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1. PURPOSE


To present to CSAO 2023/2024 NCL Annual Complaints Report.
2. BACKGROUND


Annual reports must be published by public sector organisations as part of compliance with SPSO procedures.
3. DETAIL


This report covers complaints received, actions taken and lessons learned during the 2023/2024 period.
4. BENEFITS AND OPPORTUNITIES  


This report highlights areas where improvement is required and helps facilitates appropriate action.
5. STRATEGIC IMPLICATIONS


The report provides an overview of activity relevant to the college and on-going quality enhancement.
6. RISK
N/A.
7. FINANCIAL IMPLICATIONS


There are no financial implications.
8. 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 are no equalities implications.
	CONCLUSIONS/RECOMMENDATIONS

The CSAO is asked to note the information contained in this report and raise or discuss any issues which may prevent publication.


Annual Report – Complaints 
1 August 2023 – 31 July 2024
Date of Publication: TBC
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Annual Complaints Performance Indicators 2023/2024
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1.0

Total number of complaints received & complaints received per 100 population

1.1 Number of complaints Received 17 9 19 22 67 67

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

10307

0.2

10197

0.1

9547

0.2

8195

0.3

13027

0.5 13027 0.5

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 13 76.5% 4 44.4% 13 68.4% 15 68.2% 45 67.2% 45 67.2%

2.2/2bNumber of complaints closed at Stage 2 and % of total closed 4 23.5% 5 55.6% 6 31.6% 7 31.8% 22 32.8% 22 32.8%

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% 0 0.0% 0 0.0% 0 0.0%

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 2 15.4% 3 75.0% 4 30.8% 3 20.0% 12 26.7% 12 26.7%

3.3/3cNumber and % of complaints not upheld at Stage 1 7 53.8% 0 0.0% 2 15.4% 7 46.7% 16 35.6% 16 35.6%

Number and % of complaints partialy upheld at Stage 1 4 30.8% 1 25.0% 7 53.8% 5 33.3% 17 37.8% 12 26.7%

3.0  Stage2

3.4/3dNumber and % of complaints upheld at Stage 2 1 25.0% 0 0.0% 0 0.0% 0 0.0% 1 4.5% 1 4.5%

3.6/3fNumber and % of complaints not upheld at Stage 2 3 75.0% 2 40.0% 5 83.3% 2 28.6% 12 54.5% 12 54.5%

Number and % of complaints partialy upheld at Stage 2 0 0.0% 3 60.0% 1 16.7% 5 71.4% 9 40.9% 9 40.9%

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%

3.9/3iNumber 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%

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 63 4.8 13 3.2 41 3.2 102 6.8 219 4.9 219 4.9

4.2 Total working days and average time in working days to close complaints at Stage 2 63 15.7 127 25.4 116 19.3 145 20.7 451 20.5 451 20.5

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 9 69.2% 4 100.0% 11 84.6% 8 53.3% 32 71.1% 32 71.1%

5.2/5bNumber and % of Stage 1 complaints not closed within 5 working days 4 30.8% 0 0.0% 2 15.4% 7 46.7% 13 28.9% 13 28.9%

5.3/5cNumber and % of Stage 2 complaints closed within 20 working days 3 75.0% 2 40.0% 5 83.3% 3 42.9% 13 59.1% 13 59.1%

5.4/5dNumber and % of Stage 2 complaints not closed within 20 working days 1 25.0% 3 60.0% 1 16.7% 4 57.1% 9 40.9% 9 40.9%

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%

5.6/5fNumber 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) 4 100.0% 0 0.0% 2 100.0% 6 85.7% 12 92.3% 12 92.3%

6.2/6bNumber and % of Stage 1 complaints not closed within 10 working days ( extension) 0 0.0% 0 0.0% 0 0.0% 1 14.3% 1 7.7% 1 7.7%

6.3/6cNumber and % of Stage 2 complaints closed within 40 working days ( extension) 1 100.0% 3 100.0% 0 0.0% 4 100.0% 8 88.9% 8 88.9%

