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Policy

For the addressal and processing of complaints relating to student accommodation.

Who needs to know about the policy?
¢ Accommodation Staff

e Student Support & Wellbeing Staff

e Security Staff

e Students

e Applicants

e Visitors of accommodation

e Student Advice Service

Purpose of the policy
To provide a consistent and fair framework for the management of accommodation complaints. To ensure
that complaints are dealt with in a timely and consistent manner.

Contacts
The University Accommodation department is responsible for:

- Providing advice and assistance

- Guidance and templates
- Accessing training

The team can be contacted by emailing: accommodation@canterbury.ac.uk
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1.

Introduction

1.1.

1.2.

At Canterbury Christ Church University, we always aim to provide you with an excellent service within
Accommodation, so we need you to tell us if we have made a mistake. This procedure explains how you can
do this, and how we will deal with your complaint.

This document provides you with the guidelines for our complaints procedure if you are unhappy with the
service you have received and wish to notify us. It will also provide you with the procedure on how your
complaint will be handled. We treat every complaint independently and this procedure ensures that all
complaints are dealt with as efficiently and effectively as possible.

Contact us — Early Resolution

2.1.

2.2.

2.3.

2.4.

We find early resolution addresses most complaints. This is because we can usually resolve a problem at the
level of immediate contact. This is why we use an early resolution approach.

If you have a problem, you should use early resolution before making a formal complaint.

If you have any concerns about the service you have received from us, you should raise this with a member
of the Accommodation Staff, either on your accommodation site, with your Residence Officer, who is based
on your site, or to the Accommodation Office at the earliest opportunity.

Accommodation Office: Tel: 01227 923000 Email: accommodation@canterbury.ac.uk

We will always endeavour to try and resolve any issues quickly and informally. If you feel this is not resolved
to your satisfaction, then the formal complaint process is set out below:

Stage 1 - Make a Formal Complaint

3.1

. A complaint is defined by the University as an expression of dissatisfaction by one or more students about

the action or omission of the University’s teaching-related or service-related provision. If you do not believe
your complaint has been dealt with correctly in early resolution, you can ask our Assistant Head of
Accommodation to look further into your complaint formally. You can make a complaint by submitting a
response to the Accommodation Feedback & Complaints Form. Quote your full name and student number
on all correspondence. We will investigate your complaint and send you an email response within 10
working days from receipt. Sometimes we will need another department to provide us with information to
investigate your complaint fully (Estates or Security, for example). If this is the case, we will let you know if
your complaint will take longer than 10 working days to respond to, we will ensure we keep you updated
throughout the process.

4. Stage 2 - Review my Complaint

4.1

. If you believe your complaint was dealt with incorrectly for any of the following reasons:
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e Proper procedure was not followed in the addressing of your complaint, or

e New material evidence relating to the complaint can be provided that was not previously able to be
provided for good reason,

you can ask for the complaint outcome to be reviewed by the Head of Accommodation.

4.2. We will review your complaint and send you an email response within 10 working days. Sometimes we will
need another department to provide us with information to investigate further (Estates Management, for
example). If this is the case, we will let you know if your complaint will take longer than a further 10 working
days to respond to.

5. Stage 3 - Final Review

5.1. If you remain dissatisfied that your complaint was dealt with incorrectly for the above reasons, you can ask
for the complaint outcome to be reviewed by the Director of Facilities and Commercial Services. We will
send you an email response within 10 working days.

5.2. Sometimes we will need another department to provide us with information to investigate further (Estates
Management, for example). If this is the case, we will let you know if your complaint will take longer than a
further 10 working days to respond to.

6. University Complaints Procedure

6.1. If you still believe your complaint has been dealt with incorrectly after you have followed this procedure,
you can then follow the University Student Complaints Procedure.

7. External Complaints

7.1. If after this step, you still feel your complaint has been dealt with incorrectly, and you have followed the
internal processes you can then raise your complaint to the Office of the Independent Adjudicator for
Higher Education (OIA).

7.2. This is an external body to the university, who will review complaints after they have been completed via
the Student Complaints Procedure.

7.3. You can find more information about complaints procedures here.
8. Complaints about a member of staff

8.1. If your complaint is about a member of staff, you can ask to speak to their manager directly.

8.2. If you make a complaint about a member of staff, you must be prepared to make a formal statement and to
attend any disciplinary hearing that might result.
4
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9. Complaints about another student

9.1. This process cannot be used to make a complaint about other students. Students are expected to follow
the Student Conduct guidelines at all times. If you are dissatisfied with the conduct of another student, you
can raise a complaint with the Directorate of Student Resolution and Student Protection here.
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