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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 2024/25, UHI EO recorded 9 complaints. All complaints were investigated at Stage 2 of the Complaints Handling Procedure.
Of the 9 complaints investigated, 7 were either upheld or partially upheld and resulted in identified service improvements and recommendations.
2.2 Complaints by Stage
	Complaint Stage
	Number

	Stage 1
	0

	Stage 2
	9

	Total
	9


2.3 SPSO Performance Indicators
	Indicator
	Stage 2

	Complaints considered
	9

	Complaints closed
	9

	Closed within target timescale
	3 (33.3%)

	Closed outwith target timescale
	6 (66.7%)

	Average response time (working days)
	24


2.4 Complaint Outcomes
	Outcome
	Number

	Upheld
	2

	Partially upheld
	5

	Not upheld
	2

	Total
	9


2.5 Complaint Categories
	SPSO Complaint Area
	Number

	Academic quality, assessment and course delivery
	4

	Administrative processes, admissions and student communications
	2

	Research supervision and postgraduate research processes
	1

	Student conduct and disciplinary procedures
	1

	Student support, accessibility and wellbeing
	1

	Total
	9


2.6 Learning and Service Improvement
Of the 9 complaints reported, 7 were either upheld or partially upheld and resulted in identified service improvements. The principal themes arising from complaints were:
· Improvement of communication and expectation management arrangements, including clearer information regarding blended and networked learning, programme changes, progression routes, staffing changes and external partnership arrangements.
· Strengthening of curriculum risk management and business continuity arrangements, including consideration of programme viability, key staff dependencies and course closure planning.
· Improvements to postgraduate research admissions, supervision and applicant guidance, including clearer information regarding supervisory arrangements, interview processes, support needs and pre enrolment procedures.
· Enhanced study skills support, student support arrangements and signposting to relevant services, particularly where students require additional support or accessibility adjustments.
· Improvements to disciplinary and conduct procedures, including greater clarity regarding procedural requirements, escalation routes, appeals arrangements and consideration of support plans.
· Strengthening of assessment and quality assurance processes, including additional verification and moderation checks before assessment outcomes are released to students.
· Improvements to admissions, enrolment, programme administration and student communications processes.
These improvements have been implemented or assigned to the relevant service areas as part of the University's commitment to learning from complaints and improving service delivery.
Section 2: Organisational Learning and Themes
Communication and Expectation Management
Communication and expectation management was the most common theme arising from complaints during 2024/25. Investigations identified issues relating to programme changes, course closures, blended and network learning arrangements, admissions processes, progression opportunities and the communication of significant organisational changes. Recommendations focused on improving applicant information, providing clearer guidance to students and strengthening communication arrangements during periods of uncertainty or change.
Student Support and Accessibility
Several complaints highlighted opportunities to strengthen support arrangements for students requiring additional assistance. Themes included study skills provision, identification of support needs, accessibility considerations and signposting to available services. Recommendations focused on earlier identification of support requirements and improving consistency of support arrangements throughout the student journey.
Procedural Compliance and Governance
Complaints relating to disciplinary procedures, student conduct processes and administrative decision making highlighted the importance of consistent application of established procedures. Investigations identified opportunities to strengthen guidance, improve documentation and ensure greater clarity regarding decision making and appeals arrangements.
Quality Assurance and Academic Processes
Several complaints identified opportunities to strengthen assessment practices, quality assurance controls and programme management arrangements. Recommendations included enhancing verification procedures, strengthening oversight of programme changes and ensuring appropriate quality assurance measures are in place before information is communicated to students.
Section 3: Conclusion
Whilst complaint volumes remained relatively low during 2024/25, complaint investigations provided valuable insight into the student experience and identified a number of opportunities for service enhancement.
Complaints continue to represent an important source of organisational learning and provide assurance that concerns raised by students and other stakeholders are used to inform service improvement and strengthen institutional processes.