6.4/6dNumber and % of Stage 2 complaints not closed within 40 working days ( extension) 0 0.0% 0 0.0% 1 100.0% 0 0.0% 1 11.1% 1 11.1%

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%

6.6/6fNumber 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%

2023/2024 Q1 Q2 Q3 Q4 YTD



Comparison of Annual Performance Indicators 2022/2023 and 2021/2022
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1.0

Total number of complaints received & complaints received per 

100 population

1.1 Number of complaints Received 67 45 50

1.2/1a

College Population and Number of Complaints received per 100 

population

13207 0.5 14942 0.3 14114 0.4

2.0

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

complaints closed

2.1/2a Number of complaints closed at Stage 1 and % of total closed 45 67.2% 29 64.40% 41 82.00%

2.2/2b Number of complaints closed at Stage 2 and % of total closed 22 32.8% 16 35.60% 9 18.00%

2.3/2c

Number of complaints closed after Escalation and % of total 

closed 0 0.0% 0 0.00% 0 0.00%

2.4

Open

0 0.0% 0 0.00% 0 0.00%

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

3.1/3a Number and % of complaints upheld at Stage 1 12 26.7% 6 20.70% 9 22.00%

3.3/3c Number and % of complaints not upheld at Stage 1 16 35.6% 12 41.40% 24 58.50%

Number and % of complaints partialy upheld at Stage 1 12 26.7% 3 10.30% 2 4.90%

3.0  Stage2

3.4/3d Number and % of complaints upheld at Stage 2 1 4.5% 2 12.50% 1 11.10%

3.6/3f Number and % of complaints not upheld at Stage 2 12 54.5% 12 75.00% 4 44.40%

Number and % of complaints partialy upheld at Stage 2 9 40.9% 2 12.50% 4 44.40%

3.0 Escalated

3.7/3g Number and % of complaints upheld after Escalation 0 0.0% 0 0.00% 0 0.00%

3.9/3i

Number and % of complaints not upheld after Escalation

0 0.0% 0 0.00% 0 0.00%

4.0

Total working days and average time in working days to close 

complaints at each stage

4.1/4a

Total working days and average time in working days to close 

complaints at Stage 1 219 4.9 160 5.5 172 4.2

4.2

Total working days and average time in working days to close 

complaints at Stage 2 451 20.5 559 34.9 170 18.9

4b

Total working days and average time in working days to close 

complaints after Escalation

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)

5.1/5a

Number and % of Stage 1 complaints closed within 5 working 

days 32 71.1% 17 58.60% 28 68.30%

5.2/5b

Number and % of Stage 1 complaints not closed within 5 working 

days 13 28.9% 12 41.40% 13 31.70%

5.3/5c

Number and % of Stage 2 complaints closed within 20 working 

days 13 59.1% 5 31.20% 7 77.80%

5.4/5d

Number and % of Stage 2 complaints not closed within 20 

working days 9 40.9% 11 68.70% 2 22.20%

5.5/5e

Number and % of Escalated complaints closed within 20 working 

days 0 0.0% 0 0.00% 0 0.00%

5.6/5f

Number and % of Escalated complaints not closed within 20 

working days

0 0.0% 0 0.00% 0 0.00%

6.0

Number and % of complaints closed at each stage where 

extensions have been authorised

6.1/6a

Number and % of Stage 1 complaints closed within 10 working 

days ( extension) 12 92.3% 9 75.00% 13 100.00%

6.2/6b

Number and % of Stage 1 complaints not closed within 10 

working days ( extension) 1 7.7% 3 25.00% 0 0.00%

6.3/6c

Number and % of Stage 2 complaints closed within 40 working 

days ( extension) 8 88.9% 7 63.60% 1 50.00%

6.4/6d

Number and % of Stage 2 complaints not closed within 40 

working days ( extension) 1 11.1% 4 36.40% 1 50.00%

6.5/6e

Number and % of Escalated complaints closed within 40 working 

days ( extension) 0 0.0% 0 0.00% 0 0.00%

6.6/6f

Number and % of Escalated complaints not closed within 40 

working days ( extension)

0 0.0% 0 0.00% 0 0.00%

2023/2024 2022/2023 2021/2022



	Comment in relation to the comparison figures:

The increase in complaint numbers and proportion from 2022/2023 could be explained by EIS FELA strike action and ASOS. The Executive Board have made it an operational priority to ensure any results that had not been entered in the previous Academic year were prioritised and weekly reports were generated for Departmental Heads which tracked any result still to be entered onto the system.
The average time for closing Stage 1 and Stage 2 has improved from the previous AY. It now stands at 4.9 days for Stage 1 and 20.5 for Stage 2. The aim for AY 2024/2025 will be to bring average times for Stage 2 below 20 days. 

