Business, Resources & Infrastructure Committee - Action and Decision Log
Meeting No 26 — 21 November 2023

Meeting
Date

Agenda Item

Reference

Details

Action
Owner

Due Date

Action
Decision

(Paper 1a)

Open
Complete

Approved
Declined

03.10.23 2023-24 Committee BRIC25: D01 The 2023-24 Committee Terms of Reference and N/A 31.10.23 Decision Approved
Terms of Reference Workplan was recommended for approval to the
and Workplan Board on 31 October 2023.

03.10.23 2022-23 Management | BRIC25: D02 The 2022-23 Management Accounts as at 31 July N/A 31.10.23 Decision Approved
Accounts as at July 2023 was recommended for approval to the Board
2023 on 31 October 2023.

03.10.23 2022-23 Business BRIC25: D03 The 2022-23 Business Growth Annual Review was | N/A 31.10.23 Decision Approved
Growth Annual Review recommended for approval to the Board on 31

October 2023.

03.10.23 Willie Mackie Skills BRIC25: AO1 Schedule a future meeting at Kilwinning Campus so | H Denholm 28.03.24 Action Complete
Hub Update that members can tour the Wille Mackie Skills Hub.

03.10.23 Health, Safety and BRIC25: A02 Committee members requested the rolling M Hammond | 21.11.23 Action Complete
Wellbeing & Equality accident/incident table present a comparison over a
and Inclusion Report 12-month period, to better convey improvement.

03.10.23 2023-24 Corporate BRIC25: D04 The Committee approved the Risk Register — BRIC | N/A 10.10.23 Decision Approved
Risk Register (V1) — Extract at August 2023 for submission to ARC.
BRIC Extract
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Appendix 1
Ayr Campus

Number of Incidents

Incident Groups:
Dashboards:

Selected Incident Types:
Report Period:

12

10

. Mear Miss . Mo Injury

[7] more than 3 day but less than 7 days (Recordable)

[ Drone incident

Accident / Incident Report Form
Ayt Campus, Aerospace, Enginesning & Science (Ayr),

. Lost Day Case

. Dangerous Occwmences (Motifiable)
[ Mon fatal accidents to non-waorkers {eg members of the public)

. Il Health . Fatal Accidents (Notifiable)
[ Dccupational diseases ] Other

Arts, Fashion, Music & Sound Production (Ayr), Business & 1T, (Ayr), Care & Early Years (Ayr), Construction (Ayr), Finance (Ayr), Hair ...
Mear Migs, No Injury, Minor Injury, Specified Injuries to workers (notifiable), Lost Day Case, Dangerous Occurrences (Motifiable), Il Health, Fatal Accidents (Mofifiable), more than 3 day but ...
01-4ug-2022 to 31-Jul-2023 (inclusive)

. Minor Injury . Specified Injuries to workers (notifiable)

[ Dver-sevenday incapacitation of a worker (Notfiable) [ Basincidents

Allergy Bums or  Contact with Damage to Faint / Panic

Scalds

Electricity property [
equipment

Aftack

Handling
glass or
sharps

Hit by
mm'r-g
vehicle

Hit by
maving,
flying or

falling object

Injured
‘while
handling,
lifting or
carying

Slips, trips,
falls same
level

aﬂmly

aganst
stationery
aobject

portwle
hand tools

Abus&.l'
Challenging
Behaviour

14



Kilmarnock Campus including Dean Park

Incident Groups: Accident / Incident Report Form

Dashboards: Kilmamock Campus, Aerospace, Engineenng & Science (kmk), Business & I.T. (kmk), Care & Early Years (kmk), Construction (kmk), Finance (kmk), Hair Beauty Comp Therapy & Make-Up ...
Selected Incident Types: Mear Miss, Mo Injury, Minor Injury, Specified Injuries to workers {notifiable), Lost Day Case, Dangerous Occurrences (Motifiable), Il Health, Fatal Accidents (Motifiable), more than 3 day but ...
Report Period: 01-Aug-2022 to 31-Jul-2023 (inclusive)

. Mear Miss . Mo Injury . Minor Injury . Specified Injuries to workers (notifiable) . Lost Day Case . Dangerous Occumences (Motifiable) . Il Health . Fatal Accidents {Motifiable)
[77] more than 3 day but less than 7 days (Recordable) [ Over-seven-day incapacitation of a worker (Notfiable) ] Mon fatal accidents to non-workers (eg members of e public) [ Occupational diseases ] other [ Gasincidents
[ Drone incident

[
5
4
3
2
, 1 H EHEHN L

Number of Incidents

Allergy Bums or Contact with Damageto Exposursto  Faint / Panic Fire Handling Hit by Injured while  Slips, tips,  Sport activity Struck
Scalds Electricity property /| or contact Attack glass or moving, handling, falls same against pomillle : Chalenglng
equipment with a sharps flying or lifting or lewel stationery hand tools Behaviour
heairmful falling object carrying object
substance

15



Kilwinning Campus

Incident Groups: Accident / Incident Report Form

Dashboards: Kilwinning Campus, Aerospace, Enginesring & Science (Kwg), Arts, Fashion, Music & Sound Production (kwg), Business & |.T. (kwg), Care & Early Years (kwg), Finance (kwg), Hair Beauty ...
Selected Incident Types: Mear Mizs, Mo Injury, Minor Injury, Specified Injuries to workers {notifiable), Lost Day Case, Dangerous Occurrences (Notifiable), Il Health, Fatal Accidents (Mofifiable), more than 3 day but ...
Report Period: [1-Aug-2022 to 31-Jul-2023 (inclusive)

