OUR COMPLAINTS

PROCEDURE

At iQ, we’re committed to providing a great resident experience. If we’ve fallen short, then we
want to know. We see complaints as an opportunity to improve what we do, so we’ll listen
carefully, respond clearly and take ownership to find a fair outcome as quickly as possible.

BEFORE YOU MAKE A COMPLAINT

We look after noise concerns, issues with other residents and maintenance requests separately
from formal complaints. If your concern is one of these, please follow it’s outlined process:

« Noise or resident behaviour
If you’re experiencing noise or issues with another resident, it often helps to speak to
them first if you feel comfortable doing so. If the issue continues, please speak to your
iQ team at reception or report it through Ask on the iQ app so we can help. If you need
help out of hours, contact our on-site security team. You can find our 24/7 phone number
on the iQ app under Profile > Manage booking.

« Maintenance requests
Report these in the iQ app under Fix it so they can be resolved as quickly as possible.

If you’ve raised one of these issues and you’re not happy with how it was handled, you can make
a complaint using the steps below.

HOW TO MAKE A COMPLAINT IF YOU’RE LIVING AT iQ
Step 1: Talk to your iQ team
You can raise a complaint through the iQ app or by emailing your iQ team.

You’ll receive an acknowledgement when your complaint is logged. Your General Manager will
then contact you within 48 hours to understand your concerns and explain next steps.

We will:
+ investigate what happened
+ speak with you to understand your experience before responding
« respond in writing within 10 working days

Step 2: Escalate within iQ

If you’re not happy with how your complaint has been handled, you can ask for it to be reviewed
by the Regional Manager.

You can do this in writing by replying to your complaint response within 10 working days.



Please include:

« which part of the decision or explanation you disagree with
« anyinformation you feel wasn’t considered

Your complaint will be reviewed by the Regional Manager. They will:
+ acknowledge your escalation
+ review your complaint and previous communication
+ contact you before responding to better understand your experience
« respond in writing within 10 working days

APPEAL

If you’ve completed these steps and are still unhappy, you can submit an appeal within 10
working days of your Stage 2 response.

A panel will review how your complaint was handled, including whether:
« the complaints process was followed correctly
« your complaint was handled fairly and within timelines
+ we communicated clearly and appropriately

+ the outcome was suitable and proportionate to the issue raised

We’ll acknowledge your appeal and respond in writing within 10 working days. We may contact
you to discuss this further.

IF YOU’RE STILL DISSATISFIED

If you’ve completed our complaints process and are still unhappy, you can escalate your
complaint to an independent body.

Depending on your building, this may be through the ANUK / Unipol National Code or the UUK
Code. Details of which code applies are available in your building reception.

You can find more information here:

o https://www.nationalcode.org/
o https://www.thesac.org.uk/the-code

If we haven’t responded to your complaint within 28 days, you may also contact the Codes
Complaints Investigator.

+ https://www.nationalcode.org/for-students/problems-complaints/
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COMPLAINTS ABOUT STAFF

We treat all complaints sensitively.
If you’d like to raise a complaint about a member of staff, you can do this through the iQ app or
by emailing hello@igstudentaccommodation.com.

Complaints about team members will be handled by their line manager. Complaints about a
General Manager will be handled by a Regional Manager.

We may need to discuss the incident with the staff member as part of our investigation. We’ll

treat your personal information confidentially and only share what’s necessary to investigate
your complaint.

HOW TO MAKE A COMPLAINT IF YOU DON’T LIVEWITH iQ

If you don’t live with us, are a parent or guardian, or a member of the public, you can email
hello@igstudentaccommodation.com with details of your complaint.

DATA PROTECTION

If you’re raising a complaint on behalf of someone living at iQ, we’ll need written permission
from the resident before we investigate.

If your complaint relates to data protection, please contact our Data Protection Officer
directly at dpo@iQstudent.com instead of using the complaints process. More information
on this process can be found at our Privacy Centre.

EQUALITY, DIVERSITY AND INCLUSION
We’re committed to making our complaints process accessible to everyone.

If you need any reasonable adjustments to help you raise or progress a complaint, please include
this in your initial complaint and we’ll support you.
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