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Stage What this means

Stage 1: Informal 
Resolution

Raise your concern with:

Most issues are resolved at this stage

Stage 2: Formal 
Complaint

Submit a formal complaint using the Complaint Form:

Supporting evidence

Stage 3: Final Review
Request a final review if you remain dissatisfied.

-investigate the issue

External Review (OIA)
Refer your complaint to the Office of the Independent Adjudicator (OIA) after 
completing all stages

Requirement Timescale
Raise concerns As soon as possible
Informal complaints Normally within 3 months
Formal complaints Within 20 working days of outcome (or within 3 months of issue)
Final Review request Within 14 working days

Raising a complaint does not pause your contract or rent payments 
Complaints are about service and process, not changing contractual terms 
Requests to leave your accommodation are handled separately under your contract 

Support available
support is available from:

Friends or family (with your consent) 
University support teams 

If you need adjustments (e.g. different formats or extra support), let us know.

Our commitment to you
We will:

Treat your complaint seriously and fairly 
Respond within clear timescales 
Keep you informed throughout 

ur services.



This procedure is intended to consider whether RS has acted reasonably, fairly, and in accordance with its 
policies and legal obligations. It does not normally su
operational judgment with that of the complainant.

The University may apply this procedure flexibly where necessary to ensure a fair, proportionate, and timely 
investigation. Any variation to the procedure will be applied in a way that does not disadvantage the 
student.

The submission of a complaint under this procedure does not normally suspend or delay any contractual, 
disciplinary, tenancy management, or operational action being taken by the University. The University may 
continue to progress other relevant processes where appropriate.

Where a complaint falls outside the scope of this procedure, the University will advise the student of the 
appropriate alternative process to follow.



ts under housing law, including rights under the 
Renting Homes (Wales) Act 2016 relating to property condition, repairs, fitness for human habitation, or 
occupation contract rights.



2)

3)

The complaints procedure is intended to review concerns about service delivery or procedural fairness. It is 
not normally used to challenge contractual obligations or other University processes unless there is evidence 
that those processes have not been followed correctly.

The relevant process relating to your accommodation contract will therefore continue in accordance with 
the terms of the contract and the Renting Homes (Wales) Act 2016 while your complaint is considered.

STAGE WHAT THIS MEANS UUK ALIGNMENT

Stage 1: 
Informal 

Pre-Formal Stage (Local 
Resolution)Early, local 
resolution encouraged 



Resolutio
n

before entering the 
formal complaints 
process.

Stage 2: 
Formal 
Complaint

Submit a formal complaint using the Complaint Form, including:
What happened

and any supporting evidence
Why & w
Your complaint will be formally investigated and a written 
outcome provided.

Stage 1 (Formal 
Complaint)

Stage 3: 
Final 
Review

Request a final review if you remain dissatisfied.
Independent review of how your complaint was handled
Does not normally re-investigate the issue
Focuses on whether the process and outcome were reasonable
You will receive a Completion of Procedures letter at this stage.

Stage 2 (Review Stage)

External 
Review 
(OIA)

Once all internal stages are complete, you may refer your 
complaint to the Office of the Independent Adjudicator 
(OIA).This is an independent external review of your complaint.

Stage 3 (External Review)

Stage Purpose What this means Who reviews it Outcome Timescale
Stage 1: 
Informa
l 
Resoluti
on

Resolve 
issues 
quickly 
where 
possible

Raise your concern with 
Residence Reception or 
Residential Services so it can 
be addressed early.

Residence 
Manager or 
Residential 
Services staff

Issue 
resolved or 
moved to 
Stage 2

Usually 
within 20 
working days

Stage 2: 
Formal 
Complai
nt

Investigate 
unresolved 
concerns

If not resolved informally, 
submit a formal complaint. 
This will be formally 
investigated.

Head of 
Residential 
Services or 
appropriate 
senior officer

Written 
outcome 
provided

Usually 
within 20 
working days

Stage 3: 
Final 
Review

Review how 
the 
complaint 
was handled

If you remain dissatisfied, 
request a final review to 
assess whether the process 
and outcome were fair.

Independent 
senior officer 
(no prior 
involvement)

Completio
n of 
Procedures 
letter 
issued

Usually 
within 20 
working days

External 
Review 
(OIA)

Independen
t review 
outside the 
University

After completing all stages, 
you may refer your complaint 
to the Office of the 
Independent Adjudicator.

Office of the 
Independent 
Adjudicator 
(OIA)

Independe
nt decision

Within 12 
months of 
Completion 
of Procedures



Complaints raising concerns about student safety, safeguarding, or serious health and safety risks may be 
prioritised and managed outside the standard timescales set out in this procedure and may be referred to 
other University processes where appropriate.

Students are encouraged to raise concerns directly with Residence Reception or Residential Services so 
issues can be addressed as early as possible.

Informal concerns will normally be reviewed and addressed by the relevant Residence Manager or an 
appropriate member of Residential Services staff, depending on the nature of the issue.

Most complaints can be resolved at this stage with the individuals involved.

Where appropriate, Residential Services may offer an early resolution meeting or mediation to help resolve 
the issue.

Students are encouraged to engage with this stage, as it is often the most effective way to resolve concerns.

Students will not be disadvantaged or treated less favourably for raising a complaint in good faith.



Any complaint to the Office of the Independent Adjudicator must be submitted within 12 months of the date of 
the Completion of Procedures letter.

The Final Review will not normally re-investigate the complaint but will consider whether the procedure was 
followed correctly, whether the decision was reasonable based on the evidence available, and whether the 
outcome was proportionate. No new evidence will normally be considered at this stage unless there is a 
compelling reason why it could not have been provided earlier. The Final Review will be conducted by a senior 
officer who has had no prior involvement in the handling or decision-making of the complaint.





Students are required to continue to pay their accommodation fees during a complaint investigation, in line 
with their agreed tenancy dates. Failure to do so may result in the account being passed to debt collection, 
which could lead to additional charges.

Where a complaint or appeal is upheld, and a financial remedy is considered appropriate, compensation or a 
refund will be assessed in accordance with 

Financial remedies may be considered only where a significant service failure has materially affected the 
reasonable use of the accommodation and will apply only to the affected period.

Any financial remedy awarded will be proportionate, based on the net rent paid, and will reflect the nature, 
duration, and impact of the service failure. Where compensation is approved, it will normally be applied as a 
rent rebate or account credit, unless otherwise agreed.

Compensation is not a substitute
accommodation to an appropriate standard.



Have not received your Student Loan.

For students who have not received their Student Loan or are experiencing financial hardship, advice and 
assistance is available from Moneyadvice@swansea.ac.uk