. Mear Miss . Mo Injury . Minor Injury . Specified Injuries to workers (notifiable) . Lost Day Case . Dangerous Occumences (Motifiable) . Il Health . Fatal Accidents (Notifiable)
[T more than 3 day but less than T days (Recordable) ] Oversevenday incapacitation of 3 worker (Notfiable)  [JJJ] Non fatal accidents to non-workers (eg members of e putlic) [ Occupational diseases ] Other [ Gas incidents

[ Drone incident

6

5
L
c 4
@
B
(5]
k=
=
5 3
3
£
3 2
| H I

1

1]

Allergy Bums or Scalds Contact with Hit by moving, flying Other Physical Assault Slips, trips, falls Use of portable hand Verbal Abuse /
Electricity or falling object same level tools Challenging
Behaviour

16



Nethermains

Number of Incidents

Incident Groups: Accident / Incident Report Form

Dashboards: Nethemains Campus, Construction (Neth)

Select=d Incident Types: Near Miss, No Injury, Minor Injury, Specified Injuries to workers (notifiable), Lost Day Case, Dangerous Occurrences (Notifiable), Il Health, Fatal Accidents (Mofifiable), more than 3 day but ...
Report Period: 01-Aug-2022 to 31-Jul-2023 (inclusive)

. Mear Miss . Ma Injury . Minor Injury . Specified Injuries to workers (notifiable) . Lost Day Case . Dangerous Oecumences (Motifiable) . Il Health . Fatal Accidents (Motifiable)
[ more than 3 day but less than 7 days (Recordable) ] Over-sevenday incapacitation of a worker (Notfiable) [} Mon fatal acoidents to non-workers (eg members of heputlic) [ Occupational diseases ] Other [ Gas incidents
[ Drone incident

Contact with moving machinery or matenal Fire Handling glass or shamps Use of portable hand tools ‘erbal Abuse ! Challenging Behaviour
being machined
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Complaints — Key Facts 2022/2023  (aer9)

151 issues (133 Complainant : Campus Split
complaints, 9 cannot directly : 59 Type :
assist, 4 policy issue) o
Prospective
student \ 60%
: Current
: tudent
- 20%
Family
. member/
- carer

Top 3 Complaint Categories Complainant Satisfaction

e Staff Conduct 48% 67%

73% closed in 46% stage 1 Thoughjc their ::S(;L;gn:tet[‘:e
timescale : - * Assessment, Exams & . complaint was taken . Y
: : : seriously. received was clear.

Certification

st 76% 76%

P ° Application, Admission, " Thought they received Thought they were

PC';II'EALLDLY Interview, Enrolment, . aresponsewithan  dealt Withl |
. - appropriate courteous Yy ata
15% Induction timescale. time.

RESOLVED 68 actions logged
34% i



(Paper 9)

Annual Complaints Report
2022/2023

Ayrshire
College
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Total Issues Received

151 issues were received. The chart on the right shows the number of

issues received each month, split by the type of issue. Issues received, split by month and type of issue

138 complaints were received, 9 of these were withdrawn. 9 issues 0

were recorded as cannot directly assist and 4 as policy issue. 18

16
Of the 9 recorded as cannot directly assist, 2 were complaints about

19
16
14 14
inappropriate comments made on social media they thought was a 1 .
member of staff. 2 were anonymous complaints from students, but no 1
details were given to investigate. 2 were about students making 10
inappropriate comments to a student/visitor, that we were unable to ’ °
identify. 1 was about videos shared to a group chat by a student. 1 8 7 7 7
about comments made by a student on social media and 1 about a :
student being charged with a criminal offence, which was passed to 6
the Head of Student Experience. 4 3
2 22 2 2

) o ) 7 1M1 1 11 11 1 1

Of the 4 issues recorded as policy issue, 2 were allegations of students g 1 I I -I 1 I

smoking cannabis/selling illegal substances, which were passed to the 0

Police Campus Liaison Officer. 1 about the behaviour of a student, Aug2 S22 Qa2 Nov22  Dec2  Jan23  Feb23  Mar23  Apr2d  May2d 23 k23
which was dealt with through the Student Conduct policy and 1 was a
concern about a staff member that was referred to HR.

B Cannot Directly Assist MComplaint ~ Policylssue W Withdrawn

The charts below show the total issues received each month by
campus and the total issues received split by campus and type of issue.

Issues received, split by month and campus Issues received, split by campus and type of issue

12
0 10 20 30 40 50 60

10 2
51
Ayr
8
3
7
45

Kilmamock

3
0
33

Kilwinning

3

—— AT Kilmarnock =—g==Kilwinning W Cannot Directly Assist ® Complaint Policy Issue Withdrawn

Aug-22 Sep-22 Oct-22 Nowv-22 Dec-22 Jan-23 Feb-23 Mar-23 Apr-23 May-23 Jun-23 Jul-23



Complaints Received

Annual Complaints Report - 2022/2023

Complaints received, split by stage

138 complaints were received, 9 of these were withdrawn.

< = Stage 1 The chart on the left shows the remaining 129 complaints received, split by
stage.

