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S k i n  Ae st h et i c s  &  Ac a d e my  –  Stu d e n t  C u sto m e r  S e r v i c e  Po l i cy

Rev i ew  D a te :  1 3 /6 /27

Po l i cy  Sta te m e n t

 At  S k i n  Ac a d e my,  we  a re  c o m m i t te d  to  d e l i ve r i n g  exc e l l e n t  c u sto m e r  se r v i c e  to  a l l

o u r  stu d e n ts .  We  a i m  to  c re a te  a  we l c o m i n g ,  su p p o r t i ve,  a n d  re s p e c tfu l  l e a r n i n g

e nv i ro n m e n t  w h e re  stu d e n ts  fe e l  va l u e d ,  h e a rd ,  a n d  e m p owe re d  to  su c c e e d .  T h i s

p o l i cy  o u t l i n e s  o u r  a p p ro a c h  to  stu d e n t  su p p o r t ,  c o m m u n i c a t i o n ,  se r v i c e

sta n d a rd s ,  a n d  c o m p l a i n t  re so l u t i o n .

1 . Pu r p o se  of  t h e  Po l i cy

T h i s  p o l i cy  i s  i n  p l a c e  to :

E n su re  stu d e n ts  re c e i ve  a  c o n s i ste n t ,  h i g h - q u a l i ty  se r v i c e.

O u t l i n e  w h a t  stu d e n ts  c a n  ex p e c t  f ro m  t h e  a c a d e my  i n  te r m s  of  su p p o r t  a n d

c o m m u n i c a t i o n .

D ef i n e  h ow  we  re s p o n d  to  stu d e n t  e n q u i r i e s ,  c o n c e r n s ,  a n d  fe e d b a c k .

Pro m ote  a  c u l tu re  of  p rofe ss i o n a l i s m ,  re s p e c t ,  a n d  a c c o u n ta b i l i ty.

2 .  S c o p e

T h i s  p o l i cy  a p p l i e s  to :

A l l  s tu d e n ts  e n ro l l e d  i n  a ny  c o u rse,  q u a l i f i c a t i o n ,  o r  wo r ks h o p  d e l i ve re d  by  S k i n

Ac a d e my.

A l l  s ta f f,  tu to rs ,  a n d  a d m i n i st ra t i ve  te a m  m e m b e rs  re s p o n s i b l e  fo r  stu d e n t

e n g a g e m e n t  a n d  su p p o r t .

3 .  O u r  C u sto m e r  S e r v i c e  Co m m i t m e n ts

We  w i l l :

Tre a t  a l l  s tu d e n ts  w i t h  c o u r te sy,  re s p e c t ,  a n d  p rofe ss i o n a l i s m .

Prov i d e  a c c u ra te,  t i m e l y,  a n d  h e l pfu l  i n fo r m a t i o n  a b o u t  c o u rse s ,  a sse ss m e n ts ,

a n d  a c a d e my  p o l i c i e s .

Su p p o r t  stu d e n ts  w i t h  a ny  p e rso n a l  o r  a c a d e m i c  c h a l l e n g e s  t h ey  m a y  fa c e.

Re s p o n d  to  e n q u i r i e s  a n d  c o m m u n i c a t i o n s  i n  a  t i m e l y  m a n n e r.

C re a te  a  sa fe  a n d  i n c l u s i ve  e nv i ro n m e n t  fo r  l e a r n i n g  a n d  d eve l o p m e n t .

D e l i ve r  h i g h - q u a l i ty  t ra i n i n g  a n d  a sse ss m e n t  i n  l i n e  w i t h  a wa rd i n g  b o d y

sta n d a rd s .

H a n d l e  a l l  p e rso n a l  d a ta  a n d  re c o rd s  w i t h  c a re,  c o n f i d e n t i a l i ty,  a n d  i n

a c c o rd a n c e  w i t h  G D P R .

4 .  Re s p o n se  Ti m e s  a n d  Co m m u n i c a t i o n  Sta n d a rd s

We  a i m  to :

Ac k n ow l e d g e  a l l  e m a i l  o r  p h o n e  e n q u i r i e s  w i t h i n  2  wo r k i n g  d a ys .

Prov i d e  a  fu l l  re s p o n se  to  q u e r i e s  w i t h i n  5  wo r k i n g  d a ys .

Co m m u n i c a te  a ny  d e l a ys  o r  i ssu e s  c l e a r l y  a n d  h o n e st l y.

B e  a va i l a b l e  d u r i n g  a d ve r t i se d  h o u rs  fo r  su p p o r t ,  a p p o i n t m e n ts ,  a n d  fo l l ow - u p s .

