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1. Update on Actions for the 2020-21 Session 

Person 
Responsible 

Action Deadline Outcome 

Director of 
Quality 

Update the Leadership 
Team on the changes to the 
CHM. 

January 
2021 

An overview was 
provided to the 
Leadership Team 
outlining the new 
changes required to 
remain compliant with 
the SPSO CHP. 

Senior 
Quality & 
Articulation 
Co-ordinator 

Review the templates and 
recording processes to 
ensure they conform to the 
new CHM. 

Before 
1st April 
2021 
 
 

Quality department 
review conducted in 
2021. All templates have 
been agreed and 
updated. 

Quality 
Administrator 
 
 
 

Request any compliments 
directly received by 
curriculum and support 
managers to be shared with 
the Quality team.  This will be 
requested twice annually to 
hopefully represent a more 
accurate overview of 
compliments received. 

End of 
2020-21 
 
 
 
 

Due to the dynamic 
nature of the 20-21 
session, compliments 
were requested once at 
the end of the 
academic year. The 
number of compliments 
received by Quality was 
far increased from the 
number logged in 19-20.   

 

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 Senior Executive Team. 

A summary of the complaints key performance indications are detailed in the table 
below for academic year 2020-21. 

 

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. 
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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. 

 

 
Number of 
Frontline 

complaints 
received 

Number of 
Investigation 
complaints 
received 

Number of 
Frontline 

responses 
within 

deadline 

Number of 
Investigation 

responses 
within 

deadline 

Number of 
Frontline 

responses 
missing 

deadline 

Number of 
Investigation 

responses 
missing 

deadline 
Aug-
Oct 15* 3 15 (100%) 3 (100%) 0 0 

Nov-
Jan 9 0 9 (100%) N/A 0 N/A 

Feb-
Apr 12** 2 12 (100%) 2 (100%) 0 0 

May-
July 14*** 0 13**** (100%) N/A 0 N/A 

Total 50 5 49 (100%) 5 (100%) 0 0 

*One extension 
**One extension and one escalation 
***Two extensions and two escalations 
****One escalated complaint is open, deadline for response is 23rd August 2021. 

 

Annual Comparison of Deadline Compliance 

 
Number of 
Frontline 

complaints 
received 

Number of 
Investigation 
complaints 
received 

Number of 
Frontline 

responses 
within 

deadline 

Number of 
Investigation 

responses 
within 

deadline 

Number of 
Frontline 

responses 
missing 

deadline 

Number of 
Investigation 

responses 
missing 

deadline 
2018-
2019 63 10 63 (100%) 9 (90%) 0 1 (10%) 

2019-
2020 31 10 31(100%) 10 (100%) 0 0 

2020-
2021 50 5 49 (100%)* 5 (100%) 0 0 

*One escalated complaint is open, deadline for response is 23rd August 2021. 

 
The college has implemented the significant changes to the complaints handling 
procedure set by the Scottish Public Services Ombudsman (SPSO) as of 1st April 2021. 
As demonstrated in the figures, the adaption of college processes has not impacted 
the high levels of deadline compliance, with the 100% response compliance trend 
continuing from AY 19-20 to AY 20-21.  
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Quarterly Complaint Outcomes  

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

1. Upheld 
2. Not upheld 
3. Partially upheld and  
4. Resolved   

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.  

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 
complaints 

Number 
upheld 

Number 
partially 
upheld* 

Number not 
upheld 

Number 
resolved** 

Aug-Oct 18 3 7 5 3 
Nov-Jan 9 3 4 2 0 
Feb-Apr 14 7 6 1 0 
May-July 14* 3 6 3 1 
Total 55 16 23 11 4 

*One escalated complaint is open, deadline for response is 23rd August 2021. 
 

