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Important Note on Safeguarding 

Our Safeguarding and Child Protection Policy, which also includes procedures for residential 

activities (such as supervision ratios, personal space arrangements, and overnight stays), is 
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It can be found on our website here: https://swms.org.uk/swms-policies/ 
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South West Music School Health and Safety Policy 

 

Policy Statement 

 
It is the intention of the Board of Trustees of South West Music School (SWMS) to comply 
with The Health and Safety at Work Act 1974, The Management of Health & Safety at Work 
Regulations 1999, and all other subordinate legislation.  
 

Organisation 

 
The Board of Trustees holds the responsibility for the oversight of this policy. 
Authority is delegated through all levels of management and supervision.  
 
The Trustees and management staff are responsible for the provision of competent advice to 
freelance contractors and employees at all levels on matters relating to health and safety 
through suitable and sufficient risk assessments. They monitor the existing health and safety 
policy and prepare new plans for the continuous improvement to the management of Health 
and Safety within SWMS activities. 

 

Arrangements 

 
This document contains the detailed arrangements for the practical implementation of the 
SWMS policy. 
 
It is the intention of SWMS that no work (as far as is reasonably practicable) will endanger 
the health, safety or welfare of employees or any other persons that could be affected by its 
undertaking. SWMS recognises that health includes both physical and psychological 
wellbeing. The organisation will identify, assess and manage workplace factors that may 
contribute to work-related stress, psychological ill health, burnout and fatigue. 
 
It is, therefore, the policy of SWMS to undertake the following: 
 
1.​ Provide safe methods of work including - risk assessments for all activity, safe 

equipment and healthy working conditions. This will include: 
a.​ Manual handling of instruments and equipment 
b.​ Venue-specific hazards 
c.​ Performance and teaching environments 
d.​ Safe movement around sites, including access routes 
e.​ Lone working 
f.​ Fatigue during rehearsals, workshops, performances, and residential activities​
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At partner sites, SWMS will comply with local fire, invacuation, evacuation and 
emergency procedures, together with any site-specific health and safety requirements.​
 

2.​ Risk assessments will take into consideration fatigue and stress, particularly during 
residential activities that can require evening supervision, overnight responsibilities, 
long teaching days and travel. This will include consideration of: 

a.​ Maximum working hours 
b.​ Rest periods and staff cover arrangements 
c.​ Overnight responsibilities 

 
3.​ Risk assessments will consider exposure to elevated noise levels during rehearsals, 

performances and amplified activities. Appropriate control measures will be 
implemented to reduce the risk of hearing damage​
 

4.​ To prevent and minimise all personal injuries and work-related illnesses as far as 
reasonably practicable.  

 
5.​ To provide information, instruction and training, as required, to ensure work is 

undertaken by safe and healthy methods. To undertake risk assessment for all 
workshop/residential activity and to inform all those who may be affected by the 
Charity’s activities of any risks to their health and safety.  

 
6.​ To provide access to managerial support, post-incident debriefing, appropriate 

supervision and clear escalation routes for managing emotionally demanding work and 
secondary trauma.  

 
7.​ To encourage individual employees and freelance contractors to fulfil their legal duty to 

assist in providing and promoting a safe and healthy environment.  This is a legal 
requirement, as well as a matter of policy.  

 
8.​ Employees and freelance contractors are expected to report any health and safety 

concerns, hazards, near misses or incidents promptly in accordance with SWMS 
reporting procedures. 

 
9.​ All freelance contractors are required to comply with the terms and conditions 

contained within this policy statement and contract. All freelance contracts require 
tutors, mentors, and pastoral staff to hold an enhanced DBS certificate and we advise 
them to have appropriate public liability, and professional indemnity insurance in place.  

 
10.​ SWMS ensures that a responsible adult/safeguarding lead is present at all group 

activities. 
 

11.​ First aid provision is in place at all group activities. 
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Student medical Information​
 

SWMS collects all relevant medical/allergy information for each student at the start of the 
academic year. These forms are stored securely and not shared externally. However, all 
information is reviewed and collected ahead of workshop/residential activity. The DSL/Lead 
House Parent has access to this information on site. 
 

Accidents and Injuries 

If a child, young person or vulnerable adult is injured while involved in a SWMS activity, a 

record of the injury will be made in the accident book. Records must be counter-signed by 

the on-site first aider. If a child, young person or vulnerable adult arrives at a SWMS activity 

with an obvious physical injury, a record of the injury will be made in the accident book. The 

trustees acknowledge that they have a responsibility to report any serious incidents to the 

Charity Commission.  

