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DANCEBOX STUDIOS AND THEATRE WORKS                                                                                  STUDENT COMPLAINTS POLICY
Next Review Date: September 2026
1. Purpose
This policy sets out the framework through which students may raise concerns or complaints about their experience at Dancebox Studios and Theatre Works. It aims to ensure that complaints are handled fairly, transparently, consistently, and in a timely manner, and that students are supported to raise issues without fear of disadvantage.
2. Scope
This policy applies to:
· All students enrolled on FE and HE programmes
· Complaints relating to the quality of services, facilities, teaching delivery, support, or administrative processes
· Issues arising during College activities, placements, or College-managed services
This policy does not apply to:
· Academic judgement (e.g. marks or assessment decisions)
· Matters covered by separate procedures, such as academic appeals, student conduct, or disciplinary matters
3. Principles
Dancebox Studios and Theatre Works complaints process is underpinned by the following principles:
· Fairness, transparency, and consistency
· Accessibility and clarity of process
· Proportionality and timeliness
· Confidentiality and data protection
· Safeguarding of children and vulnerable adults
· Continuous improvement through learning from complaints
4. Definition of a Complaint
A complaint is defined as an expression of dissatisfaction by a student about:
· The standard of service provided by the College
· The actions or decisions of staff or representatives
· A failure to follow College procedures or policies
5. Raising a Complaint
Students are encouraged to raise concerns as soon as possible and normally within a reasonable timeframe of the issue occurring. Complaints may be raised by the student directly or, where appropriate, by a representative acting on their behalf.
6. Stage 1: Informal Resolution
6.1 Purpose
The College encourages early and informal resolution of concerns wherever possible.
6.2 Process
Students should raise concerns with the relevant member of staff, such as:
· Principal 
· Course Leader
Most issues can be resolved promptly at this stage through discussion and clarification.
7. Stage 2: Formal Complaint
7.1 Submission
If the concern cannot be resolved informally, students may submit a formal complaint in writing to the designated College complaints office.
The complaint should include:
· A clear description of the issue
· The impact on the student
· Any relevant supporting evidence
7.2 Investigation and Outcome
The College will investigate the complaint fairly and impartially. A written response outlining the findings and outcome will normally be provided within 10–20 working days, depending on complexity.
8. Stage 3: Review or Appeal (BNU)
8.1 Grounds
Students may request a review of the formal complaint outcome on the following grounds:
· Procedural irregularity
· New evidence that could not reasonably have been provided earlier
· An unreasonable or disproportionate outcome
8.2 Review Process
The review will be conducted by a senior member of staff independent of the original investigation at BNU.. The outcome of the review will be final within the College’s procedures.
9. Safeguarding Considerations
Where a complaint raises safeguarding concerns, particularly involving students under the age of 18 or vulnerable adults, the matter will be referred immediately to the appropriate safeguarding processes. Safeguarding issues may be addressed separately from the complaints procedure where necessary.
10. Support and Representation
Students may seek support from:
· A student representative
· A trusted friend or advocate
Reasonable adjustments will be made to support students with disabilities or additional needs.
11. Confidentiality and Data Protection
All complaints will be handled sensitively and in accordance with data protection legislation. Information will be shared only where necessary and lawful.
12. External Review and Independent Redress
12.1 Higher Education Students
Upon completion of the College’s internal complaints process, HE students may be entitled to request an independent review through the appropriate external body.
12.2 Further Education Students
FE students may be signposted to relevant external bodies where appropriate, in line with regulatory expectations.
13. Vexatious or Repeated Complaints
The College reserves the right to manage complaints that are repetitive, abusive, or vexatious in a proportionate and fair manner, while ensuring access to a legitimate complaints process.
14. Monitoring, Learning, and Improvement
Complaints will be monitored and analysed to:
· Identify themes and trends
· Inform quality enhancement
· Improve policies, procedures, and services
Anonymised data may be reported to senior management.
15. Review and Related Policies
This policy will be reviewed periodically to ensure continued compliance and effectiveness. 
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