= Stage 2
59 out of 129 complaints received were dealt with at stage 1, which equates to
- Escalated 46% of complaints.
from stage 1
o 2
Complaints received, split by stage and timescale closed
in
Stage 1 — SPSO set timescale is 5 working days and extended timescale is 10 as
working days as
a0
Stage 2 — SPSO set timescale is 20 working days and extended timescale is 40 a5
working days o -
Escalated from stage 1 — 2 - SPSO set timescale is 20 working days and 20
extended timescale is 40 working days 150 =
LY (o]
o
73% of complaints were closed within the SPSO set timescale. Stage 1 Stage 2 Escalated from stage 1 to

2

m Closed within set timescale m Closed within extended timescale

= Mot dosed within extended timescale

Complaints received, split by outcome as a
percentage

= Not upheld

« Partially Of the 129 complaints received, 12% of complaints were upheld, with a further 15%
upheld partially upheld. This combines to 35 out of 129 complaints. 44 complaints were

= Upheld resolved.

= Resolved




omplaints Comparison

COMPLAINTS HAMDLING PROCEDURE INDICATORS o1 a2 a3 o8 T 20212022
Total number of complaints received & complaints received per 100 population
Mumber of complaints Received =1 =l 3= 22 129 109
College Population and Number of Complaints received per 100 population o015 o3 9527 0.3 2330 o 580 0.3 22330 1.3 S5aa 1.1
Mumber of complaints closed at each stage and as a % of all complaints closed
MNumber of complaints clo=sed at Stage 1 and % of total closed 17 548 8% 16 S 56 14 36.85% 1z 42 9% 59 45 75 75 B2 8%
Mumber of complaints closed 3t Stage 2 and % of total closed i 22.65 1= .65 22 57.9% & 2] 355 a5 37.2%% 25 22 9%
MNumber of complaints closed after Escalation and % of total closed 7 22 6% 3 O 4% 2 5. 3% 10 35 7% 22 A7 1% 9 2.3%
Cpen o 005 L4 ] (e (4] OLOrss L4 ] (e (4] OLOrSs (4] 0.0
Mumber of complaints upheld, partially upheld and ot upheld at each stage
S and as a % of complaints closed at that stage
2.0 Stage 1
MNMumber and % of complaints upheld at Stage 1 1 5. 9% 2 12 5% o D0 1 3.3% 4 6.B% 14 18. 7%
Mumber and % of complaints partially upheld at Stage 1 1 5.9% o O Orss (o] DO o 0.0 1 1.7 nSa n/a
Number and % of complaints not upheld at Stage 1 1 5. 0% 4 25 0% 5 35 7% 5 47 T5s 15 25 4% 23 30. 7%
MNMumber and % of complaints resoclved atStage 1 14 82 3% 10 62.5% = 64 3% & 5005 39 &6 1% 38 50.6%%
Stagel
MNumber and % of complaint=s upheld at Stage 2 2 28.65% 3 23 1% (= 27 2% (8] 0056 11 22 O%% 16 643 056
Mumber and % of complaints partially upheld a3t Stage 2 o D05 S 23 1% = 36.5% 2 33.3% 1= 27.1% nSa n/a
Number and % of complaints not upheld at Stage 2 5 71 4% 7 53. 8% (= 27 2% 4 &6 75 22 45 8% 9 36 0%
MNumber and % of complaints resoclved at Stage 2 o D05 o D05 2 D 1% o 0.0 2 g 2% o 0.0
Escalated
MNumber and % of complaint=s upheld after Escalation 1 14 356 (8] D056 [e] D05 (8] 0056 1 4 6% a1 131.31%6
Mumber and % of complaints partially upheld after Escalation 1 13 .35 = 100, O o DOr5e 1 100 Or5s 5 22.7% nSa n/a
MNMumber and % of complaints not upheld after Escalation 5 F1.49% o D05 2 A0 056 & 6005 13 59 1% 2 28. 9%
MNMumber and % of complaints resolved asfter Escalation [s] 0.0 [s] OO [s] O.O5E = 200 = 13 .65 o OO
=L Total working days and average time in working days to close complaints at each stage
4.1/4s |Total working days and average time inwaorking days to close complaints st Stasge 1 7O 4.1 FTa 4.6 7O 50 72 6.0 286 a8 331 4.4
4.2 Total workingdays and averasge time in working days to close complaints st Stage 2 1&3 23 .= 31 27.8 527 24 0 1=1 21.8 1182 246 7Ted 30.6
S b E=calation 107 15.3 32 107 3 17.0 195 19.5 362 16.7F 1431 157
s o Mumber and %% of complaints closed within set timecales
) | 51=5 workings days: 52=20 working days : Escalated = 20 working days)
Mumber and % of Stage 1 complaints closed within 5 working days is 28.2% 13 21.2% 11 TE.65% & S0.0%6 45 TE.3% 57 Fe.O%
MNumber and % of Stage 1 complaints not closed with 5 working days 2 11 8% 3 18. 7% 3 21 4% & 5005 14 23 7% i8 24 0%
Mumber and % of Stage 2 complaints closed within 20 working days 4 57.1% 5 32.5% i7 - 4 &6. 75 30 B2.5% 14 56.0%
MNumber and % of Stage 2 complaints not closed within 20 working days E 42 0% 2 61.5% 5 22 7% 2 33 3% is 37.55% 13 44 5
MNumber and % of Escalated complaints closed within 20 working days (= 85.7% 3 1005 2 A0 056 2 B0.0% 1 36.4% =9 A0 05
MNMumber and % of Escalated complaints not closed within 20 working days 1 14 3% [s] OO [s] O.O5E z 200 = 13 .65 o OO
Mumber and % of complaints closed at each stage where extensions have been
Z4L authorised
Mumber and 3% of Stage 1 complaints closed within 10 waorking days [ extension) 2 A0 056 3 1005 3 A0 056 & 1005 14 ple el 1s 100 O5s
Mumber and 3% of Stage 1 complaints not closed within 10 working days [ extension) o D05 o D05 o D0 o 0.0 o OO L] Lele
Mumber and 3 of Stage 2 complaints closed within 40 working days [ extension) = A 56 & T5. 0% = &0 O 2 10 D5 14 FTT.B% 9 21.3%
& 4/6d |Humber and 3 of Stage 2 complaints not closed within 40 working days [ extension) [e] D056 2 25 0% 2 40 05 (8] 0056 4 22 2% 2 18 2%
&.5/6e |NMumber and 3 of Escalated complaints closed within 40 working days [ Ext_ensinn:l 1 e ol -] o DLOss o DDss 2 10 O ] ke s ln, -] o 0056
MNMumber and % of Escalated complaints not closed within 20 working days |
&.6/6f |extension) (4] (e, o (el o OLOrss o (e (4] OLOrSs (4] 0. O