​
First Aiders will: 
 

●​ treat casualties in accordance with the training they have received. 
●​ inform SWMS management when the training certification period is nearing expiry  
●​ attend periodic retraining to ensure skills are maintained 
●​ update contact details if they move premises or change usual working location  
●​ ensure that the contents of their first-aid box are regularly checked to establish that 

supplies are sufficient to meet requirements  
●​ request replacement supplies after equipment has been used or has passed a use by 

date (including medication carried by students) 
●​ ensure any incidents are reported and recorded using the SWMS’ reporting 

procedures including details of any treatment provided  
 
 

Mental health, fatigue, and wellbeing 

●​ Managers will take reasonably practicable steps to identify and reduce workplace 
risks that may negatively affect psychological health.  

●​ Employees and freelance contractors are encouraged to raise concerns relating to 
workload, working practices, fatigue, wellbeing and psychological health.  

●​ Where appropriate, adjustments to duties, schedules or working arrangements will 
be considered.  

●​ Specific consideration will be given to staff involved in residential programmes, 
intensive workshops, travel and pastoral support activities.  
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Review 

 
The Health and Safety Policy statement will be reviewed annually or more frequently if there 
are any major changes needed before the planned review date. 
 

Last reviewed: August 2026 
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South West Music School Equal Opportunities Policy 

 

Policy statement 

 
Recognising that discrimination is both unacceptable and unlawful, South West Music School 
(SWMS) is committed to the principles of equal opportunities in all aspects of its work.  It 
adopts policies that do not discriminate unfairly or unlawfully against anyone and seeks 
ways to implement them, through strategies, procedures and practices, which promote 
equality of opportunity for all. 
 
SWMS complies with the Equality Act 2010, which protects people from discrimination on 
the basis of the following nine protected characteristics: 

●​ Age 
●​ Disability 
●​ Gender reassignment 
●​ Marriage and civil partnership 
●​ Pregnancy and maternity 
●​ Race (including colour, nationality and ethnic or national origins) 
●​ Religion or belief 
●​ Sex 
●​ Sexual orientation 

​
Under the Act, it is unlawful to discriminate against a person because of a protected 
characteristic in any of the following ways: 

●​ Direct discrimination – treating someone less favourably because of a protected 
characteristic 

●​ Indirect discrimination – applying a provision, criterion or practice that 
disadvantages people with a protected characteristic and cannot be justified 

●​ Harassment – unwanted conduct related to a protected characteristic that has the 
purpose or effect of violating someone’s dignity or creating an intimidating, hostile, 
degrading, humiliating or offensive environment, including sexual harrassment. 

●​ Victimisation – treating someone badly because they have made or supported a 
complaint under the Equality Act 

●​ Discrimination by perception or association – treating someone unfairly because 
they are perceived to have, or are associated with someone who has, a protected 
characteristic 

 
In addition, under the Equality Act 2010, SWMS has a legal duty to make reasonable 
adjustments for disabled people. This means taking steps to remove or reduce 
disadvantages experienced by disabled participants, staff, or volunteers, compared to ​
those who are not disabled. Adjustments may include changes to physical features, 
providing auxiliary aids or services, adapting materials, or changing policies or practices 
where necessary. This duty is mandatory and continuing, and SWMS will work with 
individuals to identify and implement appropriate adjustments to ensure full and fair 
participation in all activities. 

8 
 



 
SWMS is committed to ensuring accessibility at all levels by removing barriers, whether 
physical, psychological, emotional, intellectual, cultural, attitudinal, or financial, (where 
resources allow) that prevent participation in our activities. 
 
While socio-economic disadvantage is not a protected characteristic under the Equality Act 
2010, SWMS recognises that poverty and financial barriers can significantly affect 
participation in music education and is committed to reducing those barriers wherever 
possible.​
 
SWMS is committed to ensuring the needs of all are appropriately met and complies with 
the relevant provisions of the Equality Act 2010, which names sexual orientation and gender 
reassignment as protected characteristics. Diversity and inclusion is celebrated across all 
aspects of SWMS activities, and we believe LGBTQ members have a right to be who they are, 
and express themselves freely, without prejudice.  
 
Staff are committed to train and understand how best to support LGBTQ members, thereby 
being able to make a positive difference in impacting members’ mental health, their safety, 
their academic success, and their overall quality of life. 
​
SWMS aims to ensure that no one taking part in any SWMS activities, whether as a job 
applicant, employee, volunteer or project participant, is discriminated against, directly or 
indirectly, on the grounds of colour, race, ethnic and national origins, nationality 
(citizenship), disability, sex or gender, marital or parental status, or working status. 
​
It is the duty of everyone involved in SWMS activities to accept personal responsibility for 
the application and implementation of this policy and to adhere to its principles by 
promoting equality of opportunity and anti-discriminatory practice in every aspect of their 
dealings with people.  
 
