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POLICY: Learner Involvement Policy

PURPOSE: This procedure describes how customer feedback is collected and analysed, and results published.

SCOPE: This procedure covers:

· Questionnaires
· Customer Comments
· Learner Voice Groups
· Employers’ surveys
· Learner Representatives
· Parent/Guardian Survey

PROCEDURE:

1 Questionnaires

1.1 The Director of Quality and HE will co-ordinate the circulation and collection of learner surveys three times per academic year, focused on:
 
· Induction Survey (survey conducted in November)
· On Programme Survey (survey conducted in February)
· End of year Survey (survey conducted in May)

1.2 Questionnaires will be issued to all full-time learners and a representative sample of part time learners.  Additional questionnaires may be issued to gather customer feedback on the impact of a particular activity or service, e.g. enrolment.

1.3 Questionnaires will be analysed and a summary forwarded to Executive Board.  Appropriate managers will be responsible for identifying and implementing actions to address issues highlighted from questionnaire analysis, and these will be recorded on departmental QIPs.  Outcomes and actions will be fed back to learners though course teams, Heads of Learning, the student council, intranet and noticeboards.

1.4 Where questionnaires highlight issues in relation to Equality and Diversity this will be raised with the Vice Principal of Curriculum and Quality. 

1.5 The College will participate in HE National Student Surveys (NSS), and FE Choices surveys if implemented by external regulators. All survey results will be analysed by the Quality Team and shared with Executive Board and learners.

1.6 Students and employers are encouraged to also participate in our “7 ways to have your say”.

1.7 Customer feedback will be used as part of self-assessment and quality improvement planning.

2 Customer Comments

2.1 The Quality department will be responsible for the acknowledgement, the logging and monitoring of customer comments.

2.2 Compliments/Complaints can be made by completing the appropriate form and sending it via email to customersatisfaction@stokecoll.ac.uk. Paper copies of the Compliments/Complaints form or any alternative methods (e.g., letter) will be submitted to the Quality Team (B20 Burslem). 


All Formal complaints will be processed through the Quality department and recorded electronically via Office 365.

2.3 All serious complaints relating to Safeguarding, Health & Safety, Public Relations will be acted on immediately.

2.4 All customer comments will be acknowledged within 3 working days.

2.5 Compliments - Copies of complimentary feedback letters will be logged and forwarded to the appropriate manager.

2.6 Complaints – See separate Complaints Procedure QS009.31

2.7 The results of customer feedback will be used as part of self-assessment and quality improvement planning.

3 Learner Voice Groups

3.1 The College will arrange an annual programme of Learner Voice Groups.  Learner representatives will be drawn from all curriculum areas and be a representative sample of full time and part time learners.  

3.2 Feedback from Learner Voice Groups will be summarised and forwarded to Executive Board and appropriate managers, who will be responsible for identifying and implementing action to address issues highlighted.

3.3 Where issues raised are relevant to Equality and Diversity these will be discussed by the Equality, Diversity and Inclusion Board. 

3.4 Outcomes and actions will be fed back to learners though the Student Council, intranet and noticeboards.

Employer Surveys

3.5 The Director of Quality and HE and Assistant Principal Skills and Apprenticeships will be responsible for employer surveys.  Feedback analysis will be presented to Executive Board and reported to the Curriculum, Quality and Standards Committee.

3.6 Employer surveys will inform data analysis for curriculum and business support, self-assessment and external quality assessments. 

3.7 Where issues raised are relevant to Equality and Diversity these will be discussed with the Vice Principal of Curriculum and Quality. 

3.8 The College will participate in National Annual Employer Surveys as appropriate.

4 Learner Representatives

4.1 Course Teams will ensure learners/learner views are represented at team meetings. 

4.2 The Student Council will hold a minimum of 6 meetings in the academic year.

4.3 Three learners will be elected as members of the Corporation Board.

4.4 Learners will be represented on other College management and development groups as detailed in the Learner Involvement Strategy.

5 Parent / Guardian Survey

5.1 The Assistant Principal Student Experience and the Director of Quality and HE are responsible for co-ordinating a survey for Parents and Guardians of all 16-18 year old learners.

5.2 Analysis of the survey will be presented to Executive Board and action plans drawn up as appropriate.

5.3 The feedback will inform the College SAR. 

6 Summary Results

6.1 The Curriculum, Quality and Standards Committee and Corporation Board will receive summary reports on all aspects of customer feedback.

6.2 The Director of Quality and HE will be responsible for the preparation of an annual customer summary feedback report to Executive Board.
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