* 129 complaints received, an increase of 18% from 2021/2022.
*  46% of complaints were handled at stage 1 in 2022/2023, compared to 69% for 2021/2022.
*  73% of complaints were closed within the target timescale in 2022/2023, the same as in 2021/2022.

*  97% of complaints were closed within the extended timescale in 2022/2023, 98% of complaints were closed within the extended timescale in the same period4
in 2021/2022.



Complaints - Sub-category

The chart below shows the complaints received, split by sub-category and outcome.

Complaints recevied, split by sub-category and outcome
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Complaints - Sub-category

Noted below are the reasons for complaint in each of the top 5 sub-categories:

Staff Conduct

Unhappy staff told potential employer incorrect information

Treatment of students by staff member, unhappy with the way they are
spoken to, allegations of bullying, treated unfairly

Advised could redo course but no places available, feels discriminated against
Lack of response to calls/emails

Lack of support, not listened to or respected, treated differently

Staff member unable to work technology, goes off on tangent, raises voice
unnecessarily, unapproachable

Unsupportive with assessment, shared confidential information

Not allowed to leave room for water/ the toilet

Unhappy with the way concerns dealt with and contact made not clear

Work submitted not marked or misplaced

Unhappy with topics staff member was discussing with class

Unhappy with questions asked during an interview

Unhappy with explanations given by staff member, instructions unclear and
unavailable to provide help and support

Made to do dishes with a skin condition, talking about them to other students
Misguided by staff member, lack of effort to teach the class/belittles students
Member of staff does not understand or meet learning needs, treatment by
member of staff, conversations made them feel uncomfortable

Assessment & Exams, Certification

Applied for level 7 course, which was changed to level 6 and not told

Delay to get portfolio checked and passed, delaying skills test

Unhappy asked to return to College to resit exam/assessment believed to
have already sat and passed

Unhappy wouldn’t accept screenshot as evidence/lack of practical work
Observations not completed, lost and stopped during lockdown, unable to
contact assessor

Not given the chance to complete course and hand in outstanding work
Missing unit from HNC certificate and not received food hygiene certificate
Assessor on leave, had they been told would have submitted outstanding work
Unhappy with result for graded unit and believes due a higher grade

*Pages 19-21 show all the categories and sub-categories available

Application, Admission, Interview, Enrolment, Induction

Unhappy did not secure a place on chosen course due to application and
interview process

Length of time of the induction, not shown around or advised some classes in
different location

Unhappy didn’t receive student email or card and unable to register as a
student

Unhappy student who had been charged with sexual offences allowed to study
at College

Unhappy interview process, not enough information about format provided,
documents requested not reviewed

Unhappy received email about their child but had not supplied their details to us
Not offered a place on course

Unhappy receiving text messages about their application but had not applied
Unhappy with feedback received following an interview, no response to emails

Funding/Bursary

Unhappy cannot be in receipt of carers allowance and bursary

Delay to receive funding, cannot get through to the Student Funding team, no
response to emails

Not received bursary but supplied all information requested

Not received bursary and told to claim Universal Credit but DWP advised
differently

Unhappy transport for schools-link course not provided

Unauthorised absence not updated and payment withheld

Progression, Articulation & Withdrawal

Unhappy given conditional offer on next level course but did not secure a place
Unhappy withdrawn from the course

Offered a waiting list place but this did not become an offered place

Unhappy not allowed to progress to next level and other students are,
attendance not amended, lack of support



Complaints - Sub-category Comparison

The chart below shows the complaints received, split by sub-category, compared to complaints received, split by sub-category, in 2021/2022.