Annual Comparison of Complaint Outcomes 

 Number of 
complaints 

Number 
upheld 

Number 
partially 
upheld 

Number not 
upheld 

Number 
resolved 

2018-2019 73 21 19 33 N/A 

2019-2020* 41 20 14 9 N/A 

2020-2021 55** 16 23 11 4 
* A complex complaint handled in AY2019-20 required different outcomes for separate elements of the 
complaint. Two were upheld, one was partially upheld. This accounts for the higher number of outcomes 
than number of complaints. 
**One escalated complaint is open, deadline for response is 23rd August 2021. 
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Complaints Origin Summary 

The Aberdeen City Campus (ACC) 
received the highest number of 
complaints (36). This coincides with the 
high stakeholder population at this 
campus.  

In comparison, the Altens campus 
received five complaints, Fraserburgh 
received four and other college 
locations received nine. The campus 
origin of one complaint was unknown. 

 

 

Category Summary 

Upon receipt of a complaint, the quality 
department review and highlight the key 
points of dissatisfaction, apply the 
relevant category/categories and issue 
the complaint to the appropriate service 
manager. The appropriate timescale will 
also be applied, frontline or investigation.  

A summary of the category breakdown 
for the 55 complaints received in 
academic year 2020-21 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. 

 

C1: Customer Care 
Health & Safety 4 
Security 1 
Diversity & Equality 3 
Data Protection 2 
Environmental 0 
Staff Conduct 10 
Student Conduct 1 
Other 1 

 

Health&Safety
19%

Security
5%

Diversity&
Equality

14%
Data 

Protection
9%

Environmental
0%

Staff 
Conduct

43%

Student 
Conduct

5%

Other
5%

ACC
66%Altens

9%

Fraserburgh
7%

Unknown
2%

Other
16%

C1: 
Customer 

Care
28%

C2: 
Applications 

to Progression
18%

C3: 
Course 
Related

42%

C4: 
Services

12%

C5: 
Facilities

0%

C6: 
Others

0%
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C2: Applications to Progression 
Marketing 1 
Application, Admission, 
Interview, Enrolment, 
Induction 

9 

Progression, Articulation, 
Withdrawal 4 

Other 0 
 

 

C3: Course Related 
Learning & Teaching 8 
Environment / Resources 1 
Course Management 8 
Facilitated Learning & 
Support 1 

Assessment, Exams & 
Certification 14 

Other 1 
 

 

C4: Services 
Finance 0 
Funding / Bursary 4 
Student Records 4 
Providing Learning Support 1 
Library / Learning Technology 0 
Quality etc. 0 
Other 0 

 

 
 
 
  

C5: Facilities 
Catering 0 
Student Accommodation 0 
Maintenance, Lifts, Car 
Parking 0 

Other 0 
 

 

Marketing
7%

Application, 
Admission, Interview, 
Enrolment, Induction

64%

Progression, 
Articulation, 
Withdrawal

29%

Other
0%

Learning & 
Teaching

25%

Environment/
Resources

3%

Course 
Management

25%

Facilitated Learning 
& Support

3%

Assessment, 
Exams & 

Certification
41%

Other
3%

Finance
0%

Funding / 
Bursary

45%Student 
Records

44%

Providing 
Learning 
Support

11%

Library / 
Learning 

Technology
0%

Quality 
etc.
0%

Other
0%
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Withdrawn Complaints Summary 

 

 

 

 

 

 

 

 

In the 2020-21 academic session, 14 expressions of dissatisfaction were logged as 
complaints but were later withdrawn.  

Of the total, five complaints were passed on to the People Services team to be dealt 
with through another college procedure. Six remaining complaints were withdrawn 
by the complainant and the remainder were withdrawn by the quality department 
following the lack of response to repeated requests for information required to 
proceed with the complaint. 

 

3. Impact on Service Delivery 

Upon closing a complaint, the quality department 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. 
 

COVID-19 measures within the college.  

Two separate complaints were received in quarter one regarding COVID-19 measures 
in place and the promotion of these by college staff.  The Head of Health, Safety and 
Security addressed both of these complaints with explanations of the expectations of 
staff and the lack of power the college has to enforce every student to wear a mask.  

