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Hallam Students' Union Advice Service
Terms of Service
About this Document 
These Terms of Service explain how the Advice Service works, the level of service students can expect, and how students can help us provide the best possible service. 
By continuing to use the Advice Service, you confirm that you have read, understood and accepted these Terms of Service
The Students’ Union Advice Service is part of Hallam Students' Union, an independent charity. We provide free information, advice and guidance to students studying at Sheffield Hallam University and students studying at partner institutions delivering Sheffield Hallam University courses. 
The Advice Service provides information, advice and guidance on:
· University policies, procedures and regulations
· Student funding and finance
· Tenancy Agreements
· Other student-related matters within our areas of expertise

We help students understand their options, rights and responsibilities, helping students make informed decisions and take appropriate action to resolve issues independently wherever possible. 
We will provide information, advice and guidance however, we expect students to take their own action and to explore their available options before we become more directly involved. Where additional support is needed, we will discuss the most appropriate level of assistance based on the circumstances and our service capacity. 

Before seeking advice, students should:

1. Read the relevant University regulations, policies and procedures.
2. Review the self-help information and guidance available on the Advice Centre website.
3. Contact the relevant University department, Hallam Help or other appropriate service to seek clarification or resolve the issue.
4. Follow any advice or actions already provided by the University where reasonable to do so.
5. Gather relevant information, documents and correspondence relating to their situation.
Students remain responsible for pursuing their own case, meeting deadlines and taking actions that they can reasonably undertake themselves.
The Advice Service does not make decisions on behalf of Sheffield Hallam University and cannot guarantee any particular outcome.
The Advice Service may introduce temporary service restrictions, where demand exceeds available capacity, changes to service delivery, or suspend services. Such measures will be implemented to ensure available resources are used effectively and to maintain a safe and sustainable service.
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1. About the Service
1.1
The Advice Service is free, confidential, independent and impartial.
1.2 Independence
1.2.1
The Advice Service is independent from Sheffield Hallam University.
1.2.2
We do not make decisions about academic outcomes, funding, appeals, complaints, disciplinary matters, course administration or any other University process.
1.2.3
We cannot instruct the University to take a particular action, overturn a decision or guarantee any outcome.

2. Who We Can Help
2.1
Current students enrolled on a Sheffield Hallam University course, including those studying at partner institutions delivering Sheffield Hallam University programmes.
2.2
Prospective students who have received a formal offer from Sheffield Hallam University or a partner college.
2.3
Prospective students who have not yet received a formal offer, although support may be limited to information and guidance.
2.4
Former students whose case remains active or who graduated within the previous 12 months.
2.5
Students from the University of Sheffield under the reciprocal arrangement between both Students' Unions, where a conflict of interest exists.
2.6
Parents, relatives or advocates only with a student’s permission and where exceptional circumstances prevent the student from contacting us themselves.

3. Course-Related and Student Record Enquiries
3.1
For enquiries about your course, student status, enrolment, attendance, assessments, progression, interruptions of study, withdrawals, or other matters recorded on your student record, you should contact Hallam Help to speak to a University Student Support Adviser in the first instance. When contacting Hallam Help, be clear about who would like to speak to and why you would like to speak to them. 3.2
The Advice Service does not have access to university student records and cannot view the information available to university staff.
3.3
As a result, we may be unable to identify all available options until you have spoken to the University and shared relevant information with us.
3.4
Once you have received an explanation, response or decision from the University, we may be able to:
· Explain the outcome and its implications.
· Explain relevant policies, procedures and regulations.
· Explain how a decision may affect matters such as funding or housing.
· Help you understand how to challenge a decision where appropriate.
3.5
To help us provide accurate advice, we may ask you to provide relevant correspondence and documentation, including emails, letters, decisions and other communications received from the University.

4. What We Can Do
4.1
Explain regulations, policies, procedures and processes.
4.2
Help you understand your options, rights, responsibilities and possible next steps.
4.3
Provide advice and guidance to help you navigate University processes.
4.4
Review documents and provide feedback on draft statements, forms and correspondence.
4.5
Accompany and support students at formal University meetings where appropriate and where sufficient notice is provided.
4.6
Where appropriate, and with your consent, contact the University or another organisation on your behalf.
4.7
Refer or signpost students to other services or organisations.

5. What We Cannot Do
5.1
Write complaints, appeals, statements or responses on your behalf.
5.2
Complete forms, applications or submissions for you.
5.3
Provide legal advice, legal representation, VISA, CAS or immigration advice.
5.4
Provide regulated debt advice.
5.5
Provide counselling, mental health treatment, crisis intervention or emergency support.
5.6
Guarantee the outcome of any application, appeal, complaint or university process.

