
Hello Student Complaints Procedure 

Our aim is to resolve your complaint at the first point of contact and therefore we strongly 
advise that this is done in person, if possible, with our team on site. If you could visit the team 
at reception or call them.  If this is not possible then your complaint should be submitted in 
writing to the team. All complaints will be investigated by the team in the first instance, 
therefore any correspondence sent to our Regional Managers or Head Office will be 
redirected to back to the Site Team. 

Hello Student operate a three-stage approach when a complaint is received. 

Stage 1 
All complaints will be handled by the team on site and will be acknowledged within 24hrs. If 
we cannot resolve the complaint immediately, we will investigate further and keep you 
updated on the progress of your complaint until we reach resolution. 

If you do not feel that your complaint has been treated fairly and correctly you can escalate 
to Stage 2. 

Stage 2 
Please email your complaint to: customer@Hellostudent.co.uk. You will receive a complaint 
reference number within 24hrs to acknowledge your complaint has been received and it will 
be passed to the Multi Site Manager to resolve. The Multi Site Manager will respond to you 
with 48hrs and will keep you abreast of the progress of your complaint until it reaches 
resolution. 

If you do not feel that your complaint has been treated fairly and correctly you can escalate 
to Stage 3. 

Stage 3 
Email Customer@Hellostudent.co.uk with your reference number. You will receive an email 
within 24hrs acknowledging your complaint. You will be contacted by the Regional Manager 
within 48hrs and they will keep you updated on progress of your complaint until resolution, 
which will be in writing. 

This is the final stage of the complaints process for Hello Student. 

If you are still unsatisfied with the resolution, you may then refer your complaint to The 
National Code of Standards for Larger Developments.

Thank you 

Hello Student Management Ltd, 
1st Floor, 72 Borough High Street, London, SE1 1XF 