Complaints Received by Sub-category 2022/2023 vs 2021/2022
=10]

55
o
50
EL)
30
20 16
9
10 -
3 33 3
Illlllllo ||
o N M = | [ - - [ ] | [ |
o=y L Eo S 3 e & & o & & o a3 o L s % g
cﬁw‘&ﬁﬁa&&sﬁﬁeﬂf“‘“ag@“@fﬁ’#«Ld‘q.#‘“".&@‘ ST & o
&7 & ¢ ¢ & F @ & T o T & & & a"“&? <
= ey - o . 5 e - A o = o e . o 5 <& o 4 o
% % & = - S ) . = 3 £ = S
3 hhq}"}' o @ e Ggmg' 'S:SP 1::;}‘1&’ {{S‘E' d_:ﬂe, P s &L‘,‘q—"' q}(@) e o &@9 & "?1:5-9 _‘Q‘-Qb
< & 3 e = ‘ 5 o = S 2
*\fw.? é}rP wF s (S5 s < ‘3359 oy F & &&
L ha o = O o == =
55 o 55 o o= o &8 S
S o =~ & &
wE = o
o & %=
L Ea
&5
P
=
s
T
-c“":.a
v‘$

W 2022/2023 ®2021/2022

* Increase in complaints received in the assessment, exams & certification sub-category from 5 in 2021/2022 to 16 in 2022/2023. This is mainly due to complaints received
about students being asked to return to College to resit an exam/assessment believed to have already been sat and passed.

* Increase in complaints received in the staff conduct sub-category from 49 in 2021/2022 to 55 in 2022/2023. This is due to an increase in complaints about the way
students have been treated by a member of staff.

* Decrease in the complaints received in the course management sub-category from 6 in 2021/2022 to 0 in 2022/2023. This is mainly due to a reduction in the number of
complaints about courses being delivered online.

* Complaints received in the progression, articulation, withdrawal, providing learning support and maintenance, lifts, car parking categories have remained the same from
2021/2022 to 2022/2023.
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Complaints - Curriculum/Service Area

The chart below shows issues received each month, split by curriculum/service area.
*curriculum areas were realigned in Q4 of 2022/2023

Monthly complaints (inc withdrawn) received, split by curriculum/service area

16
14
12
&& .

-
(=]

o0

o

IS

~N

0

l .l| I !11 1.I !!.l”

e @p & Q e & ‘(0’?‘ QQQ
,5 4 & & o\" ,,‘v & & & & & ¢ 3, & & s \\6” A o) v" Q\“ &
¢ A <4 g < < @
R 4 Qs@ eo‘& & -p MK I G R &*96 c\“é & °5" &"@ -\«” & o ‘\& “’0& ,,o" & &0
& %&% :55% «@(b & & & b@ b,;r & \9,« (éfo Q&o R & b\@ ¢ <&°@ f B o .)“” \qo" ‘9@ \9@« & (ﬁg f &c &
& W §¢ & &‘r & & F A-be § &‘7" oj’) & o & S @\ %‘?\ o& N
¥ g « \g RV P & & & & N & & & 69
& & & & & & ¥ O §¢ & ofF & N & & &
& & d‘b @\g > & ¢ & & & & fs’ & g 8 ‘#) C &S %6’&
& & R £ & & FY & & & & & & $
\a \‘p‘ & ¥ [ & ) Q?\“ & “‘5@ & & ‘."* 4‘0 j
v ey o & & e M A 3 &
&S &S & @ ¢ &
& & & R o o
& cg,‘“ (.g,‘\ &
v.@ 2 (@ éé\
& & %
A
(‘éﬁ
&
AL
&
&

WAUZ-22 mSep-22 mOt-Z2  wNov-2 Dec-22 mwlan-23 mFeb-23 mMar-23 mApr-23 mMay-23 miun-23 wmiul23



Complaints - Curriculum/Service Area
- mnsteeamam

The chart below shows the complaints received, split by outcome and curriculum/service area.

*curriculum areas were realigned in Q4 of 2022/2023
Complaints received, split by outcome and curriculum/service area
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Complaints - Curriculum/Service Area

The chart below shows the percentage of complaints received, that were closed within the SPSO set timescale (5 or 20 working days), split by curriculum/service area.

*curriculum areas were realigned in Q4 of 2022/2023

Percentage of complaints received, closed within timescale split by curriculumy/service area
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Actions
Annual Complaints Report - 2022/2023

1. Customer Care 34 32 2
2. Applications, Admissions & Progression 13 13 0
3. Course Related 11 8 3
4. Services 8 8 0
5. Facilities 2 2 0
6. Others 0 0 0
Total 68 63 5
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Service Improvements

Annual Complaints Report - 2022/2023

Parent unhappy their son had not been successful in securing a place due on their
chosen course, due to the application and interview process

Process for notifying school pupils of interview format and support available for
interview amended so that this information will now be sent directly to applicants
rather to the schools to be passed onto pupils.

Student unhappy they applied for a level 7 course but now told they were doing a
level 6 course, which is not on the SQA qualifications. This will affect further
education.

All changes to courses will be communicated to students in writing in future, by
text message and email.

Parent unhappy son was given a conditional place for progression to HND, met
the conditions, but has not secured a place.

Student did not meet all of the conditions but the conditional offer letters will
now be specific to each department, which will be dependent on space/places
available.

Parent unhappy a member of staff told an employer that his son had not passed
his College course, when he had passed this.

Develop guidance or a policy about the provision of references for
students/former students.

Privacy notice for students to be updated to reflect that information will be
shared (via references) with potential employers/apprenticeship providers.

Curriculum Heads to review the third party request for information guidance to
ensure that all staff are clear about the process.

Resident of Content Avenue in Ayr unhappy students are dropping litter in the
street and when they spoke with the students they were abusive. Students also
driving too fast up the street and parking in Content Avenue.