6. Accessing the Service
6.1 Self-Help Resources
Students should review the information and guidance available on our website before contacting the service.
6.2 Online Enquiries
The preferred route for accessing advice is through our online enquiry form.
Students should provide all relevant information, including key dates, outcomes and supporting documentation.
Providing complete information at the outset helps us assess enquiries more effectively.
6.3 Multiple Enquiries
Students should submit one enquiry per issue.
Submitting multiple enquiries or contacting the service through multiple channels will not result in a faster response.
Students who need to provide additional information should update their existing enquiry or respond directly to their adviser.
6.4 Email Enquiries
The Advice Service does not accept new enquiries through its general inbox.
Students contacting the Advice Service by email with a new enquiry will be directed to the online enquiry form.
6.5 Drop-In Service
The drop-in service is intended for new enquiries and initial guidance.
Drop-in appointments are limited to 20 minutes.
Advisers are unable to review extensive documentation during a drop-in session.
Complex matters may require submission of supporting documentation for review or a booked appointment.
Details of drop-in sessions are published on our website and are subject to change, 

7. Service Standards and Student Responsibilities
7.1 What you can Expect from us
We will seek to provide advice or information appropriate to the circumstances of your case.
We aim to acknowledge enquiries within five working days.
We aim to complete initial non-urgent casework within fourteen working days where possible.
Where we are unable to meet these timescales, we will seek to keep you informed.
We will consider requests for reasonable adjustments where appropriate and practicable.
Where insufficient information is available, there has not been enough time to fully consider the matter, or service demand affects capacity, support may be limited to general information and guidance.

7.2 What We Ask of You
You should:
· Provide accurate, complete and timely information.
· Tell us about any deadlines, meetings or important dates as soon as possible.
· Engage with the advice process.
· Take reasonable responsibility for progressing your case.
· Treat staff and other service users with courtesy and respect.
· Respond to requests for information within reasonable timescales.
· Tell us about developments or decisions that may affect your case.
· Let us know when your matter has been resolved.
7.3 Feedback on Documents
Advisers will not review excessive documentation.
Advisers will provide detailed feedback on a draft document once.
Further reviews may be provided at an adviser's discretion.

8. Managing Expectations and Service Limitations
8.1
The Advice Service aims to provide accurate, realistic and constructive advice.
8.2
We can help students understand legislation, policies and procedures within our areas of expertise but cannot guarantee outcomes.
8.3
Advice and support provided will depend on:
· The circumstances of the case.
· Available information and evidence.
· Service capacity.
· Adviser judgement.
8.4
During periods of exceptional demand, reduced staffing or limited capacity, we may temporarily amend, prioritise or restrict aspects of our service.
8.5
Support may be limited where requests become excessive, repetitive or disproportionate.
Examples include:
· Repeatedly requesting updates before published response times have elapsed.
· Submitting multiple enquiries about the same issue.
· Repeated requests to review substantially unchanged documents.
· Requests that fall outside the remit of the service.
· Expecting advisers to undertake tasks students can reasonably complete themselves.
8.6
Where a conflict of interest exists, support may be limited to information and signposting.

9. Appointments and Case Closures
9.1
If you cannot attend an appointment, please tell us as soon as possible.
9.2
Failure to attend an appointment without notice may result in your case being closed.
9.3
Repeated non-attendance may result in support being limited or withdrawn.
9.4
Cases may be closed where requested information is not provided within five working days, unless otherwise agreed.
9.5
Cases may be closed where students do not engage with agreed actions or service processes.
9.6
Cases will normally be closed when an issue is resolved, or no further advice can be provided.
9.7
Closed cases may be reopened at the discretion of the Advice Team.

10. Confidentiality, Data Protection and Safeguarding
10.1 
Information shared with the Advice Service will be treated as confidential. 
10.2 
Information will not be shared outside Hallam Students' Union without your consent. 
10.3 
There are limited circumstances where information may be shared without consent. 
These circumstances include: 
10.4.
Where required by law (with a court order). 
10.5
Where there is a safeguarding concern. 
10.6 
Where there is a risk of serious harm to you or another person. 
10.7
Where information suggests a risk relating to suicide, self-harm, abuse, neglect or other serious welfare concerns. 
10.8
Continued unreasonable, threatening or abusive behaviour. 
10.9 
The Advice Service is not a crisis or emergency support service and staff are not qualified to assess suicide or self-harm risk. Any disclosure suggesting a risk of serious harm may therefore be treated as a safeguarding concern and acted upon accordingly. 
10.10
Where possible, we will inform you before sharing information. However, where there is an immediate risk of harm, information may be shared without prior consent. 
[bookmark: _Int_hDiJ9uxI]10.11 For details of how we store your data please see our GDPR and Confidentiality Statement.

11. Withdrawal or Limitation of Service 

The Advice Service may withdraw, suspend or limit support see 8.4 above 
and our withdrawal policy for details.

Advice Withdrawal Agreement


12. Complaints
If you are unhappy with any aspect of the Advice Service, please contact the Advice Manager at c.hayden@shu.ac.uk in the first instance. We will seek to discuss your concerns and resolve the issue wherever possible.
Advice Complaints Procedure
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