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Feedback Process
What is the process?
We have introduced a system for dealing with feedback. We have strengthened our procedures so that we can appropriately address your concerns and its clear how to give feedback. We follow this Code of Practice and aim to respond to all feedback within a reasonable timescale.

Who will reply to me and when?
Your reply will normally come from the appropriate member of the Guild’s Officer Group depending on the nature of your feedback. Our aim is to respond to all feedback initially within 14 days.

What if I have not had a reply?
Please contact The Guild’s feedback officer (Vice President – Democracy & Resources) direct on 0121 251 2337. They will investigate for you.

What can I do if I don't like the reply?
Please reply initially to the person who responded to you and outline your concern.

What happens if I ask not to receive a reply?
If you give feedback via the website your comments are still noted. We compile a report on all feedback which is circulated to key areas across The Guild.

I've given feedback… what happens next?
· We will provide a prompt response, and reply as soon as our investigation is complete. Our aim is to answer your feedback within 14 days of receipt.

· We will listen to your comments and learn from them all, because they help improve our processes and services.

· When we have made a mistake we will apologise to you, and take action to stop the same mistake happening again.
I'm not satisfied with the reply to my feedback... what can I do?
If you have made a specific and serious complaint, you can write directly to the President of the Guild of Students. Within 4 weeks of receiving your reply, the President will;

       undertake an investigation of your complaint and how it was originally dealt with

       decide whether your complaint is justified

       instruct the appropriate area of The Guild to take action to correct any issues and prevent the same mistake being made again

       reply to you with what has been done and apologies where appropriate.

If you are not satisfied with the response you receive you can appeal. This will be dealt with by an Independent person, in discussion with the University Registrar and Secretary Office and inline with the Education Act 1994. 
Letters of Appeal should be addressed c/o the HR and Admin Manager. The letter will remain confidential and be passed to the Independent person for investigation.
How can I give feedback to The Guild?
· Via our website at www.guildofstudents.com
· Email: feedback@guild.bham.ac.uk
· Complete a feedback card at Guild Reception
· Ring: 0121 251 2300

· Write to:

Vice President (Democracy & Resources)

Guild of Students

University of Birmingham

Edgbaston Park Road

Birmingham. B15 2TU
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