Number of complaints closed at Stage 1 and % of total closed 65 87.8% 46 80.7%
2.2/2b | Number of complaints closed at Stage 2 and % of total closed 6 8.1% 8 14.0%
2.3/2c | Number of complaints closed after Escalation and % of total closed 2 2.7% 3 5.3%
2.4 Open 1 1.4% 0 0.0%
3.0 Number of complaints resolved, upheld, partially upheld and not upheld at each stage and as a % of complaints closed at that stage
3.0 Stage 1 No. % No. %
3.1/3a | Number and % of complaints upheld at Stage 1 23 35.4% 19 41.3%
Number and % of complaints partially upheld at Stage 1 24 36.9% 14 30.4%
3.3/3c | Number and % of complaints not upheld at Stage 1 15 23.1% 12 26.1%
Number and % of complaints resolved at Stage 1 3 4.6% 1 2.2%
3.0 Stage 2 No. % No. %
3.4/3d | Number and % of complaints upheld at Stage 2 1 16.7% 3 37.5%
Number and % of complaints partially upheld at Stage 2 4 66.7% 4 50.0%
3.6/3f Number and % of complaints not upheld at Stage 2 1 16.7% 1 12.5%
Number and % of complaints resolved at Stage 2 0 0.0% 0 0.0%
3.0 Escalated No. % No. %
3.7/3g | Number and % of complaints upheld after Escalation 0 0.0% 1 33.3%
Number and % of complaints partially upheld after Escalation 1 50.0% 1 33.3%
3.9/3i Number and % of complaints not upheld after Escalation 1 50.0% 1 33.3%
Number and % of complaints resolved after Escalation 0 0.0% 0 0.0%
4.0 Total working days and average time in working days to close complaints at each stage Total No. Total No.
4.1/4a | Total working days and average time in working days to close complaints at Stage 1 305 4.7 209 4.5
4.2 Total working days and average time in working days to close complaints at Stage 2 113 18.8 135 16.9

11
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4b Total working days and average time in working days to close complaints after Escalation 41 20.5 56 18.7
5.0 Numl?er and % of complain_ts closed within set timecales. (S1=5 No. % No. %
workings days; S2=20 working days ; Escalated = 20 working days)
5.1/5a | Number and % of Stage 1 complaints closed within 5 working days 53 81.5% 37 80.4%
5.2/5b | Number and % of Stage 1 complaints not closed with 5 working days 11 16.9% 9 19.6%
5.3/5¢ | Number and % of Stage 2 complaints closed within 20 working days 5 83.3% 7 87.5%
5.4/5d | Number and % of Stage 2 complaints not closed within 20 working days 1 16.7% 1 12.5%
5.5/5e | Number and % of Escalated complaints closed within 20 working days 1 50.0% 3 100.0%
5.6/5f Number and % of Escalated complaints not closed within 20 working days 1 50.0% 0 0.0%
6.0 Number and % of complaints closed at each stage where extensions have been authorised No. % No. %
6.1/6a | Number and % of Stage 1 complaints closed within 10 working days (extension) 4 36.4% 6 66.7%
6.2/6b | Number and % of Stage 1 complaints not closed within 10 working days (extension) 1 9.1% 0 0.0%
6.3/6c | Number and % of Stage 2 complaints closed within 40 working days (extension) 0 0.0% 1 100.0%
6.4/6d | Number and % of Stage 2 complaints not closed within 40 working days (extension) 0 0.0% 0 0.0%
6.5/6e | Number and % of Escalated complaints closed within 40 working days (extension) 1 100.0% 1 100%
6.6/6f Number and % of Escalated complaints not closed within 40 working days (extension) 0 0.0% 0 0.0%
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