
 
 

 

International Student Advice (ISA)  

Client Care Letter 
Last updated: June 2026  

The University of Surrey’s International Student Advice (ISA) team offers free, confidential, impartial visa guidance and 

advice to current and prospective international students, their dependants and graduates transitioning to the Graduate 

Route visa, as well as EU Nationals applying to the EU Settlement Scheme. The Client Care Letter applies to every 

interaction with ISA from this point onwards and can be used for the duration of your course.    

Regulation of Advice: The University of Surrey offers these services as a licensed sponsor exempt from Immigration 

Advice Authority (IAA) registration, while in full compliance with the IAA code of standards. Full details on how we operate 

are set out in our Conditions of Service. These conditions must be read thoroughly before signing the Client Care Letter. 

As a Home Office licensed sponsor, we will not charge you a fee for providing immigration advice and services. However, 

you remain subject to any Home Office application fees and other disbursements. 

Contacting us: ISA are responsible for managing your case and can be contacted on Surrey Support or 01483 983952. 

ISA are based in Level 1 of Senate House, Stag Hill, Guildford, GU2 7XH but hold appointments with students in the 
MySurrey Hive, Room 4 only. We will keep you informed of the progress of your case and any developments as and when 
they arise. For any periods when your allocated Adviser is out of the office, or otherwise unable to work on your case, 
another interim advisor of the ISA team may contact you. Interim advisors will be one of the designated members of ISA 
that may provide immigration advice. If you have an Agent liaising on your behalf, we will need written confirmation 
stating that you agree for us to communicate with them. An International Student Adviser will respond as soon as possible 
to any enquiries submitted on Surrey Support or calls made to our office about your case but ask you to understand that 
during busy times a prompt reply is not always possible. If you need to speak to an Adviser, please use this link to book 
an online or in person appointment. If no slots are available and you need to see an adviser urgently, please submit an 

enquiry to us at Surrey Support and ask if an adviser can arrange an appointment with you. 

 
Professional Standards: In order to ensure our advisers, work to the highest professional standards, they engage in 

regular professional training and development.  The ISA team provides advice in good faith, based on the information 

you provide at the time. ISA will make every effort to ensure that the advice you receive is accurate and up to date in 

that moment. Please note that immigration regulations and procedures are subject to change, sometimes at short notice. 

We cannot accept responsibility for any errors or omissions arising from your failure to provide us with full information 

or for decisions made by the Home Office or other agencies. 

Limitations of Service and Referrals: Our immigration advice relates to study and academic activity at the University 

of Surrey. This means that the scope of our immigration advice is limited and that our advice service is 1) Provided free 

of charge, 2) Strictly restricted to individuals we are directly sponsoring or those with the intention of studying at the 

University of Surrey, 3) Strictly related to matters on a migrant’s Student visa application under the Points-Based System, 

an application for entry clearance, leave to enter or leave to remain. As such, ISA may decide it is in your best interest to 

contact an outside party for further advice or guidance relating to your case. 

Conflict of Interest: Where there is a real or potential conflict of interest, our advisers will inform you of this and you 

will be given reasonable notice to consider whether you wish to seek external immigration advice. You will be asked to 

give consent in writing before the ISA Adviser begins or continues to act for you. Full details on how we operate if there 

is a conflict of interest are set out in our Conditions of Service.   

https://visas.surrey.ac.uk/working-after-your-studies
https://visas.surrey.ac.uk/working-after-your-studies
http://www.legislation.gov.uk/uksi/2009/506/article/3/made
https://eur02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.gov.uk%2Fgovernment%2Fpublications%2Foisc-code-of-standards-commissioners-rules-2012&data=05%7C02%7Ck.opoku%40surrey.ac.uk%7C6c5ee2d120c0459364b808dd51bcacfe%7C6b902693107440aa9e21d89446a2ebb5%7C0%7C0%7C638756592968874126%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=Y48EYx%2Fz6YHUuakq1xy2ilTOEEE3bta0Cv%2B6azWjvx0%3D&reserved=0
https://surrey-content.surrey.ac.uk/sites/default/files/2020-11/iss-conditions-of-service.pdf
https://support.surrey.ac.uk/
https://surreyac.sharepoint.com/sites/Hive/SitePages/International-Student-Support.aspx
https://surreyac.sharepoint.com/sites/Hive/SitePages/International-Student-Support.aspx
https://support.surrey.ac.uk/
file:///C:/Users/rj0029/Downloads/Conditions%20of%20service-May-2024.pdf


 
 

Records of Advice and Data Protection: All personal and contact information held in connection to any individual 

case will be maintained in accordance with the provisions of Data Protection. Information on how we handle your data 

can be found in the Conditions of Service.  

Contacting External Organisations: ISA may decide to contact an external organisation such as the Home Office or 

the UK Council for International Student Affairs (UKCISA) for further guidance and advice about your case. ISA will advise 

you whenever possible if this is required. However, if there is a tight time frame, for example your visa expires on the 

same day, your case needs to be resolved and we do not hear from you to confirm if we can contact the third party (for 

example, UKCISA or the Home Office), we will share your data unless you have expressly told us not to by signing the 

Data Sharing Declaration in the end of this document.   

Complaints: Information about the University’s complaint handling process can be found on the website of the Office 

of Student Complaints, Appeals, and Regulations (OSCAR). If you are an applicant and still have not registered with the 
University, please visit the Admissions Complaints Procedure.  
 

Agreement – Client Care Letter  
By signing the agreement below, you are confirming that you have read, understood, and accept the Client Care Letter. 
You are also agreeing for an ISA Adviser to act on your behalf on the resolution of your case.  

 

SRN (7 numbers): ___ ___ ___ ___ ___ ___ ___ 

 

Name: ____________________________________________________________________________ 

 

Signature: _________________________________________________________________________ 

Today’s Date: ___ ___/ ___ ___/ ____ ____ (DD/MM/YY) 

 

Current Immigration Status (if applicable):  

Visa Type: _________________________________________________________________________ 

Start Date of Visa: ___ ___/ ___ ___/ ____ ____ (DD/MM/YY) 

End Date of Visa: ___ ___/ ___ ___/ ____ ____ (DD/MM/YY) 

Data Sharing Declaration  
There may be occasions when ISA need to share your data with the external parties (i.e. UKCISA and the Home Office). For 

example, if there is a tight time frame and your visa expires on the same day, your case needs to be resolved and we do 

not hear from you to confirm if we can contact the third party. We do this in our legitimate interest to support you.  

If you DO NOT want ISA to contact an external party (i.e. UKCISA and the Home Office) in this way, sign below, otherwise 

leave blank. 

If you sign below, we will not be able to contact the Home Office and UKCISA on your behalf and this may impact our 

ability to support you. 

Signature: _________________________________________________________________________ 

Please note that there are occasions when confidentiality cannot be adhered to. This includes meeting Home Office 

immigration compliance obligations. For further details, refer to the Conditions of Service.   

https://www.surrey.ac.uk/sites/default/files/2018-08/data-protection-policy-2018.pdf
file:///C:/Users/rj0029/Downloads/Conditions%20of%20service-May-2024.pdf
https://ukcisa.org.uk/
https://www.surrey.ac.uk/office-student-complaints-appeals-and-regulation
https://www.surrey.ac.uk/office-student-complaints-appeals-and-regulation
https://www.surrey.ac.uk/apply/policies/admissions-complaints-procedure
file:///C:/Users/rj0029/Downloads/Conditions%20of%20service-May-2024.pdf

