Complaints Procedure for the Disability and Dyslexia Service (DDS) at Queen Mary University of London
Making a complaint
Any complaints about work carried out by, or related to members of the Disability and Dyslexia Service must be made in writing; this could be via email or in the form of a letter. Ideally, the complainant should state how they want the issue resolved, e.g. an apology, or an offer of support through a different member of staff.
Please note that if the complaint relates to the support provided to a particular student it must be sent from or by that student; if it comes from a third party, such as a parent, it must also be accompanied by a communication from the student authorising the named person to advocate for them.

Complaints will be defined by the use of the word ‘complain’ or ‘complaint’ within this communication and will be investigated by the Head of Student Wellbeing. They should be sent via email to dds@qmul.ac.uk with the word “Complaint” in the subject title, or addressed to:

Head of Student Wellbeing
Room FB 3.06
Third Floor, Francis Bancroft Building

Queen Mary University of London

Mile End Road

LONDON
E1 4NS

If the complaint relates to the Head of Student Wellbeing, it should be sent to the Appeals, Complaints and Conduct Office on appeals@qmul.ac.uk or 020 7882 3457. 

We would like to reassure our students that all complaints will be handled in a professional and non-confrontational manner.

Responses

The Head of Student Wellbeing will respond within ten working days of the complaint being received; in the event that the post-holder is on leave the complaint will be passed to the Deputy Head of the Disability and Dyslexia Service, unless the complaint is about that post-holder, in which case the complainant can either wait for the Head of Student Wellbeing  to return to work, or contact the university’s Appeals, Complaints and Conduct Office via on appeals@qmul.ac.uk or 020 7882 3457.
Unless the complainant states otherwise, the response to the complaint will be in writing, although the Head of Student Wellbeing will also offer the complainant a meeting with a view to resolving the matter. 

If the complaint remains unresolved

In the event that the complainant remains dissatisfied with the outcome of the complaint’s investigation they will be referred to the university’s Appeals, Complaints and Conduct Office, where they should download the Stage Two complaints form and send this form to their email address, i.e. (appeals@qmul.ac.uk).  
Should students remain dissatisfied with the outcome from the university, they are advised to contact either the Office for the Independent Adjudicator (OIA), or their Disabled Student’s Allowance (DSA) funding body, e.g. Student Finance England (SFE), as appropriate to the complaint. (Students with complaints related to their Disabled Student’s Allowance and how the university has delivered support via DSA should contact their DSA funding body). 
Their contact details are as follows:

Office for the Independent Adjudicator (OIA)
Second Floor
Abbey Gate
57 – 75 Kings Road
READING
RG1 3AB

Tel: 0118 959 9813

Email: via https://www.oiahe.org.uk/contact-us/e-form.aspx 

Web: http://www.oiahe.org.uk/

Student Finance England

Student Finance England 
PO Box 210 
Darlington DL1 9HJ 

Tel: 0300 100 0607
Web: https://www.gov.uk/contact-student-finance-england
Further advice
For independent and confidential advice about complaints, Queen Mary University of London students can get advice from Annie Mitchell, who is the Advocacy and Representation Manager in Queen Mary’s Students’ Union:  a.c.mitchell@qmul.ac.uk (please note Annie is a staff member of QMSU, not a student support officer).
Recording complaints

Any complaints received by the Disability and Dyslexia Service will be recorded centrally by the Head of Student Wellbeing, i.e. on the departmental shared drive.

This log will record:

· The date that the complaint was received

· The date that the complainant was responded to, including an offer of any meetings

· The date that any meetings were held

· A brief description of the complaint

· A note on whether or not the complaint was resolved, or else referred to the university’s central Appeals, Complaints and Conduct Unit

· A record of any subsequent correspondence or discussions with the student or their advocate 
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