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1. Statement of Intent
Babel School of Dance is committed to providing a professional, welcoming, inclusive and high-quality service to all students, parents, carers, teachers, staff, visitors and members of the public.
We take pride in the standard of service we provide and aim to inspire confidence and trust in every interaction with the School.
Our students and their families are at the heart of what we do. We aim to communicate clearly, respond promptly, listen carefully and treat everyone with courtesy, fairness and respect.
All staff representing Babel School of Dance are expected to demonstrate:
· Courtesy – treating everyone politely and respectfully.
· Accuracy – providing clear and correct information.
· Accountability – taking responsibility for the quality of service provided.
· Integrity – acting honestly, fairly and professionally.
· Consideration – recognising individual circumstances and needs.
· Promptness – responding within reasonable timescales and keeping people informed.
· Confidentiality – respecting personal and sensitive information.
· Inclusivity – providing fair and respectful access to our services.

2. Application
This policy applies to everyone working on behalf of Babel School of Dance, including:
· permanent and temporary employees;
· employed and self-employed teachers;
· freelance and visiting teachers;
· teaching assistants;
· administrative staff;
· casual workers; and
· volunteers.
Everyone representing Babel School of Dance is expected to uphold the standards contained within this policy.

3. Responsibility
The Principal has overall responsibility for the implementation and review of this policy.
All staff and teachers have an individual responsibility for providing high-quality customer service and communicating professionally with students, parents, carers, colleagues and members of the public.
Staff should raise concerns about customer service or communication with the Principal where they cannot resolve the matter themselves.

4. Our Commitment
Babel School of Dance will:
· give the welfare and experience of our students a high priority;
· provide a welcoming and supportive environment;
· communicate clearly with students and their families;
· provide accurate and up-to-date information wherever reasonably possible;
· respond to enquiries within reasonable timescales;
· listen to feedback;
· treat concerns and complaints seriously;
· provide an accessible Complaints Procedure;
· respect confidentiality and data protection;
· promote equality, diversity and inclusion;
· consider reasonable adjustments where appropriate;
· regularly review our services and procedures; and
· use feedback to improve the experience of our students and families.

5. Our Customer Service Values
Students, parents and carers are central to Babel School of Dance.
We recognise that every person is entitled to:
· be treated fairly, politely and with respect;
· receive a professional standard of service;
· receive clear and accurate information;
· have their enquiries listened to and taken seriously;
· receive a sensitive response to individual needs and circumstances;
· have concerns addressed within a reasonable timescale;
· know how to make a complaint;
· have complaints considered fairly;
· have personal information treated appropriately and confidentially; and
· have reasonable access to our services without unlawful discrimination.
We recognise that children and young people may communicate differently from adults. Staff should ensure that communication with students is appropriate to their age and understanding.

6. Courtesy and Respect
Courtesy will be demonstrated in all circumstances.
Staff are expected to remain professional, including when dealing with difficult conversations, disagreements or complaints.
Courtesy should be demonstrated through:
· spoken and written language;
· tone of voice;
· body language;
· patience;
· active listening; and
· respectful and professional behaviour.
Staff should not become involved in arguments with students, parents, carers or members of the public.
Where a disagreement cannot be resolved, the matter should be referred to the Principal where appropriate.

7. Accuracy
Babel School of Dance aims to provide accurate and reliable information.
Where a member of staff is uncertain about information, they should check the details before providing an answer rather than making assumptions.
If incorrect information has been provided, we will aim to correct it promptly and explain the correct position.

8. Accountability
Everyone working for Babel School of Dance is responsible for the standard of service they provide.
Staff should:
· take ownership of reasonable enquiries;
· respond or refer the enquiry to the appropriate person;
· follow through on agreed actions;
· keep people informed where a response is delayed; and
· identify opportunities to improve our services.
Concerns about the quality of service that cannot be resolved by an individual member of staff should be referred to the Principal.

9. Integrity
Staff will act honestly, fairly and professionally in all dealings with students, parents, carers, colleagues and members of the public.
Staff must not knowingly provide misleading information or make promises that they are not authorised or reasonably able to fulfil.
Personal information obtained through the course of work must be treated confidentially and in accordance with the School's policies and applicable data protection requirements.

10. Equality, Diversity and Inclusion
Babel School of Dance is committed to providing an inclusive service.
Students, families, staff and visitors will be treated with dignity and respect and without unlawful discrimination.
We recognise that individuals may have different needs and will consider reasonable adjustments where appropriate to enable access to our services.
Discriminatory, harassing or prejudicial behaviour will not be tolerated.

11. Face-to-Face Communication
When communicating face to face, staff should:
· be welcoming, approachable and professional;
· greet students, families and visitors appropriately;
· identify themselves where necessary;
· listen carefully;
· avoid interrupting unnecessarily;
· respond clearly and helpfully;
· respect confidentiality;
· consider individual communication needs; and
· seek assistance where they are unable to answer an enquiry.
Where a confidential or sensitive matter needs to be discussed, staff should make reasonable efforts to hold the conversation away from other students or members of the public.