Use  c l e a r,  re s p e c tfu l ,  a n d  i n c l u s i ve  l a n g u a g e  i n  a l l  c o m m u n i c a t i o n .
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5 .  Stu d e n t  Re s p o n s i b i l i t i e s

Stu d e n ts  a re  ex p e c te d  to :

Tre a t  sta f f,  fe l l ow  stu d e n ts ,  a n d  a c a d e my  p ro p e r ty  w i t h  re s p e c t .

At te n d  a l l  se ss i o n s  p u n c tu a l l y  a n d  b e  p re p a re d  fo r  l e a r n i n g .

E n g a g e  p o s i t i ve l y  w i t h  tu to rs  a n d  fo l l ow  t h e  g u i d a n c e  p rov i d e d .

Ra i se  i ssu e s  e a r l y  so  t h ey  c a n  b e  re so l ve d  q u i c k l y.

Fo l l ow  t h e  a c a d e my ’s  p o l i c i e s  a n d  p ro c e d u re s ,  i n c l u d i n g  h e a l t h  &  sa fety,  b e h a v i o u r,

a n d  c o m p l a i n ts  p ro c e sse s .

6 .  Fe e d b a c k  a n d  Co n t i n u o u s  I m p rove m e n t

We  we l c o m e  fe e d b a c k  f ro m  stu d e n ts  o n  a l l  a s p e c ts  of  t h e i r  ex p e r i e n c e.

Fe e d b a c k  c a n  b e  s h a re d  v i a  fe e d b a c k  fo r m s,  su r veys ,  ve r b a l  su g g e st i o n s ,  o r  d i re c t

e m a i l .

Stu d e n t  fe e d b a c k  i s  rev i ewe d  re g u l a r l y  a n d  u se d  to  i n fo r m  i m p rove m e n ts  to  o u r

se r v i c e s .

7.  Co m p l a i n ts  Pro c e d u re

I f  a  stu d e n t  i s  d i ssa t i sf i e d  w i t h  a ny  a s p e c t  of  o u r  se r v i c e,  t h ey  s h o u l d  refe r  to  t h e

Co m p l a i n ts  Po l i cy.

A l l  c o m p l a i n ts  w i l l  b e  ta ke n  se r i o u s l y,  h a n d l e d  c o n f i d e n t i a l l y,  a n d  re s p o n d e d  to

w i t h i n  a  re a so n a b l e  t i m efra m e.

8 .  M o n i to r i n g  a n d  Rev i ew

T h e  C u sto m e r  S e r v i c e  Po l i cy  i s  rev i ewe d  a n n u a l l y  o r  so o n e r  i f  n e e d e d  to  ref l e c t

c h a n g e s  i n  p ra c t i c e,  l e g i s l a t i o n ,  o r  stu d e n t  n e e d s .

Fe e d b a c k  f ro m  stu d e n ts  a n d  sta f f  i s  u se d  to  rev i ew  a n d  i m p rove  c u sto m e r  se r v i c e

d e l i ve r y.
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	CUSTOMER SERVICE
	Skin Aesthetics & Academy – Student Customer Service Policy Review Date: 13/6/27
	Policy Statement
	At Skin Academy, we are committed to delivering excellent customer service to all our students. We aim to create a welcoming, supportive, and respectful learning environment where students feel valued, heard, and empowered to succeed. This policy outlines our approach to student support, communication, service standards, and complaint resolution.
	Purpose of the Policy
	This policy is in place to:
	Ensure students receive a consistent, high-quality service.
	Outline what students can expect from the academy in terms of support and communication.
	Define how we respond to student enquiries, concerns, and feedback.
	Promote a culture of professionalism, respect, and accountability.
	2. Scope
	This policy applies to:
	All students enrolled in any course, qualification, or workshop delivered by Skin Academy.
	All staff, tutors, and administrative team members responsible for student engagement and support.
	3. Our Customer Service Commitments
	We will:
	Treat all students with courtesy, respect, and professionalism.
	Provide accurate, timely, and helpful information about courses, assessments, and academy policies.
	Support students with any personal or academic challenges they may face.
	Respond to enquiries and communications in a timely manner.
	Create a safe and inclusive environment for learning and development.
	Deliver high-quality training and assessment in line with awarding body standards.
	Handle all personal data and records with care, confidentiality, and in accordance with GDPR.
	4. Response Times and Communication Standards
	We aim to:
	Acknowledge all email or phone enquiries within 2 working days.
	Provide a full response to queries within 5 working days.
	Communicate any delays or issues clearly and honestly.
	Be available during advertised hours for support, appointments, and follow-ups.
	Use clear, respectful, and inclusive language in all communication.