College transport during COVID-19 pandemic. 

One complaint raised issues around attendance following the cancellation of the 
college bus service. The Director of Student Access & Information responded to this 
complaint and identified the need for more detailed information for students on who 

W/D by 
people 
services

36%

W/D by 
complainant

43%

W/D due to 
lack of info.

21%
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to contact should they have issues getting to/from college. They have since 
confirmed that additional information about the college bus service has been added 
to the induction materials and college web page.  

Online interview process for college course place.  

A complaint was received following an online interview for a course place. The 
interviewee felt the process was disorganised and abrupt. The relevant Director of 
Learning apologised for the dissatisfaction with the initial interview process and 
organised a follow up interview with the Curriculum Manager. Both the Director and 
Manager reviewed the interview process and agreed extra time was required when 
interviewing online as it takes longer to conduct than a face to face interview. This 
was relayed to the teaching team for future online interviews.  

Laptop delivery delay. 

A student complained that their course was due to start imminently and they were 
not yet in receipt of their college laptop. The relevant Curriculum Manager organised 
for a courier to collect and deliver the laptop so that the student would be able to 
engage with online classes.  

Enforcement of COVID-19 measures within the college.  

Two separate complaints were received this quarter in regards to the implementation 
of COVID-19 measures.  The Head of Health, Safety and Security met with the college 
onsite security management team to discuss diplomacy when interacting with people 
on campus. All relevant staff have been reminded to convey COVID-19 compliance 
messages in a respectful way.  

Improving key communication. 

A complaint was received following an incident at one of the NESCol campuses. The 
parties involved were not clear on the follow-up actions taken by the college. The 
Director clarified the process and the role of the college. Staff have since worked on 
clarifying the related policy to allow for clearer communication of college 
responsibilities in the future.  

Difficulty using the NESCol website. 

One complaint expressed dissatisfaction with how difficult it was to access information 
on the NESCol website.  The Director of Marketing and Communication called the 
complainant to discuss further.  It has been agreed that the website will continue to 
be reviewed to ensure the best user experience. This feedback is also going to be 
used as part of the planned review on website usability, informing future changes to 
the site.  

Improving communication around EU applications. 

This quarter a complaint was received related to the phrasing of an email received 
after completing an online application.  The complainant believed the information 
requested by email was surplus to legal requirements.  The Director of Student Access 
& Information spoke with the complainant and confirmed that the request in the email 
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was appropriate, which the complainant agreed with.  It has been agreed that 
perhaps the email phrasing is ambiguous, therefore the wording was immediately 
updated for all future correspondence on this topic.  

Improving mass communication of student results and improving the response time 
taken to rectify errors. 

Several complaints were received following an initial distribution of unclear NQ 
student grades via email. Students also had to wait for updated information to be 
sent, causing anxiety. The college apologised for the administration error and 
explained how this happened. Going forward, the college will ensure the staff issuing 
data to students are aware of the specific data to be shared, and the expected 
format this will be issued in. They will also conduct a test to ensure accuracy prior to 
student distribution. Also, when setting deadlines for key process, the department 
involved will confirm the availability of staff involved to respond to any queries. 

Improving the communication of student alternative assessment arrangements on the 
day of the assessment. 

During a complaint investigation, it was highlighted that students are not always clear 
on their alternative assessment arrangements. The student advice and support team 
are reviewing procedures related to the Needs Assessment and Alternative 
Assessment processes and intend to introduce the following precautionary additional 
measures: 

• Staff issuing laptops to students for assessment will reconfirm at the time of 
handover what they are entitled to as part of their Alternative Assessment 
Arrangements. 

• Staff invigilating assessments will be advised they must confirm with each 
student their individual Alternative Assessment Arrangements before the start 
of the assessment to clarify the information.  
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4. Complaints Process Questionnaire Feedback 

The Quality department received seven responses to the complaints handling 
feedback questionnaire, distributed to each complainant upon receipt of a response.   

