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Customer Care & Complaints Policy
Access your Ability aims to provide services of a high standard to all our users. We are happy to receive any suggestions you may wish to make regarding our services and how we might improve. 
[bookmark: _Hlk47098983]Most problems can be resolved by discussion, so if you are happy to do so, please raise any issues at your sessions or by contacting us via email at support@accessyourability.co.uk.
If you do wish to make a complaint, to ensure that they are properly administered, recorded, and acknowledged, we have the following Complaints Policy/Procedure in place:
If you wish to make a complaint:
· Step One: 
You can make a complaint by email to: support@accessyourability.co.uk.  All complaints are handled in a professional and non-confrontational manner by a manager. You will be responded to in writing or by the method you have requested, where feasible, within 15 working days. 

· Step Two:
If the complaint cannot be resolved within 15 working days, you will be informed that further investigation is required. You will receive a response as soon as possible, within a maximum of 20 working days of the complaint being made.

· Step Three: 
You can also discuss the matter with the Disability Adviser at your Higher Education Institution. You should contact them directly to make an appointment.
What to do if still not happy 
If the matter is still not resolved after this, you can make a written complaint to:
Student Finance England 

Memphis House
Lingfield Point
P O Box 294
Darlington
DL1 9RW

Tel: 0300 100 0601 		
Email: customer_complaints@slc.co.uk 
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