unipol

Complaints Tribunal System

The Tribunal
Chair’s and Vice-Chairs’ action

The Tribunalis the place of final resort for serious disputes. The full Tribunal sits only
when itis required by the seriousness of a case (for instance where there are health and
safety implications or allegations of dishonesty).

Wherever possible, complaints unresolvable by informal means will be dealt with by a
referral from the NCA to the Chair of the Tribunal for Chair's action.

In the event of a more serious complaint the Chair can decide to take action following
consultation with the two Vice-Chairs, who will either rule on the complaint or decide to
refer the matter to a hearing of the full Tribunal.

Any Consortium member can insist on a complaint being heard by a full Tribunal.

The Tribunal system is administered and serviced by the National Codes Administrator,
who will issue a report (to be agreed with the Chair) after each hearing in the format
determined by the Consortium.

Process and membership

Tribunal hearings are normally held in the relevant town/city that the development is
situated in.

The Tribunal and parties to the dispute will follow procedures determined by the
Consortium and made public on the web.

The current membership is:

Chair

lan Fletcher

Vice-Chairs

Keith White - CRM, Provider Rep

Hannah Sketchley - NUS, Student Rep
Three representatives from the Consortium
ANUK - Victoria Tolmie-Loverseed

NUS - Vacancy
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Unipol - Nikki Verity
Three representatives from the owner community (to serve until November 1st 2027)
Jane Crouch - Fresh
Allan Hilton - Affordable Accommodation
Silke Dent - Kexgill

The person nominated by the appropriate local authority's environmental health
department, the local students' union and the local education institution are
nominated from where the complaint originates from, before the Tribunal hearing takes
place.

The Consortium can remove any Tribunal member at any time.
Signing the Codes of Standards and public accountability

Adoption of the ANUK/Unipol Codes by a provider is voluntary. Signatories to a Code
who fail to comply with its provisions risk this fact being made known to prospective
tenants. Repeated breaches of the terms of a Code are formally displayed to
prospective tenants. This may include publication.

Details of any complaints that are sustained by the Tribunal are made available

for public view on the National Codes website. Results from the self-assessment and
verification process which identify significant non-compliance, or a warning or
temporary suspension given by the Audit Panel are also placed in the public domain.

Specialist Arrangements

If a complaint is referred to the Chair of the Tribunal and they decide that it should be
heard by the Full Tribunal, no representative from the provider concerned will be
eligible for membership of the Tribunal dealing with that particular complaint.

The Full Tribunal
Attendance

At least one member present must be a student (or a member of a student
representative organisation) and the quorum shall be seven.

Providers and tenants involved in the case before the Tribunal are invited to attend. If
the complainant and the respondent have difficulty attending the same meeting, every
effort will be made, where possible, to allow each party a separate hearing before the
Tribunal.
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No legal representatives are allowed at the Tribunal for either owner or tenant. Each
party is entitled to being accompanied or represented by a lay person.

Time limits on convening hearings

Tribunal hearings must be heard within three months of the Tribunal procedure being
triggered, but preferably no longer than one month after the trigger. If either the provider
or the complainant cannot attend within three months then the hearing will take place
in the absence of that party.

Potential conflicts of interest

Any member of the Tribunal with a potential conflict of interest in a case before the
Tribunalis required to declare it before the case is heard. The Tribunal shall decide
whether that member should take part in that appeal hearing or not. In the event of a tie
the Chair shall have a casting vote.

Decision-making powers

The Tribunal can make one of seven decisions, once it has completed the process of
considering a complaint. [t can:

e rejectthe complaint
e issue awarning letter

e publish the failure of a member to meet standards set within the appropriate
Code

¢ decide that a further compliance check is undertaken or conditions are attached
to continued membership

e suspend a building or buildings by an existing member from the relevant Code
for a specified period of time (not to exceed 52 weeks)

e suspend a member for a specified time
e expelthe member from the relevant Code

The Tribunal can also make recommendations to other parties - such as the relevant
local authority and educational institutions.

In the event that a complaint from a student is deemed by the Tribunal to be malicious,
a referral is likely to be made to the student's educational institution with a
recommendation for formal disciplinary proceedings.

All upheld complaints, suspensions and expulsions are published on the National
Codes website.
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The Tribunal is not empowered to make any monetary awards, although certain clauses
in the Codes relating to building works carry financial obligations to tenants. The
primary aim of the complaints procedures is to hold members who have voluntarily
signed-up to the requirements of the Codes to account should they be found not to
have met with the standards as set in those Codes. Where the aim of those bringing a
complaint is to seek compensation from the accommodation provider, this should be
made apparent within the complaint, and the complainant should be aware that such
an outcome may not be possible.

Any decision of the Tribunal will be confirmed in writing.
The decision of the Tribunal is final.

Although any of these bodies may review an earlier decision in the light of additional
information there is no appeals system.

The Tribunal Chair

The Tribunal Chair is appointed by the Consortium (with a remuneration to be agreed by
them) together with two Vice-Chairs who are appointed by the CoM. All serve for three
years. The Chair of the Tribunal can only be removed following dismissal by the
Consortium. Other members can be removed by the CoM with a two-thirds majority or
by the Consortium

The Tribunal meets annually for training purposes. At that meeting members will
receive a report from the Chair of the Tribunal on any cases where Chair's action has
been taken during that year, for informal discussion and comment by the Tribunal.

Relationship between the Audit Panel and Tribunal

All decisions concerning the removal of membership from either of the Codes are
matters for either the Audit Panel or the Tribunal to consider. Both have powers to
suspend the member or individual buildings from a Code whilst the matteris
considered more fully.

If a member or building is removed or suspended from membership of any Code, any
decision as to when that member may be permitted to re-apply for membership will be
a matter for the Tribunal. In the event that the Tribunal makes no decision or an earlier
decision is extant, then the CoM will decide this.

Both bodies will receive reports on the activities of each other every time that they
meet.

Role of National Codes Administrator in administering the complaints and tribunal
system
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The National Codes Administrator shall:

e operate the complaints system in accordance with the procedure determined by
the Consortium

e ensure that the complaints system is properly publicised and that those wishing
to make a complaint know how to do so

¢ be satisfied that all complaints have been acknowledged and that responses
have been received from all providers against whom a formal complaint has
been lodged

Specialist arrangements

In situations where complaints are made under the Codes against either Unipol itself or
involving providers who sit on the Tribunal, instead of the National Codes undertaking
the initial investigation of a complaint, this role is fulfilled by the Chair of the CoM OR
his or her nominee.

If the complaint is subsequently referred to the Chair of the Tribunal, and they decide
that it should be subject to a hearing of the full Tribunal, then no representative from
the provider concerned will be eligible for membership of the Tribunal dealing with that
particular hearing.

Unipol Student Homes is a company limited by guarantee, registered in England and Wales No. 03401440. Registered Charity No.1063492.
VAT Registration No. 698 8456 49. Unipol is a registered trademark. Registered Office: 155-157 Woodhouse Lane, Leeds LS2 3ED

info@unipol.org.uk 0113243 0169 unipol.org.uk