A summary of the question responses is detailed in the pie charts below.   

  

  

  

Strongly 
agree
14%

Agree
14%

Disagree
29%

Strongly 
disagree

43%

1.1. I was aware of the complaints 
procedure before I needed to 

make a complaint

Strongly 
agree
43%

Agree
28%

Disagree
29%

1.2. I found it easy to make my 
complaint

Strongly 
agree
28%

Agree
43%

Disagree
29%

1.3. I was able to access 
information and assistance in 

making my complaint where this 
was required

Strongly 
agree
71%

Agree
29%

2. I recieved a prompt 
acknowledgement of my 

complaint.

Strongly 
agree
28%

Agree
43%

Disagree
29%

3.1. I felt my complaint was 
thoroughly examined

Strongly 
agree
28%

Agree
29%

Disagree
43%

3.2. I received a fair and 
objective response to my 

complaint
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Strongly 
agree
14%

Agree
57%

Disagree
29%

3.3. I received a clear response to 
my complaint

Strongly 
agree
57%

Agree
43%

3.4. I received a response to my 
complaint within the specified 

timescale

Strongly 
agree
43%

Agree
43%

Strongly 
disagree

14%

3.5. I was dealt with courteously at 
all times

Strongly 
agree
34%

Agree
33%

Disagree
33%

3.6. My complaint was closed off 
to my satisfaction
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5. Compliments and Thank You’s 

During the 2020-21 academic year the 
Quality department were notified of 72 
compliments and thank you’s that had been 
made in relation to various teams across the 
college. 

Of the compliments made, there were 52 
mentions of good customer care, 31 mentions 
of positive course experiences and nine 
positive reflections on college services.   

 

Some examples of the compliments received are available below: 

“Thank you to all my tutors for the help and assistance given to me during my time at 
NESCol... Learning from home did not suit my skillset and it was great to finally get into 
college to kick-start my learning again. This has not been easy for me and I'm sure was 
quite frustrating for my tutors as well. I hope I have now finally passed all outcomes to 
achieve my qualification.... “ 
 
“I just wanted to say a massive thank you for believing in me and letting me be a part 
of the social care course and for all the help and support you have given me! It has 
been an amazing 3 years and I'm so proud to say I'm off to uni after summer! Thank 
you for everything!” 

“I’ve thoroughly enjoyed you’re classes and the way in which I’ve been taught 
chemistry by you has helped me hugely, thank you for all you’re support. Take care 
and have a lovely restful break this summer.” 
 
“I wanted to properly extend my thanks to you for all the hard work and time you've 
devoted to teaching your classes. You have always been a great motivator and 
pushing me and my classmates forward. I have always enjoyed your classes and 
never really struggled because of your teaching style which was very engrossing and 
informative. It has been an absolute pleasure to be in your classes for the four years I 
have spent at NESCOL and I'd like to wish you all the best in the future and hopefully 
less future crews that go rogue. With absolute certainty I know you have been one of 
the lecturers that have kept me on track with my studies and motivating to stay when 
things were difficult. I will take all I have learned with me onto the biomedicine and 
beyond. Once again thank you so much for all your hard work.” 
 

Points to Note 

The number of compliments logged has raised significantly, from 20 received in AY19-
20 to 72 in AY20-21. This can be attributed to the Quality Administrator contacting 
Curriculum Managers to gather compliments. This gives a more representative figure 
of the number of compliments the college receives in one year.  

C1: 
Customer 

Care
56%

C3: 
Course 
Related

34%

C4: 
Services

10%
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6. Improvements & Changes to Feedback Handling 

Introduction of Complaints Training for All Staff 

In order to comply with SPSO requirements, the quality department have developed 
complaints handling training for all staff, available via Blackboard Ultra. This will be 
rolled out to staff at the start of the year, with a deadline for completion of the end of 
Block 1. This will complement the changes to the complaints handling process and will 
increase staff awareness of their responsibilities when a complaint is made. Refresher 
training will be required every three years.  

