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1. Purpose
At Babel School of Dance, we are committed to providing an outstanding experience for every student and family. We recognise that, despite our best efforts, concerns or complaints may occasionally arise.
We view complaints as an opportunity to listen, learn and improve our provision. Our aim is to resolve concerns fairly, promptly and respectfully while maintaining positive relationships wherever possible.
2. Policy Aims
Our complaints procedure is designed to:
· provide a clear, fair and accessible process for raising concerns or complaints;
· ensure complaints are handled consistently, sensitively and without bias;
· resolve issues as quickly as possible;
· maintain positive relationships between the School and families;
· protect confidentiality throughout the process; and
· use feedback to improve the quality of our teaching, communication and services.
3. What Is a Complaint?
A complaint is any expression of dissatisfaction, whether justified or not, about any aspect of Babel School of Dance, including:
· teaching or class delivery;
· communication;
· customer service;
· policies or procedures;
· facilities or health and safety;
· performances, examinations or events; or
· the behaviour of staff, volunteers or other members of the School community.
4. Who Can Make a Complaint?
Complaints may be made by:
· parents or carers;
· students;
· prospective families;
· members of the public; or
· other individuals involved with the School.
Staff complaints are not covered by this policy and should be raised through the School's Grievance Procedure.
5. How to Raise a Complaint
We encourage concerns to be raised as soon as possible so they can often be resolved informally.
Complaints may be made:
· in person;
· by telephone;
· by email; or
· in writing.
Where appropriate, we encourage parents and carers to discuss concerns with the relevant teacher before making a formal complaint.
6. Our Complaints Procedure
Stage 1 – Informal Resolution
Many concerns can be resolved quickly through an informal conversation with the class teacher or the Principal.
We aim to acknowledge informal concerns within 2 working days and resolve them wherever possible within 10 working days.
Stage 2 – Formal Complaint
If the matter cannot be resolved informally, a formal complaint should be submitted in writing to the Principal.
The complaint should include:
· the complainant's name and contact details;
· a clear description of the concern;
· relevant dates or events;
· any supporting information; and
· the outcome being sought.
The Principal will:
· acknowledge receipt within 5 working days;
· investigate the complaint fairly;
· speak with relevant individuals where necessary;
· review any supporting evidence; and
· provide a written response, normally within 20 working days.
If additional time is required, the complainant will be informed of the reason and an updated timescale.
Stage 3 – Review
If the complainant remains dissatisfied, they may request a review of the decision within 10 working days of receiving the outcome.
Where the complaint concerns the Principal, the review will be conducted by Valerie Salter or another suitably independent person appointed by the School.
The review decision will normally be final.
7. Confidentiality
All complaints will be handled with sensitivity and confidentiality.
Information will only be shared with those who need it in order to investigate and resolve the complaint, and personal information will be managed in accordance with UK data protection legislation.
8. Unreasonable or Vexatious Complaints
Babel School of Dance is committed to treating all complainants with respect and expects the same in return.
The School may limit or refuse communication where behaviour is abusive, threatening, discriminatory or persistently unreasonable. This will not prevent genuine complaints from being considered fairly.
9. Recording Complaints
A confidential record will be kept of formal complaints, including:
· the nature of the complaint;
· the investigation undertaken;
· the outcome;
· any actions taken; and
· any improvements identified.
Complaint records will be retained securely in line with the School's data retention procedures.
10. Learning and Improvement
Following the resolution of a complaint, Babel School of Dance will consider whether changes to policies, procedures, training or communication could improve the experience of students and families and reduce the likelihood of similar issues arising.
11. Related Policies
This policy should be read alongside:
· Safeguarding and Child Protection Policy
· Code of Conduct
· Health and Safety Policy
· Social Media Policy
· Grievance Policy (staff)
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