STUDENT REGISTRY SERVICE STANDARDS

The Student Registry is responsible for the accurate collection and maintenance of student data from enrolment to graduation. Accordingly, we provide a range of services to current and past students, internal and external customers and agencies. Information about the services we provide is published on http://www.uel.ac.uk/financialservices/stewardship/registry.htm 

While some of your enquiries can be dealt with directly, others need to be referred to the Schools and other service providers. For your convenience many of our processes have been made available online. However some enquiries can be dealt with face-to-face, by phone, fax or post.

We are:

· Available to speak face-to-face to all our customers on a daily basis (Monday to Friday, 9.00am to 5.00pm, excluding UEL and public holidays). 
· Contactable by phone via the Finance & Registry Help Team on telephone number 020-8223-7526 (8.30am to 5.00pm, Monday to Friday, excluding UEL and public holidays) 

· Contactable via e-mail address finance.registry@uel.ac.uk (for student records queries), assess@uel.ac.uk (for assessment queries from students) and verification@uel.ac.uk (for sponsors and external organisations) wishing to write to us with enquires, queries, to request advice or notify us of concerns or complaints.
· Contactable directly via fax number 020-8223-2839.

· Contactable directly by letter, which should be sent to us at the following address:
Student Registry

Room E.B.2.17

University of East London

University Way
London, E16 2RD

We aim to: 
· Reply all written enquiries (via email, letter or fax) within 3 working days.
· Answer telephone calls made during office opening hours promptly (within 4 rings) or divert to another available number.
· Acknowledge enquiries in person immediately. It the enquiry cannot be dealt with straight away or needs to be referred to someone else, the enquirer will be informed of the location of the relevant service provider.

· Process amendments to records – enrolment status, programme details, fees, mode of attendance, award - within 3 working days, except during Validation and Enrolment where all amendments will be completed within 3 weeks.

· Send official transcripts and award certificates to your home address within 8 weeks from the time the results are published (Module results can be viewed online after the Field Boards have met).
· Process requests for duplicate transcripts and certificates within 5 working days (pending cleared payment, if applicable). Requests have to be made in writing (possibly email).
· Deal with reference requests within 3 working days. Requests have to be made in writing (email, fax or letter) with appropriate student signed consent.
We will:

· Provide services in a courteous, prompt and efficient manner, abiding by the University’s policies, equal opportunities, data protection and freedom of information.

· Welcome your feedback and suggestions related to our service delivery and consider the viability of these in our annual service standards review.

Registry experiences peaks in demand in certain times of the year. During these times it might take a little longer than usual to respond to requests.