Estates doubled staff resources at the Content Avenue side of the campus to try
to deter students from dropping litter.

Relative of student unhappy with the length of time of the induction and that the
student was not shown around or made aware that one of their classes on the
first day was in Irvine.

Feedback given to staff member to ensure in future the induction presentation
prepared is discussed with the students, they are given a tour of the campus and
clear instructions are given on how to get to facilities outwith campus.
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Service Improvements

Annual Complaints Report - 2022/2023

Unhappy with the learning and teaching from their lecturer. Lack of support and
not providing examples.

Another lecturer allocated to the class and adjustments made to ensure students
given the best opportunity to succeed.

Curriculum Manager regularly reviewing the learning and teaching approach for
the module until the end of the module.

Review the teaching material and unit specification for the module as there is a
large volume of teaching materials.

Student unhappy with their lecturer and that they are unable to work technology
and putting resources on different platforms. Lecturer goes off on tangent, which
drags out the lesson. Lecturer raises voice unnecessarily and comes across as
unapproachable.

Lecturer to upskill in technical and digital resources for learning & teaching.

Applicant unhappy they were offered a waiting list place but this did not turn into
an actual place on the course and that we did not contact them to confirm they
had not been successful in securing a place.

Reviewed the process for notifying applicants when they are on the waiting list
but a place does not come available. Letter updated to confirm we will be in
touch if a place becomes available but not if a place does not become available.

Parent unhappy with delay for their son to receive funding, that they had called
25 times and cannot get through to Funding and no response to emails.

Staff reminded not to provide individual work email addresses for information to
be sent to and to always give group email box.

Parent of student unhappy that there was not a banister available at the stairs at
graduation and their daughter tripped. Unhappy with the way they were dealt
with on the night.

Reviewed graduation processes and venues in response to banister being needed.
Accessibility will be given the highest priority when considering suitable venues.

Student unhappy with the way the lecturer spoke to them in front of the class and
spoke about them not completing a piece of work. When asked what they had
missed the lecturer told them to speak with their classmates.

Lecturer will be mindful of their tone when speaking to students.

Lecturer will provide guidance to students who need to catch up on missing
classes and not refer them to other students in class.

Students unhappy they did not receive any support when fire alarm activated.

Three staff now provide fire warden support for the area the students study in.

Student unhappy with one of the lifts in Kilwinning, the lift keeps dropping to the
bottom floor. Sometimes the doors do not open and sometimes when they do
the lift is not aligned with the floor and cannot get out of the lift due to their
wheelchair.

Lift contractor inspected the lift and found a defect. Contractor installed a new
wiring loom to the lift car, which has the lift working properly.
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Service Improvements

Annual Complaints Report - 2022/2023

Students unhappy with the way they are spoken to by a member of staff, feel
they are disrespectful and discouraging. Confusion caused when answering
questions, treats them like children. Unhappy class did not want to learn online
and told not to come if they have a cold because of covid-19.

Lecturer will be clearer when answers given by students and with feedback
provided.

Lecturer will not regularly raise attendance with the class group but speak with
individual students if there is an issue with their attendance.

Lecturer will reiterate expectations of what a student should do to catch up when
they have missed a class.

Student unhappy with the conduct and treatment by member of staff, ignored
and pushed down queue for technology and ID card, asked to attend student
conduct hearing without knowing the allegation.

Wording of the letter sent to student as part of student conduct policy being
reviewed.

Student unhappy with the way they were dealt with by staff and not allowed to
go to the toilet during closed book assessment.

Exam procedure updated to include the general class exam guidance given prior
to closed book exam, and guidance pertaining to emergency situations arising
during exams i.e. feeling sick or urgently needing the toilet.

Pregnancy risk assessment updated and first risk assessment date brought
forward so additional support can be in place sooner.

Applicant unhappy they applied for a course and tried to make payment online
and by phone but by time they spoke to someone the course was closed.

Reception advised of correct number to transfer calls to for Finance.

Finance out of use mobile checked for messages and updated to remove the
option to leave a voicemail and only refers to an email address.

Students unhappy with connectivity/IT issues in Ayr campus. Recently caused
issues with an assessment that had to be extended.

Desktops being used by class had maintenance restart at 10pm every night and
this has been changed to 3am now.

Issue with thin client, removed and tested by ICT and established not student
account. Issue investigated and all classrooms checked to see if a wider issue.

When providing support remotely ICT technicians will ensure students are given
the chance to save their work before restart.

ICT implemented a process to work with lecturers to get timetable of assessments
and ensure technician is available to support.




Service Improvements

Annual Complaints Report - 2022/2023

Parent of a student and another student unhappy a student charged with sexual
offences being allowed to study at College.

Independent audit review of our procedures carried out.

Parent unhappy lecturer keeps shouting at their son for being late for College.

A questionnaire was issued to all hospitality students about course design and
also satisfaction. Anything highlighted through this process will then be revisited.

Student unhappy with the way they were treated by students running the sports
sessions, also feels lecturer was too far away to observe the students.

Both lecturers will be present during the class.

Lecturing team made the students aware why they were undertaking the unit and
ensured students could identify the relevance.

Students were made aware that while the unit is not optional if a student has a
short term health/medical issue and cannot take part medical evidence can be
accepted.

Student unhappy with the topics the lecturer was discussing during the evening
class.

Decision made to cancel the course.

Parent unhappy with the lack of teaching and classes being cut short or not
running.

