Financial Support Office Drop In Service Statement
1.
The Financial Support Office (FSO) will publicise the Drop In service widely, via: 
· Posters
· FSO website
· Plasma screen in the Student Services Centre (SSC)
· Notice in the SSC

· Academic departments

· Induction/department talks

How we will achieve this:

	Activity
	Timeframe
	Monitoring

	Posters will be reviewed and, if necessary, re-printed
	Beginning of each academic year


	FSO Deputy Manager with responsibility for Drop In will ensure posters are reviewed

	Drop In information on the FSO website will be reviewed
	At least every three months


	FSO Website Manager will review the relevant web page

	Student Services Centre Advice and Reception Team will maintain Drop In information on the plasma screen; FSO to advise of any changes needed
	Beginning of each academic year
	FSO Deputy Manager with responsibility for Drop In will ensure plasma screen information is correct and spot check it during the academic year

	Notice to be displayed on the SSC counter
	Beginning of each academic year
	FSO Deputy Manager with responsibility for Drop In will ensure notice is correct and spot check during the academic year

	Drop In information to be included in induction talks/departmental talks
	Beginning of each academic year
	FSO Deputy Manager with responsibility for Drop In will ensure information is included in talks


2. Drop In sessions will be held between 1pm and 2pm every day during term time, and on Mondays, Wednesdays and Fridays during vacation periods. Information disclosed during the Drop In will remain confidential.
How we will achieve this:

	Activity 
	Timeframe
	Monitoring

	Adequate staff will be available
	During the advertised hours
	Deputy FSO Manager with responsibility for Drop In will ensure that there is adequate staff cover

	Students may be taken to a private room on request
	During the advertised hours
	


3. During the Registration period, tailored Drop In arrangements will operate. These Drop In arrangements will be publicised to new arrivals. 

How we will achieve this:

	Activity 
	Timeframe
	Monitoring

	Review performance of previous year’s arrangements
	August
	Deputy FSO Manager with responsibility for Drop In to review previous Registration arrangements

	Adequate staff will be available
	During the advertised hours
	Deputy FSO Manager with responsibility for Drop In to ensure that there is adequate staff cover.

	Registration Drop In arrangements will be publicised on FSO website for expected students 
	At least two weeks before the start of Registration
	FSO Manager to ensure Registration arrangements have been finalised. FSO Website Manager to ensure information published 

	Registration Drop In arrangements will be publicised around the Student Services Centre
	During Registration
	Deputy FSO Manager with responsibility for Drop In to ensure that Registration handout is produced


4. The Financial Support Office (FSO) will publicise any anticipated or unexpected changes or cancellations to the Drop In service, via:

· FSO website

· Notice in the SSC

How we will achieve this:

	Activity
	Timeframe
	Monitoring

	Drop In web page to be updated
	At least two days before the intended change/cancellation

	FSO Website Manager will ensure Drop In page is updated and out of date information is removed. Where a change or cancellation occur with less than two days notice, FSO Manager to review the reason for the change/cancellation 

	Notice to be displayed on the SSC counter
	At least two days before the intended change/cancellation
	FSO Deputy Manager with responsibility for Drop In to ensure change/cancellation notice displayed. Where a change or cancellation occurs with less than two days notice, FSO Manager to review the reason for the change/cancellation


5. Students will be seen on a first come, first served basis.
How we will achieve this:
	Activity 
	Timeframe
	Monitoring

	Notices will clearly indicate where students should queue
	n/a
	Staff member taking the Drop In will ensure students are seen in turn


6. All students who come between 1pm and 2pm will be seen, regardless of how many people attend a given session. Students who arrive after 2pm are not guaranteed to be seen.

How we will achieve this:
	Activity 
	Timeframe
	Monitoring

	Drop In will be extended beyond 2pm where there are still students waiting who arrived before 2pm
	During Drop In
	The member of staff taking the Drop In or another member of FSO staff will ask students arriving after 2pm to return to another session


7. Students will not normally wait longer than 10 minutes to be seen.

How we will achieve this:
	Activity 
	Timeframe
	Monitoring

	Where a case is complex, the student may be offered a scheduled appointment outside the Drop In hour 
	Within 2 days of the Drop In session
	FSO staff member taking the Drop in or FSO Deputy Manager with responsibility for Drop In to ensure student is given a follow up appointment

	Where a Drop In session is exceptionally busy, an additional staff member may assist 
	During Drop In
	FSO Deputy Manager with responsibility for Drop In to ensure Drop In attendance is monitored over time and that additional staff resources made available if required


8. Where a query requires follow up communication, students can expect to receive an email from a member of FSO staff which either resolves the query or updates them on their case within 48 hours.

How we will achieve this:
	Activity 
	Timeframe
	Monitoring

	Member of staff holding the Drop In will send a follow up email, or refer the matter to another member of FSO staff for action
	Within 2 days
	


9. FSO will make all reasonable adjustments to accommodate students with disabilities.
How we will achieve this:
	Activity 
	Timeframe
	Monitoring

	A student may be offered a scheduled appointment outside the Drop In hour 
	Within 2 days of the Drop In session
	FSO staff member taking the Drop in or FSO Deputy Manager with responsibility for Drop In to ensure student is given a follow up appointment

	Consultations may be held in the LSE Disability and Well-being Office where this is more appropriate
	Within 2 days of the student contacting FSO
	FSO staff member taking the Drop in or FSO Deputy Manager with responsibility for Drop In to ensure student is given an appointment or offered an arrangement which is suitable for the student 


10. All students who attend an FSO Drop In session will be given an opportunity to provide feedback on the service. Feedback will be acted upon and students updated on what has occurred as a result of feedback provided.
How we will achieve this:
	Activity 
	Timeframe
	Monitoring

	Feedback form to be available on FSO website
	Permanently 
	Feedback to be collected and used to improve Drop In service

	Feedback updates to be published on FSO website
	As appropriate
	Deputy FSO Manager with responsibility for Drop In will


11. Complaints against the FSO Drop In service will be addressed in an appropriate and timely manner. 
How we will achieve this:
	Activity 
	Timeframe
	Monitoring

	Complaints procedure to be published on ARD website; hard copies to be available on request
	Permanently 
	Deputy FSO Manager with responsibility for Drop In will address all complaints in accordance with the published complaints procedure
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