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PROCEDURE

1. Overview 

The purpose of this procedure is to outline a clear and transparent process for students living in university accommodation to raise queries, comments, or complaints, and to explain how the Accommodation Team will respond.

Students can contact the Accommodation Teams in several ways to report an issue:
· Emailing the relevant Accommodation Team
· Using the online maintenance reporting system for maintenance-related issues
· Using the SafeZone app
· Using the StarRez Concerns Portal

2. How to contact us
2.1 General Query
If a student wishes to submit a complaint, comment, or general query, the first point of contact should be the relevant campus accommodation email address.
When emailing, students must include:
· Full name
· Student number
· Room details

Providing this information ensures we can locate the correct record quickly, helps avoid confusion where students may share similar names, and reduces the time needed to resolve the query.
Campus Contact Emails:
· Wolverhampton: Cityaccommodationhub@wlv.ac.uk  Tel No : 01902 322106
· Walsall: Walsallhub@wlv.ac.uk Tel No: 01902 518961

All queries will be acknowledged within 3 working days and where possible a resolution offered within this response.

Types of queries that can be raised via email:
· Financial: invoice queries, payment plans
· Neighbour disputes: noise, kitchen, disruption, 
· Issues regarding University staff or their contractors working within or supporting the accommodation service. 
· Contractual complaints: request to be released from licence, failure of a service
· Allocations: allocation date range, room issue, requesting a room move, requesting a friendship group
· Conditions of the accommodation: facilities within the accommodation 
· Charges levied against the student: End of licence damage or fines for breach of the licence agreement.


2.2 Maintenance
All maintenance issues will need to be reported on the online maintenance portal, if you require assistance use the guide to report a maintenance query . You will then be sent progress emails of this job, so you are aware of the job status. In the event of an urgent repair, flood, power failure to the kitchen please telephone or visit the accommodation team and they will escalate the repair direct to the maintenance team. If this is out of hours contact Security 01902 322106 or via SafeZone.

2.3 SafeZone App 
The SafeZone App is managed by the University security team, this provides a valuable source of reassurance to students who are studying or residing on campus. 

The app promotes safety in several ways, including giving fast access to the University’s security team whenever and wherever you are on campus by allowing users to call for help and assistance when they need it most.

SafeZone has 3 key buttons that can be used to obtain security assistance:
· Emergency: Allows you to contact the Security Team directly if you need immediate emergency support.
· First aid: Allows you to contact medical assistance immediately whether it be for yourself or others.
· Talk to us: Allows you to contact the Security Team directly with a non-emergency enquiry
Please note: Pressing a button in error can be cancelled (within 5 seconds) by tapping the button again whilst the timer is visible.

2.4  StarRez Concern Module
When students accept their Accommodation Licence Agreement via the StarRez portal, they also gain access to additional features within the system. One of these features is the Community module, which allows students to submit a concern directly to the Accommodation Team.
Within the Community module, students can complete and submit a concern form. Once submitted, the information is automatically sent to the Accommodation Team, who will review the details and provide a response through the same platform.

3 Escalation of Issues
This process does not replace the University’s official Complaints procedure but to enhance our levels of service and to prevent such complaints escalating to a level that would warrant a full complaint being made. Only if the complaint/query cannot be resolved at that time and if all other University procedures have been adhered to should the student be advised to make a formal complaint.

The University are signed up to the UUK Code of Practise in the event the university are not adhering to the code requirements, complaints can be escalated once they have exhausted the University formal process. The details for this escalation will be in the outcome letter from the Conduct and Appeals department.

4 Appealing a decision
If a student wishes to appeal against a decision or charge that has been levied against their student account, they will be required to put this appeal in writing via email. This will then be reviewed and investigated by one of the following: the Residential Hub Officer or Hub Manager. A letter will be sent to the student with the appropriate response, and they will be informed that if they are still dissatisfied with the answer to invoke the University Formal Complaint procedure. Any appeals for damage charges need to be submitted within 21 days of the date of the damage charge letter. 

5 Anonymous Complaints 
The accommodation team will not accept anonymous complaints. Anonymous complaints do not allow for an effective investigation to be conducted, and a resolution reached, therefore no action will be taken by Accommodation Hubs where a complaint is submitted anonymously.
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