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Appendix 4: Signposting and  
referral procedures

When an Adviser has identified the need to 
either signpost or refer the student to another 
advice provider they will follow this procedure:

For signposting
•	 Consider the needs of the client and the 

level of help required,
•	 Find a suitable advice provider that will be 

able to help the client and is accessible 
by them. Agencies identified within the 
Charnwood Borough Council directories 
of welfare legal and financial advice, and 
housing advice should be considered, 
especially those with an AQS. If no one is 
appropriate, look elsewhere giving priority 
to agencies in the AQS directory,

•	 For academic issues and complaints about 
the University we will always signpost to 
Student Voice within the Students’ Union.

•	 Discuss with the client why they are being 
signposted to another agency,

•	 Provide the client with the name and 
contact details of the agency they are 
signposting to,

•	 Record the client and the action taken on 
AdvicePro

•	 If no suitable organisation is identified 
discuss with client and make a note on 
AdvicePro to this effect.

For referrals
•	 Consider the needs of the client and the 

level of help required,
•	 Find a suitable advice provider that will be 

able to help the client and is accessible 
by them. Agencies identified within the 
Charnwood Borough Council directories 
of welfare legal and financial advice, and 
housing advice should be considered, 
especially those with an AQS. If no one is 
appropriate, look elsewhere giving priority 
to agencies in the AQS directory,

•	 For academic issues and complaints about 
the University we will always refer to 
Student Voice within the Students’ Union.

•	 Discuss with the client the reasons why 
they can no longer advise them and the 
reason for choosing the agency you are 
referring them to,

•	 Obtain the client’s written consent for the 
referral, keeping a copy on AdvicePro, 

•	 Call the new agency to make an 
appointment- if there is a cost implication 
this must be discussed with the client 
beforehand,

•	 Supply the client with details of the 
appointment and the agency

•	 Using the referral tab on AdvicePro, record 
the details of the referral,

•	 Copy the relevant case notes, and send to 
the new agency by recorded delivery,

•	 If no suitable organisation is identified 
discuss with client and make a note on 
AdvicePro to this effect.

Clients who are referred elsewhere should 
be sent a Feedback Survey when their case is 
being closed asking how the referral went. 

Appendix 3:  
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Appendix 5: Client Charter

Student Advice and Support 
Service – Client Charter

What we will do for you:

•	 Offer you various ways of accessing our 
service; in person, via email, skype or 
telephone. We also have information on our 
website and social media pages.

•	 Give you free, confidential and impartial 
advice using the most up to date resources 
available to us.

•	 Undertake case work for you when this has 
been mutually agreed, and time permits. 
You will be kept informed of the progress of 
this casework.

•	 Investigate any complaints via our 
complaints procedure (full details are in our 
Code of Practice).

•	 Treat you with respect and courtesy.

What we expect in return:

•	 To keep appointments and arrive punctually 
for them. If you cannot attend, then you will 
contact us to cancel the appointment.

•	 Be honest with us and inform us of any 
change in your circumstances – If we are 
not given the full facts we cannot advise you 
accurately. 

•	 Carry out any actions you have agreed with 
your Adviser. 

•	 Let us know if you are not satisfied with any 
aspect of our service, bearing in mind that 
sometimes the advice we give may not be 
what you want to hear! 

•	 Treat us with respect and courtesy.



@LboroAdvice

/Lborostudentadvice

Please contact us if you require this information in an alternative format.
All information and figures are correct at the time of writing but may be subject to change

Loughborough University
E: advice@lboro.ac.uk
For appointments phone: +44 (0)1509 222765
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Members of AdviceUK, UKCISA, NHAS and regulated by 
the Office of the Immigration Services Commissioner.


