Collegiate Accommodation Support Service (CASS)
Complaints Procedure
The Collegiate Accommodation Support Service (CASS) aims to provide a fair, transparent, and supportive service to graduate students seeking accommodation within the collegiate University.
We recognise that, on occasion, concerns may arise about the service provided. This procedure explains how complaints about CASS can be raised and how they will be considered and resolved.
CASS is committed to addressing concerns promptly, fairly, and constructively, and to using feedback to improve the service.

This procedure applies to complaints relating to the operation or administration of the CASS service, including:
· The management of the accommodation matching process
· Advice or information provided by CASS
· The conduct or service delivery of CASS
CASS facilitates accommodation opportunities between graduate students and colleges but does not manage college accommodation directly.
Complaints relating to college accommodation allocations, tenancy agreements, room standards, or college accommodation policies should be raised directly with the relevant college, as these matters fall outside the remit of CASS.

Submitting a Complaint
Complaints should normally be submitted within three months of the issue occurring.
Students are encouraged to raise concerns as soon as possible so that the matter can be reviewed and addressed promptly.

Stage 1 – Informal Resolution
In the first instance, complaints should be raised with the CASS Manager, who is responsible for the day-to-day management of the service.
The CASS Manager will review the matter and, where appropriate, seek to resolve the issue through clarification, review of the circumstances, or liaison with the relevant college.
Complaints will normally be acknowledged within two working days, and a response will usually be provided within ten working days.
Many issues can be resolved at this stage through informal discussion and clarification.


Stage 2 – Review by the CASS Board
If the complainant remains dissatisfied with the outcome of Stage 1, they may request that the complaint be reviewed by the CASS Board.
Requests for review should be submitted in writing and for the attention of the CASS Board and should outline:
· The nature of the complaint
· The outcome of the Stage 1 response
· The reason for requesting further review
The CASS Board will review the matter and may request additional information from the CASS Manager or other relevant parties where appropriate.
A written response will normally be provided within twenty working days of the request for review.
The decision of the CASS Board represents the final stage of the CASS complaints process.

Respectful Communication
CASS is committed to maintaining a professional and respectful working environment. Complaints should be raised in a constructive manner.
Abusive, threatening, or persistently unreasonable behaviour towards staff will not be tolerated and may result in communication being restricted.

Service Improvement
Complaints are reviewed periodically to identify trends and opportunities to improve the operation and effectiveness of the CASS service.

