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1. Introduction 

The Accommodation Office is committed to providing a student accommodation service which places the student experience at the heart of the operation, and ensures the safety and wellbeing of our residents, and maintains the high standards of our accommodation portfolio (both University owned and managed). 

The University has over 1200 accommodation bed spaces across multiple sites in Chichester and Bognor Regis. We have a mixture of University owned and managed accommodation and so we recognise that it is inevitable that on occasion a complaint may arise and we welcome comments and feedback as a means of improving the service to our students. 

This Accommodation Complaints Policy and Procedure upholds the principles of fairness and transparency and ensures that: 

· complaints are dealt with as quickly as possible; 
· the processes and the reasons behind decisions are clear; and 
· our students are supported throughout the procedure. 

All of our accommodation complies with the ANUK Code of Standards and we are reviewed every 3 years by external audit against these standards.  Further information about the Code can be found here: https://www.nationalcode.org/ 

2. Scope

This procedure applies to complaints by any student that is currently residing in Halls of Residence under the terms of the residential licence agreement. Complaints can be made about any matter concerning the accommodation, the experience of living in halls of residence, the service or facilities provided. 

This procedure should not be used to address maintenance problems that may occur to your room, flat or any parts of the residence building. Maintenance issues should be logged via the self-help tab in Moodle, or reported to the site-specific Accommodation Office if it is not possible to report online or if the issue is of an urgent nature. 

3. Responsibility 

The Director of Estate Management has overall responsibly for this procedure but has delegated day-to-day responsibility to the Head of Campus and Residential Services. 

4. Complaints Procedure 

4.1 Minor Complaints

In the first instance, minor complaints should be brought to the attention of the site-specific Accommodation Office. Minor complaints can be made verbally or in writing, but the outcome of the complaint will be informal in nature to best find the quickest and most acceptable resolution to the issue. It is likely that the Accommodation Officer will be involved in the resolution of the complaint but it is not necessary if other staff (Housekeepers, Residential Services Assistants/Operatives) are able to effectively and timely resolve the matter. 

4.2	Formal Complaint – Stage 1 

A formal written complaint should be made to the site-specific Accommodation Officer. Contact details for the Accommodation Officers can be found on the Accommodation Office page on Moodle, or you can email your complaint to accommodation@chi.ac.uk for it to be forwarded to the appropriate person. 

 Within two working days of receiving the formal written complaint, you will receive an initial acknowledgment of the complaint which will give you a broad outline of when you can expect to receive a full response. Usually, most responses are given within 14 working days, however if you if your complaint is of a complex nature, which requires detailed investigation across multiple teams with Estate Management, then we will inform you what is happening every five working days until we can reply in full.

All formal written complaints are recorded, including any outcome or resolution. 

Following the outcome of Stage Two, if you wish to pursue the matter further then you are able to further your complaint to Stage Three, however this will need to be done within 14 days of receiving an outcome.

4.3	Formal Complaint – Stage 2 (Escalation)

Escalation of complaints from Stage 1 to Stage 2 can be made at any time during the residential licence agreement, or within 2 months of expiry of the contract. Complaints must be made to the Accommodation Manager via accommodation@chi.ac.uk or directly using the details on the Accommodation Office Moodle Page. 

Once a complaint has been received, you will receive initial acknowledgement of it within two working days. The acknowledgement will also give an indication of when you will likely receive a full response, although this shouldn’t usually be any longer than 14 working days from the date of the acknowledgment. 

4.4	Formal Complaint – Stage 3 (Escalation)

Escalation of complaints from Stage 2 to Stage 3 can be made at any time during the residential licence agreement, or within 2 months of expiry of the contract. Complaints must be made to the Head of Campus and Residential Services via accommodation@chi.ac.uk 

Once a complaint has been received, you will receive initial acknowledgement of it within two working days. The acknowledgement will also give an indication of when you will likely receive a full response, although this shouldn’t usually be any longer than 14 working days from the date of the acknowledgment. 

4.5	Appeals – Stage One

If the response received from the Head of Campus and Residential Services is unacceptable, you may write to the Director of Estate Management to apply to appeal the decision, however this will need to be done within 14 days of received the outcome from the Accommodation Manager. Your appeal application must detail the reasons why you believe your appeal is valid, and must be made via accommodation@chi.ac.uk

Within two working days of receiving the application for appeal, you will receive an initial acknowledgment of the application which will give you a broad outline of when you can expect to receive a full response. Usually, most responses are given within 14 working days, however if you if your application is of a complex nature then you will be informed if it is likely to take longer – although there will not be any undue delay to this process. 


4.5	Appeals – Stage Two (Final Instance)

Where an appeal is heard and you are not satisfied with the outcome, you are able to make a final appeal to the Deputy Vice-Chancellor (Student Experience), however this will need to be done within 14 days of receiving the outcome from the Director of Estate Management. If your application for appeal is accepted, then you will be informed of the process which will be followed. The decision of the Deputy Vice-Chancellor (Student Experience) will be the final instance decision, meaning there will be no further opportunities to appeal the initial complaint decision, or decisions at appeals, at the University. 


	4.6	Referral to ANUK / Office of the Independent Adjudicator 

For complaints which are unable to be resolved within this procedure, and which relate to student accommodation and/or the operation of the facilities and services under the ANUK Code of Standards, you will be able to refer your complaint to the following bodies as appropriate but only after exhausting this complaints process: 

· Office of the Independent Adjudicator
OIA Second Floor,
Abbey Wharf
57-75 Kings Road
Reading
RG1 3AB
Tel: 0118 959 9813
Online Reporting: https://www.oiahe.org.uk/contact-us/ 

· ANUK Code of Standards
Online Reporting: https://www.nationalcode.org/forms/making-a-complaint
Email: NationalCodes@unipol.org.uk 

Please note, that should you not have exhausted this complaints procedure before referring your complaint onto the above external bodies, then you will be referred back to the University. 



5.0 	Complaints and Appeals Flow Chart
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