 

Improving the Logging of Compliments 

In order to further encourage staff to log compliments, the quality department will 
publish a Microsoft Form on COLin and signpost to this at two points in the academic 
year. The rationale for the use of the Form is as follows: 

- Staff can log compliments as and when they receive them 
- Irrelevant information can be omitted which improves compliance with data 

protection 
- Completing a simple online form may encourage staff participation rather than 

contacting staff via email to log a compliment. 
-  

Actions for 2021-22 

Person 
Responsible 

Action Deadline Outcome 

Senior 
Quality and 
Articulation 
Co-ordinator 

Design and develop the 
complaints refresher course. 

End of AY 
21-22. 

 

Senior 
Quality and 
Articulation 
Co-ordinator 
& Quality 
Administrator 

Design and develop the 
online compliments form. 
Ensure staff are encouraged 
to log compliments in the 
run up to the winter and 
summer breaks. 

End of 
August 
2021. 
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7. Appendix 1 – Annual KPI Summary Table & Comparison to Previous AY Data 

 COMPLAINTS HANDLING PROCEDURE INDICATORS 2020-21 2019-20 
1.0 Total number of complaints received & complaints received per 100 population No. % No. % 
1.1 Number of complaints Received 55 100.0% 41 100.0% 

1.2/1a College Population and Number of Complaints received per 100 population 15352  0.4 22034 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 47 85.5% 31 75.6% 
2.2/2b Number of complaints closed at Stage 2 and % of total closed 5 9.1% 8 19.5% 
2.3/2c Number of complaints closed after Escalation and % of total closed 2 3.6% 2 4.9% 

2.4 Open 1 1.8% 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 13 27.7% 17 54.8% 
  Number and % of complaints partially upheld at Stage 1 20 42.6% 9 29.0% 

3.3/3c Number and % of complaints not upheld at Stage 1 10 21.3% 5 16.1% 
  Number and % of complaints resolved at Stage 1 4 8.5%  0 0.0% 

3.0 Stage 2 No. % No. % 
3.4/3d Number and % of complaints upheld at Stage 2 2 40.0% 1 12.5% 

  Number and % of complaints partially upheld at Stage 2 2 40.0% 3 37.5% 
3.6/3f Number and % of complaints not upheld at Stage 2 1 20.0% 4 50.0% 

  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 1 50.0% 1 50.0% 
  Number and % of complaints partially upheld after Escalation 0 0.0% 1 50.0% 

3.9/3i Number and % of complaints not upheld after Escalation 1 50.0% 0 0.0% 
  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 1 180 3.8 139 4.5 
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4.2 Total working days and average time in working days to close complaints at Stage 2 75 15.0 132 16.5 

4b Total working days and average time in working days to close complaints after 
Escalation 35 17.5 37 18.5 

5.0 Number and % of complaints closed within set timecales                                                                                     
( S1=5 workings days; S2=20 working days ; Escalated = 20 working days) No. % No. % 

5.1/5a Number and % of Stage 1 complaints closed within 5 working days 43 91.5% 26 83.9% 
5.2/5b Number and % of Stage 1 complaints not closed with 5 working days 4 8.5% 5 16.1% 
5.3/5c Number and % of Stage 2 complaints closed within 20 working days 5 100.0% 7 87.5% 
5.4/5d Number and % of Stage 2 complaints not closed within 20 working days 0 0.0% 1 12.5% 
5.5/5e Number and % of Escalated complaints closed within 20 working days 2 100.0% 2 100.0% 
5.6/5f Number and % of Escalated complaints not closed within 20 working days 0 0.0% 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) 4 100.0% 5 100.0% 
6.2/6b Number and % of Stage 1 complaints not closed within 10 working days (extension) 0 0.0% 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) 2 100.0% 1 100.0% 
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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