Customer Charter

Gower College Swansea Student Consultation Feedback – Tycoch 25 October 2013
	Gower College Swansea aims to provide:


	Agree 
	Disagree
	Your Experience? 

	Excellent customer service when you enquire about a college service or course 


	7
	2
	It kept irritating me!  Tired.

Unwilling to help, generally unhappy.

Not all the time.

	Up to date information about the college and the course you are interested in, including costs, through our website, our prospectuses and open evenings 


	5
	4
	Crashed.

Delayed information.

Not accurate.

Short notice, not on website.

	A full and fair course guidance and admissions process to enable you to enrol on a course that matches your abilities and future plans


	6
	
	2 minutes.

Plain English please.

	Appropriately trained and qualified staff


	7
	
	Possibly.

Good.

Plain English please.

	A comprehensive induction and excellent support from lecturers, tutors and, where relevant, specialist staff or partner organisations to enable you to achieve your qualification aim


	6
	1
	Gower College.

Equality and lack of training. 
Plain English please.



	Timely and constructive feedback about your progress on your course, including an Individual Learning Plan


	6
	2
	Yes.

Not enough one to one time.

Time wasted.

Plain English please.

	Access to suitable learning resources and facilities appropriate to your course


	5
	2
	Coffee Machine.

On SID, no comments good or bad.

Plain English please.



	A positive environment that supports the college’s commitment to equal opportunities and is free from harassment

	6
	1
	Agree.

No up-to-date information.

Plain English please.

	Opportunities for you to feedback on the college and your course including through the Student Council, the Learner Voice Survey, the college’s Complaints Procedure and curriculum based student forums so that we can continually improve our service
	8
	1
	A telephone number.

Equality issues.

Depends.

Don’t understand.

	Information to our customers to demonstrate how we are achieving these aims


	7
	1
	Change the Logos.

Not enough information (paper).

	A bi-lingual service as outlined in the college’s Welsh Language Scheme.
	6
	
	Pam?


Comments:
· Not knowing the full costs of equipment and stationery throughout the year
· Please see above, there was no disagree box.  Patricia was very helpful

· Lecturers need up-to-date training on female/male equality at the college and for the workplace

· Stuff is not updated on news page on college website  

· Staff in Student Services are not always polite

· When applying late for courses we have had poor experience and a lack of communication and information available

· TRAINED STAFF – Lecturers on the whole positive, receptionists/support staff at BROADWAY often ill informed and not overly helpful.  Maths tutor ignored questions and not explaining well.  Not controlling class to aid concentration.
Is there anything missing?

· Not enough food facilities and food choice
· Not fully aware of transport available and time keeping  

· Buses not reliable for students to be on time

· Not enough car parking space

· The disagree box

· Allow apprenticeships that become available to be known in correct department

· Polish 

· Car share forum to reduce car park issues an costs

· Lack of buses outside college – something we can impact on?
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	Gower College Swansea expects our learners to:


	Agree



	Provide the right entry information, accept the offer of a place within the time set and attend the induction to your course


	8

	Ask us to explain anything they are not sure of


	8

	Accept responsibility for their own learning


	8

	Read and adhere to the college Student Code of Conduct, Learning Agreements, Student Charter and rules and regulations;


	8

	Treat all their fellow learners, staff, visitors and the college facilities with respect


	8

	Wear and show on demand their Student ID card whilst on campus


	8

	Attend all classes or sessions on time and complete assignments on time


	8

	Tell us if there are important changes to their details or circumstances


	8

	Talk to us if you want to change their course


	8

	Attend any additional courses or learning support sessions they are signed up to


	8

	Give feedback when they have the opportunity 


	8

	Be aware of their individual health and safety and report any concerns 


	8


Comments:
· Respect should be given and received by all
· ID with you but not work around your neck

· Agree that all students should have to keep their cards on them but not have them on display

· Visitors should display and show ID but not staff or students

· It would be good if there were a box that let us disagree on all the above and we had more time to actually comment on questions.

Is there anything missing?

· Ping pong table back
· Smoking shelter

· Lifts for everyone

· The disagree box.
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