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1. Statement of Intent
Rokita School of Dance is committed to providing a professional, welcoming and supportive experience for all students, parents, guardians, schools, venues and members of the public.
The aim of this policy is to ensure that all individuals are treated with courtesy, respect and professionalism, and that any concerns or complaints are handled fairly, consistently and promptly.
Rokita School of Dance values feedback and recognises that concerns and complaints can provide valuable opportunities to improve services and maintain high standards.

2. Core Values
The following values underpin all activities undertaken by Rokita School of Dance:
Respect
All individuals will be treated with dignity, courtesy and consideration.
Professionalism
Communication and conduct will be professional at all times.
Integrity
Information will be communicated honestly and accurately.
Accountability
Concerns will be taken seriously and addressed appropriately.
Inclusion
All students, parents and visitors will be treated fairly and equally.
Continuous Improvement
Feedback is welcomed and used to help improve services wherever possible.

3. Standards of Customer Service
Rokita School of Dance aims to:
· Respond to enquiries promptly.
· Communicate clearly and professionally.
· Treat everyone fairly and respectfully.
· Maintain confidentiality where appropriate.
· Provide accurate information.
· Deliver classes and services to a high standard.
· Create a welcoming and supportive environment.

4. Communication Standards
Face-to-Face Communication
When interacting in person, Rokita School of Dance will:
· Be welcoming and approachable.
· Listen carefully to concerns and enquiries.
· Communicate respectfully.
· Maintain professional boundaries.
· Respond calmly and constructively.
Students, parents and visitors are expected to communicate respectfully in return.

Telephone Communication
Telephone communication should be:
· Professional
· Courteous
· Clear
· Respectful
Where a call cannot be answered immediately, every reasonable effort will be made to respond within a reasonable timeframe.

Email Communication
Email correspondence should:
· Be professional and respectful.
· Contain accurate information.
· Be clear and easy to understand.
· Maintain confidentiality where appropriate.
Rokita School of Dance aims to respond to emails as promptly as reasonably practicable.

Social Media Communication
Social media should be used respectfully.
Messages, comments and interactions should:
· Remain courteous.
· Avoid abusive language.
· Respect privacy and safeguarding requirements.
· Avoid sharing confidential information.
Inappropriate online behaviour may result in communication being restricted.

5. Feedback
Feedback is welcomed and encouraged.
Positive feedback helps identify what is working well, while constructive feedback helps improve services.
Feedback may be provided through:
· Email
· Conversations
· Registration forms
· Surveys
· Social media messages
All feedback will be considered respectfully.

6. Complaints Procedure
Rokita School of Dance aims to resolve concerns quickly, fairly and informally wherever possible.
A complaint is any expression of dissatisfaction relating to:
· Services provided.
· Communication.
· Conduct.
· Administration.
· Policies or procedures.
Complaints regarding third parties outside the control of Rokita School of Dance are not covered by this procedure.

7. Stage One – Informal Resolution
Most concerns can be resolved quickly through discussion.
Individuals are encouraged to:
· Raise concerns as soon as possible.
· Explain the issue clearly.
· Suggest how they believe the matter could be resolved.
Rokita School of Dance will seek to:
· Listen carefully.
· Clarify the issue.
· Resolve concerns promptly where possible.
Many concerns can be resolved at this stage without requiring a formal complaint.

8. Stage Two – Formal Complaint
If a concern cannot be resolved informally, a formal complaint may be submitted in writing.
Complaints should include:
· Name of complainant.
· Contact information.
· Description of the issue.
· Relevant dates and details.
· Desired outcome where appropriate.
Formal complaints should be sent to:
rokitaschoolofdance@gmail.com

9. Investigation of Complaints
Upon receipt of a formal complaint:
· The complaint will be acknowledged.
· Relevant information will be reviewed.
· Additional information may be requested.
· Any individuals involved may be consulted.
· Records may be examined where relevant.
Investigations will be conducted fairly and impartially.

10. Response Times
Rokita School of Dance aims to:
· Acknowledge complaints within 5 working days.
· Provide a response within 10 working days where reasonably practicable.
Where an investigation requires additional time, the complainant will be informed and provided with an updated timescale.

11. Outcomes
Following investigation, outcomes may include:
· An explanation.
· An apology where appropriate.
· Clarification of procedures.
· Corrective action.
· Service improvements.
· Confirmation that no further action will be taken.
Each complaint will be considered on its own merits.

12. Complaints About the Principal
As Rokita School of Dance is operated by a sole trader, complaints concerning Tamika Rokita should be submitted in writing.
All complaints will be reviewed objectively and fairly.
Where appropriate, independent advice may be sought.

13. Unreasonable Behaviour
Rokita School of Dance is committed to treating all individuals respectfully.
However, abusive, threatening, discriminatory or aggressive behaviour towards staff, students, parents or visitors will not be tolerated.
Examples include:
· Verbal abuse
· Harassment
· Threatening behaviour
· Offensive language
· Repeated unreasonable demands
Where such behaviour occurs, Rokita School of Dance reserves the right to:
· End conversations.
· Restrict communication methods.
· Refuse services where appropriate.
· Report serious matters to relevant authorities.

14. Learning from Complaints
Complaints can provide valuable opportunities for improvement.
Rokita School of Dance will seek to:
· Identify recurring issues.
· Improve communication.
· Improve procedures.
· Enhance service quality.
· Prevent similar concerns arising in future.

15. Confidentiality
Complaints will be handled sensitively and confidentially wherever possible.
Information will only be shared where necessary to:
· Investigate the complaint.
· Meet legal obligations.
· Protect individuals from harm.

16. Policy Review
This policy will be reviewed annually or sooner if:
· Legislation changes.
· Business practices change.
· A complaint highlights the need for review.

17. Contact Information
Rokita School of Dance
Principal: Tamika Rokita
Email: rokitaschoolofdance@gmail.com
Rokita School of Dance is committed to providing a professional, respectful and supportive experience for all participants and members of the community.