12. Telephone Communication
Telephone calls should be handled professionally and courteously.
Staff should:
· identify themselves and the School where appropriate;
· listen carefully to the caller;
· provide accurate information;
· take clear messages where necessary;
· avoid discussing confidential information where the caller's identity cannot be appropriately established; and
· arrange for the appropriate person to respond where the enquiry cannot be dealt with immediately.
If a call cannot be answered, messages should be dealt with within a reasonable timescale.

13. Email and Written Communication
Letters, emails, messages and other written communications sent on behalf of Babel School of Dance should be:
· professional;
· courteous;
· clear;
· accurate;
· appropriate to the recipient;
· informative; and
· sent within a reasonable timescale.
Staff should take particular care when communicating information concerning children and young people.
Confidential or personal information must only be shared with appropriate recipients.

14. Social Media and Digital Communication
Communication through social media and other digital platforms must comply with Babel School of Dance's Social Media Policy and safeguarding procedures.
Staff should maintain professional boundaries when communicating electronically with students and families.
Personal social media accounts should not be used to establish inappropriate private communication with students.
Information concerning students, families, staff or the School must not be published or shared inappropriately.

15. Response Times
Babel School of Dance aims to respond to enquiries as promptly as reasonably possible.
During busy periods, performances, examinations, School holidays or staff absence, responses may take longer.
Where an issue requires investigation or input from another person, we will aim to keep the individual informed rather than provide an incomplete or inaccurate response.
Formal complaints will be dealt with in accordance with the timescales contained within our Complaints Policy.

16. Feedback
We welcome constructive feedback from students and their families.
Feedback helps us understand what we are doing well and where improvements may be required.
Where appropriate, feedback may be used to:
· review classes and services;
· improve communication;
· update policies and procedures;
· support staff development;
· improve facilities; and
· enhance the overall student and family experience.

17. Complaints
A complaint is an expression of dissatisfaction about the standard of service, action or lack of action by Babel School of Dance or someone acting on its behalf.
A complaint is generally different from:
· a routine request for a service;
· a request for information;
· a request for clarification of a School policy; or
· a complaint concerning an unrelated third party.
All formal complaints will be managed in accordance with the Babel School of Dance Complaints Policy.
Students and families will not be treated unfairly because they have raised a genuine concern or complaint.

18. Safeguarding Concerns
A safeguarding concern is not treated simply as a customer service complaint.
If information received through a complaint, conversation, email, telephone call or other communication raises a concern about the safety or welfare of a child or young person, the School's Safeguarding and Child Protection procedures must be followed.
Staff should report safeguarding concerns promptly to the Designated Safeguarding Lead in accordance with School procedures.

19. What We Ask of Parents, Students and Visitors
Babel School of Dance believes that good customer service works best where communication is respectful in both directions.
We therefore ask students, parents, carers and visitors to:
· communicate politely with staff;
· provide accurate information where required;
· respect staff, teachers, students and other families;
· allow reasonable time for enquiries to be considered;
· raise concerns through the appropriate channels;
· respect the privacy and confidentiality of other students and families; and
· comply with the School's Terms and Conditions and relevant policies.
We recognise that people may be upset, frustrated or disappointed when raising a concern. They will still be listened to and treated respectfully.
However, Babel School of Dance does not expect staff to tolerate abusive, threatening, intimidating, discriminatory or aggressive behaviour.
Where such behaviour occurs, a member of staff may:
1. calmly explain that the behaviour is unacceptable;
2. ask the individual to communicate respectfully;
3. end a telephone call, meeting or conversation if the behaviour continues; and
4. refer the matter to the Principal.
Where behaviour presents an immediate risk to the safety of staff, students or others, appropriate action will be taken to protect those involved.
This provision will not be used to prevent someone from raising a legitimate concern or complaint.

20. Confidentiality and Data Protection
Information obtained through customer enquiries, communications, complaints or feedback will be handled sensitively.
Personal information will only be shared where there is a legitimate reason to do so and will be handled in accordance with the School's data protection procedures.
Confidentiality does not prevent information from being shared where this is necessary to safeguard a child or where disclosure is otherwise required or permitted by law.

21. Monitoring and Review
The Principal will monitor the effectiveness of this policy and consider feedback, complaints and recurring issues when reviewing the School's customer service.
This policy will be reviewed annually or earlier where:
· legislation or relevant guidance changes;
· School procedures change;
· a significant incident identifies a need for review; or
· experience indicates that improvements are required.

Related Babel School of Dance Policies
This policy should be read alongside the:
· Complaints Policy
· Staff and Volunteer Code of Conduct
· Safeguarding and Child Protection Policy
· Social Media Policy
· Photography and Filming Procedure
· Health and Safety Policy
· Accident and Incident Procedure
· Data Protection and Privacy procedures
· Terms and Conditions
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