Timetable was adjusted and one lecturer now teaching the class to ensure that
this class has a consistent learning and teaching experience going forward.

Carried out a class audit and supported the completion of outstanding work.

Additional teaching and support given to the students who needed this.

Parent unhappy with the interview process and that not enough information
about the format was provided, documents requested were not reviewed.

Interview letter reviewed and more details of what will be involved added to this.

Student unhappy course was full time but only in campus two days, course not as
advertised around rehearsing, where they will rehearse and number of gigs.
Completed feedback forms but no changes made, one of the modules not
relevant to the course, unhappy with the teaching style of lecturer and unhappy
with conduct of another lecturer as feels they are immature and unprofessional.

Website updated to make it clear that activities mentioned may be offered and
not a guarantee.

Feedback to lecturer to have more structured lessons, less talking at the start of
the lesson and clear links in lessons as to what has been done and what is next.

Students unhappy with teaching from their lecturer and they don’t explain what
is required or give clear instructions, unavailable to provide help and support and
unhappy with some comments made.

A different lecturer now teaches the class.
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Service Improvements

Annual Complaints Report - 2022/2023

Parent unhappy with the treatment of their son by lecturers, not received any
support, we asked for feedback and this was omitted from progression report.

Reviewed the process for notifying Inclusive Learning when someone has selected
on their application form that they need additional support in College. A new
Student Experience and Personal Learning Support Plan app has been developed
so information will now be pulled directly from the Student Records database.

Students feel misguided by lecturer, given incorrect information and that there is
a lack of effort to teach the class.

Placement allocation letter and placement folio updated to make it explicit the
number of days students need to attend their placement.

Review of the course and teaching materials carried out.

Feedback given to the member of staff to try to be more approachable and
respond to emails in a reasonable timescale.

Student unhappy with the Mac computers in the Ayr campus, unable to get
logged on, screen cracked, photoshop doesn’t work and problems with Wi-Fi.

Head of ICT is carrying out a process to identify all ICT needs for the next
academic year. This information will be collated and presented to SLT to allow
them to agree on any future investment.

Parent of a student unhappy with the way their daughter is being treated by a
member of staff.

Met with the teaching team and third party to find a solution for lunchtime
supervision.

Student unhappy a member of staff released personal information about them to
other students and believes a lecturer changed answers on another student's
exam so they would pass.

Digital Learning corrected the software error on the assessment so answers now
do not need to be upper/lower case specific.

Students unhappy a unit was missing from their HNC certificate, also not received
their certificate for the REHIS food hygiene course and have been contacting a
staff member but have been ignored and not received a reply.

Emergency Paediatric First Aid unit result submitted to SQA for all students in the
class.

REHIS results reinput into their system. Certificates received and sent out to all
students.

Feedback to staff member to ensure they respond to messages.

REHIS requested a Teams call with us to be clear about the administration, co-
ordination and quality assurance of all REHIS courses. 16




Service Improvements

Annual Complaints Report - 2022/2023

Parent unhappy their son applied for the course on the understanding there
would be a recruitment process at the end or support to apply for the HNC
course, lack of learning about windfarms, course framework was general and
course title not representative of the course content.

Head of met with the teaching team to ensure that course content is
contextualised where possible and that at least one visit to a windfarm under
construction and to Whitlee takes place in Session 2023-24.

Applicant unhappy with the feedback they received following an interview.
Advised they had many missed opportunities and wants examples of those, found
it offensive they were advised they were overfamiliar.

Staff members in that curriculum area will now respond to emails within 3
working days.

Feedback will no longer be sent unsolicited to new unsuccessful applicants.
Requested feedback will be given verbally to ensure clarity of response and
support for the applicants.

Staff training on providing interview feedback on group selection processes taken
place.
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Customer Satisfaction

Annual Complaints Report - 2022/2023

A total of 118 surveys have been sent, with 21 responses received, this equates to a 18% response rate. The results from the responses received are shown in the

charts below.
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Appendi
Annual Complaints Report - 2022/2023

The tables below show the College Development Network categories and sub-categories, which we have adopted.

Sub-Category Examples

1.1 Health & Safety * Alleged misuse of disability car parking spaces
* Subject to passive smoking in no smoking area
* Tripping hazards in workshop

1.2 Security * Theft of personal property
* Padlock on bicycle locker cut by Estates staff
1.3 Diversity & Equality * Failure to make reasonable adjustments under the terms of Equality Act
(Protected Characteristics) * Visitor complains of poor accessibility to toilets and lifts

* Student not allowed to progress on course due to additional support not being available to support disability
* Textbook contains racist material

14 Data Protection * E-mail address divulged to other people
» Staff shared student personal data with others during classroom discussion

1.5 Environmental * Housing Association complains of students littering outside tenants’ properties
* Neighbour complains of noise from construction work at College
* Residents complain that students and staff used private car-parking spaces

1.6 Staff Conduct * Poor customer service
* Failure to respond to requests by e-mail/phone etc.
* Requests handled impolitely, discourteously

1.7 Student Conduct * Student complains that disciplinary procedure was applied unfairly
* Students damage neighbouring properties
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Appendix cont...