32 Stage 1 complaints were closed off before the 5-day mark, which is 71.1%, up from 58.6% on the previous year.
13 Stage 2 complaints were closed off before the 20-day mark which is 59.1%, up from 31.2% on the previous year.



Complaints by Categories 
Complaints received and complete by category 2023/2024:
Learning & Teaching 

11
Other 

17
Health & Safety

1
Diversity & Equality 

9
Staff conduct 

7
Facilitated Learning Support 

1
Course management 

11
Assess & Exams 

4
Progress & Articulation 

3
Catering 

1
Customer Care ………………………………………………………………………….
2
Examples of Lessons Learned and Actions Identified:


A “Lessons learned Action Plan” template has been created.  
This will assist us at NCL to determine how well we perform when dealing with complaints and delivering the Complaint Standards. It will allow us to identify emerging themes and issues so that we can act promptly. There are also learning opportunities where we can create SMART (specific, measurable, achievable, realistic, time-bound) action plans to help improve our services. As part of the wider quality enhancement framework, it ensures that the Complaints process is embedded into Learning and teaching strategy and improves our service for individuals as well as the wider institution.
Any actions from complaints will be followed up and all evidence from lessons learned will be collected centrally and shared with the Academic teams. The complaints officer will work closely with Departmental Heads and the data will be collected by the Dean for Digital Learning and Quality Enhancement to track any trends that may develop across the Academic year. This will inform part of the new QAA SEAP process. See Appendix 1.
Customer Satisfaction: Complaints Handling Process 

New College Lanarkshire is committed to providing education and services of the highest quality. It aims to provide a supportive environment for our learners, to be responsive to concerns or complaints from any source and to use its complaint handling procedure as a positive, non-threatening means for change to the benefit of all.

The College recognises that, in a complex organisation, problems may arise of a teaching-related or service-related nature. These problems need to be addressed in order to ensure that normal high standards are maintained. Feedback, both negative and positive, is regarded as a valuable resource to help improve the quality of service provided by the College.

The complaint handling procedure is designed to enable anyone interacting with the College to bring matters of concern about their experience of our services and provision to our attention and to enable investigation of those concerns to achieve satisfactory resolution. This process provides welcome feedback to help us improve our services generally, as well as helping to resolve any particular problems experienced by an individual complainant.  

Along with the Staff Development Academy, a programme of study and support for staff in dealing with complaints will continue to be rolled out in Academic Year 2024/2025.

In AY 2024/2025, Q1 a total of 15 complaints were received, 14 Stage 1 and 1 Stage 2.   
Appendix 1

Lessons Learned Action Plan

Head of Faculty/department: 

Action(s)/Recommendation(s) resulting from recent Complaint.   
Please complete the table below and sign/date the form and return to: Complaints@nclan.ac.uk 
 
	Complaint ID: 
	 


	Complaint Recorded by: 
	 


	Lead Department Involved in the Investigation: 
	 


 
	Area for Improvement:
	Please provide details of action 
to be taken:
	By 
Whom:
	By When:
	Comment

	 
	 
	 
	 
	 

	 
	 
	 
	 
	 

	 
	 
	 
	 
	 

	 
	 
	 
	 
	 

	 
	 
	 
	 
	 

	 
	 
	 
	 
	 


 
Signature (Head of Faculty/department): _______________________________________________  
Complaints Handler 
 
The Complaints Handler will monitor progress, and will sign/date below, when actions have been closed out. 
 
Signature: ________________________________________________
Date: 
_______________
2
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