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1. Introduction
This report provides an overview of complaints handled during the reporting period, in accordance with the Scottish Public Services Ombudsman's (SPSO) Model Complaints Handling Procedure (MCHP).
This report includes only complaints investigated by UHI EO concerning its own services, policies, procedures and administrative functions. Complaints relating to the services, operations or students of individual APs are managed separately by the relevant AP and are reported through their own quality assurance and complaints reporting arrangements.
2. Complaint Volumes and Summary
2.1 Overview
During AY 2023/24, UHI EO recorded 14 complaints.
Of these:
· 8 complaints were considered through Stage 1 (Frontline Resolution);
· 6 complaints progressed to or were investigated at Stage 2 (Investigation);
· no complaints required a formal extension to statutory response timescales.
2.2 Complaints by Stage
	Complaint Stage
	Number

	Stage 1
	8

	Stage 2
	6

	Total
	14


2.3 SPSO Performance Indicators
	Indicator
	Stage 1
	Stage 2

	Complaints considered
	8
	6

	Complaints closed within target timescale
	7
	8*

	Extensions authorised
	0
	0

	Average response time (working days)
	1.75
	23.7


*Includes complaints that commenced at Stage 1 and subsequently concluded through Stage 2 investigation.
2.4 Complaint Outcomes
	Outcome
	Number

	Upheld
	4

	Partially upheld
	5

	Not upheld
	4

	Total
	13*



*One complaint remained subject to ongoing progression through the complaints process at the point of reporting.
3. Complaint Categories
The most common areas of complaint during the reporting period related to:
· Student accommodation and accommodation services.
· Assessment, certification and graduation processes.
· Course delivery, learning and teaching.
· Student funding and fees.
· Research supervision and academic support.
· Student conduct and disciplinary matters.
No significant concentration of complaints was identified within any single service area that suggested systemic failure. However, recurring themes emerged across several investigations and informed local service improvements.
4. Learning and Service Improvement
Of the complaints investigated during the year, several were upheld or partially upheld and resulted in recommendations or improvement actions.
The principal themes arising from complaints were:
Student Accommodation
A number of complaints related to UHI owned/ operated accommodation services and administration. Investigations identified opportunities to strengthen debt management arrangements, improve verification of student account information, and enhance communication with students affected by accommodation issues.
Assessment, Certification and Academic Administration
Complaints highlighted the importance of clear and timely communication regarding certification, graduation processes and assessment related matters. Improvements included reviewing guidance and administrative processes to support greater consistency and accuracy.
Teaching, Learning and Academic Support
Complaints relating to course delivery, learning resources and academic support highlighted opportunities to improve learning materials, student guidance and support arrangements. These issues were referred to relevant academic teams for consideration and action where appropriate.
Funding and Student Services
Investigations identified areas where communication with students regarding funding matters and administrative processes could be strengthened to improve the student experience and reduce uncertainty.
Conduct and Procedural Matters
A small number of complaints raised concerns regarding conduct and disciplinary related issues. Whilst not all complaints were upheld, the investigations reinforced the importance of clear procedures, transparent decision making and timely communication with those involved.
Conclusion
During 2023/24, UHI EO handled a relatively low volume of complaints across a diverse range of service areas. Whilst a number of complaints were upheld or partially upheld, investigations did not identify any significant systemic concerns.
The complaints process continued to provide valuable insight into the student experience and informed improvements to accommodation services, academic administration, communication practices and operational procedures. UHI remains committed to learning from complaints and using complaint outcomes to strengthen services and enhance the student experience.