Annual Complaints Report - 2022/2023

Sub-Category

Examples

Withdrawal

2.1 Marketing * Unable to find evening class information on College website
* Misleading information in College prospectus
2.2 Application, Admission, * No acknowledgement of application
Interview, Enrolment, * Criteria for rejecting application was unfair
Induction * Placed on waiting list despite applying quickly
* No information on College website to inform applicant course was already full and only found out weeks later
* Applicant travelled long distance for interview only to be told they didn’t have the necessary entry requirements
* Applicant invited to wrong campus for interview
2.3 Progression, Articulation & e Student unhappy that they were not allowed to progress to next level having successfully achieved the previous level

Student complains withdrawal process was not followed
University not supplied with student reference as requested

Sub-Category

Examples

Learning & Teaching

Quality of teaching not to the standard expected
Teaching from powerpoint for 3 hours without a break
Lecturer unapproachable when requiring support

Environment/Resources

Classrooms/desks not fit for purpose
Wifi unreliable

Broken smartboard

Workshops too cold

Not enough computers for size of class

Course Management

Class cancelled at short notice
No contingency for staff absence
Lecturer arrives late/finishes class early

Facilitated Learning Support

Guidance class not held
Staff do not provide printed materials in format stipulated in PLSP
Staff unaware of changes to PLSP

Assessment & Exams,
Certification

Assessments crammed into end of block

Student not provided with opportunity for re-sit

Delay in providing results/certificates

Not receiving certificate due to College failing to attach student to group award
Noise disruption during exam




Appendix cont...

Annual Complaints Report - 2022/2023

Sub-Category Examples

4.1 Finance * Former student unhappy to be threatened with legal proceedings for unpaid fees
* Student unhappy not to have course fees refunded after withdrawing from course

4.2 Funding/Bursary * Delay in processing bursary application
* Application for hardship fund handled unfairly

4.3 Student Records * Student personnel data is incorrect/not updated

4.4 Provided Learning Support * Delay in arranging DSA assessment
* Student unhappy that they could not have the same support worker for every class
e Student unhappy that additional support requirements have not been put in place

4.5 Library/Learning Technology e Student complained that library overdue book notification system was unfair
* Lack of support provided by the College with regards to provision of IT on evening class
e Library opening hours

4.6 College Services — Quality etc | ¢ Delay in handling complaint

Sub-Category Examples

5.1 Catering * Coffee shop frequently runs out of soya milk
* Choice on offer

5.2 Student Accommodation * Poor wifi service
¢ Cleanliness of accommodation

5.3 Maintenance, Lifts, Car ¢ Lifts out of order
Parking * College does not provide sufficient car parking space
* College signage is misleading

Sub-Category Examples

6.1 * No College wide 2 minute silence on Remembrance Day




Freedom of Information — Key Facts 2022/2023 (paper 10

Requestor 27%
Type Scottish
Parliament
30 requests for 13% 4R 20%  93% responded to in
information Unknown niens 1 timescale

Top 3 Request Types
e Staff Information

e Student Information

e Systems/IT Information

0 requests for an
internal review

11 subject access requests
and 1 right to erasure
request



(Paper 10)

Freedom of Information Report
August 2022 - July 2023

Ayrshire
College

3

1




FOI Requests Received

FOI requests received, split by requestor type

30 Freedom of information requests were received.

The chart on the right shows the number of FOI requests received by requestor type.
27% of requests were received from the Scottish Parliament and 20% received from
the Unions.

The charts below show the number of FOI requests received split by month and the
number of requests where an internal review was received.

= Scottish Parllament = Unlons « Media

What Do They Know University Lecturer * Student jnat AC)

= Staff Member s Dther * Unknown
FOI requests received, split by month FOI requests received, split by internal review

8 requested

7

6

5

a = No
3

2 Yes
1

0

T N T A A B P R R
K & FF S & L & & =



FOI Request Type

FOI requests split by type of request
0 1 2 3 4 ) 6 7 8 9 10

BudgetDeficits [N :
Capital Funding - Property Maintenance Backlog _ 1
Collaborations with Institutions in India [ NNIEGEE 1
Correspondence on Specific Student _ 2
counselling services [ NNEGEGEGEGEGEGEGEGEEEEE :
DBS Applications _ 1
ersa Funding [ :
Financial Accounts  [[NNEEGEGEGEEEEEEE :
nwncoispute [ :
Recruitment Agencies _ 1
stattinformation - [ ©
Student nformation N
swudent Funding [N :
Systems/ITinformation [

The Staff Information category had requests for senior staff pay increase and bonuses, budget deficits and the implication on staff numbers, managers organisation
charts, minutes from a meeting around reduction in staff, number of staff employed and those on zero-hour contracts, staff absence due to stress or poor mental
health, the Principal’s salary, the Principal’s business trips and violent incidents on staff.

In the Student Information category requests were received for the number of students studying at the Ayr campus, documents or correspondence on the average
reading age of our students and information on criminal conviction checks carried out on students.

We received three requests in relation to systems or IT information. One request asked if we adopted artificial intelligence systems and the other two requested
information on the systems and IT we use, the provider and when our contracts were due for renewal. 3



Information Provided

2022/2023

FOI requests received, split by information
provided

The chart to the left shows the number of FOI requests
where the information requested was provided in full, some
of the information requested was provided or none of the
information was provided.

= Full = None Partial

Partial/no information provided, split by reason information not provided

(=)
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provided, where only some of the information or none of the 4
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FOI Requests - Curriculum/Service Area

FOI requests received, split by curriculum/service area

The chart on the left shows the FOI requests

received, split by curriculum/service area.
13% of requests received asked for
information from more than one area.
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