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Context

The College operates its complaints handling procedures in accordance with the Scottish Public Sector Ombudsman. The
college regards “expressions of dissatisfaction” as opportunities to review and amend its’ practices and recognises complaints
as key elements of learner [and other stakeholders] feedback. This report is a summary of the complaints received and actions
taken for the academic session 2022 — 2023.

Trends
The number of complalnt§ recglved t.hIS session AR s
was 75, 1 more than received in session 2021-22.
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Most complaints received by West College
Scotland this year were in the category of Staff
Conduct. The following page of this report will
give you a more detailed breakdown.
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A more detailed examination of the data
reveals that most complaints received
this session were in the categories of:

e Staff Conduct
e (Course Management

In session 2021-22 we saw again the
same two categories receiving most
complaints.

Complaints about Staff Conduct varied in
their content, but overall were around
how our stakeholders have been
perceived to have been treated by staff.

Course Management Complaints related to course being moved to online, placement, skills test, lack of feedback, timetable changes,
progression course being cancelled.
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Protected Characteristics

Complaint Category BY Complaint Category BY
PROTECTED PROTECTED
CHARACHTERISTIC - Not CHARACHTERISTIC -
Upheld Resolved

Complaint Category BY
PROTECTED
CHARACHTERISTIC -
Upheld

Student Accommodation Student Accommodation Student Accommodation

Providing Learning Support Providing Learning Support Providing Learning Support
Assessment, Exames,... Assessment, Exams,...
Learning & Teaching Learning & Teaching

Student Conduct Student Conduct

Diversity and Equality Diversity and Equality

Assessment, Exams,...

Learning & Teaching
Student Conduct

Diversity and Equality
0O 02 04 06 08 1 12

A total of 10 complainantd identified a protected characteristic for session 2022-23. This represents 9% of all complaints received by
the College and is significantly lower than last session, where it was 43%.

Out of the 10 complaints received, 1 was Upheld; 3 were Not Upheld and 6 were Resolved. These figures would suggest that the
experience for students with a protected characteristic is better than in the previous session. The college will continue to monitor
these statistics year on year. The Terms of the Equality Impact Statements for our complaints procedure assumes a neutral position
—that is, the implementation of our procedure should not benefit or discriminate any particular group.

-~ v
NN Dl Yally Page 4 of 9



WEST COLLEGE
SCOTLAND PN
A\

Who Complains to West
College Scotland

Again, following a trend,
complaints received were
overwhelmingly made by
current students.

The mixture of complainants
remains consistent with
previous years, with perhaps
a slight decline in the number
of complaints from Parents,
Relative or Carer.
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Complaint Decisions by Stage Complaints Decisions

v The SPSO uses two categories in relation to categorising

20 complaints. Some complaints can be responded to quickly.
The SPSO refers to these as Stage 1 Complaints. Those which

2l require investigation and take longer to reply to are referred

N to a Stage 2 Complaints by the SPSO.

10 Complaints are determined in one of three categories. They
can be upheld; not upheld or resolved. The resolved category

. I I is used in those situations where that response is considered

. more appropriate. The data for this session, 2022-23 is

Stage 1 Upheld Stage 1 Not Resolved  Stage 2 Upheld Stage 2 Not Resolved d|splayed in the chart OppOSite.
Upheld Upheld

The majority of the complaints we received this session were
categorised as Stage 2.

While further analysing our data this session it has been found that over half of our Complaints By Stage 2022-23
complaints are being closed off out with Stage 2, 20-day timeline set by the SPSO. While m:: Ez 2:32 ; Egodf;ﬁ?l) ;?
this may be due to investigations taking longer than would have been hoped, it should be Outwith SPSO Set Timelines 52

part of our practice going forward to strive to improve this statistic.
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New for Session 23-24
Report X:;\J;S):aint by Month 2022-23 .
This session, at the request of our investigating September 14
managers, we collated data on the number of SCtObeL 2
complaints made by month. The findings for this are DZZZ:bZ: 5
included in the chart opposite. As this is a new report, January 6
we are unable to show trends, therefore we will ;Z?Lfry 12
continue to monitor this in the coming sessions to April 9
ensure that any patterns are investigated. May 8

June 12

July 2

Form

Quality have introduced an Investigation Planning
Form™** to support Investigating Managers when
conducting their investigations. While in its infancy it is
hoped that the addition of this form will make
investigating an easier process for those involved. It
should also allow us to have a more focused approach
to our Lessons Learned.

%k
F

hnvestigation Planning Form

Complaint Number

Complainant ‘

Investigating
Manager

Date Received

C laint Issue

tion we have
about what
happened

Information we need
about what
happened

Information we have
about what should
have happened

Information we
need about what
should have

happened

Lessons to be
learned from
complaint

B
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Quality to work
with Investigating
Managers to
support quicker
responses to
complaints and to
ensure that SPSO
timelines are met,

Student views to
be sought when
moving class
delivery to online,
when it was
previously
delivered on
Campus.

Adjustments made
to our recruitment
and admissions
system to ensure
that non-
acceptance on to a
course given.

Lessons
Learned

Standardised
approach to the
enforcing of
College Policies

Additional guidance
to be offered to
curriculum staff on
how and when to
conduct 1-1
meetings with
students who need
to discuss sensitive
issues.
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SPSO Referrals

The college had 1 complaint referred to the SPSO during session 2022-23. The outcome of this referral was that the SPSO determined
that the college had acted reasonably in reaching their decision and would not take matters any further.

Action — Apology to complainant’s representative and student for misspelling of the student’s name.
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