Any breach of this Equal Opportunities Policy that results in harassment, victimisation, or 
discrimination against a child, young person, or vulnerable adult may also constitute a 
safeguarding concern. In such cases, the matter will be addressed under South West Music 
School’s Safeguarding Young People Policy, which can be found on our website 
https://swms.org.uk/swms-policies/, and which follows statutory guidance set out in 
Keeping Children Safe in Education (KCSIE). This ensures that concerns are taken seriously, 
responded to promptly, and escalated where appropriate to protect the welfare of all 
participants. 

 

Implementation – Code of Practice 

 
1. Availability and distribution 
 
A copy of this policy can be viewed on our website www.swms.org.uk 
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2. Recruitment 
 
All SWMS permanently contracted posts are publicly advertised in a range of media, 
including specific periodicals. Job descriptions and person profiles are agreed in advance. 
 
Artists and Project leaders may on occasion be engaged on recommendation for their 
specific skills and qualities, but always against objectively agreed criteria and/or job 
descriptions and personal profiles, as appropriate. 
 
All applicants receive equality of treatment and are given equality of opportunity. Selection 
criteria and procedures ensure that individuals are selected on the basis of relevant skills 
and qualifications. Arrangements are made to ensure that all job interviews and auditions 
are fully accessible. 
 
3. Employment and Training 
 
SWMS pays a fair wage for a given job with reference to national and local averages for 
equivalent jobs in the arts. It adopts a flexible approach to the number of hours an 
employee is expected to work and monitors this to ensure that it does not result in abuse or 
unreasonable hours being worked by any employee. 
 
SWMS will take reasonable and proportionate steps to prevent harassment, including sexual 
harassment, in all working and learning environments. This includes taking steps to identify 
risks, provide appropriate training, investigate concerns promptly and take appropriate 
action where unacceptable behaviour is identified. 
 
SWMS reviews annually the training needs and personal development aspirations of its 
entire permanent staff. It also considers the training needs of casual staff, volunteers, project 
leaders and work-experience trainees, to ensure that they have sufficient knowledge and 
understanding of statutory requirements in relation to disability and equal opportunities 
policy, practices and procedures so as to avoid unlawful or unacceptable discrimination.   
 
All new employees will be instructed in the implementation of this policy as part of their 
induction programme. 
 

4. Accessibility 

SWMS pays particular attention to the needs of people with disabilities, whether a 
participant on the programme, artists or employees or members of an audience.  It will 
consider the needs of people with disabilities of all kinds, including people with physical and 
sensory impairment, learning, cognitive, neurodevelopmental and non-visible disabilities, 
and take advice from disability/access advisory/action groups wherever appropriate, 
providing training, as required, for its staff, volunteers and project partners.   
 
SWMS will endeavour to use those venues that have accessible facilities that comply with 
current regulations and the Equality Act 2010. 
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5. Programming 

SWMS’ artistic policy and programming is geared towards providing equality of opportunity 
for its entire participating young people.  Cultural diversity is actively encouraged, 
programmed and promoted. 
 
 
6. Marketing and Publicity 

The image of SWMS and its work, presented through publicity and print, will always 
endeavour to remain faithful to the spirit of this policy. 
 

7. Monitoring & Evaluation 

SWMS’s Equal Opportunities policy is reviewed annually to assess the SWMS’ efficiency and 
effectiveness in implementation.  
 
Employees, volunteers, trainees, members, musicians and other users of SWMS, i.e. all those 
required to adhere to this Policy, are invited to offer constructive criticism, fresh ideas and 
feedback regarding its contents and implementation. 
 
It is a condition of working for SWMS and participating in their programme that SWMS 
Policies are respected, adhered to and implemented.  Anyone found to be in breach of this 
or any other SWMS Policy will be invited to a formal review. 
 

Disability and Special Needs Access 

 
South West Music School is committed to a comprehensive policy of equal opportunities. 
 
We aim to create a fully inclusive environment where all learners feel welcome and able to 

fully participate and demonstrate their skills.  

Definition of disability 

Disability is – A physical or mental impairment which has a substantial and long-term 

adverse effect on someone’s ability to carry out normal day to day activities. 

Discrimination is defined as – Treating someone less favourably than someone else for a 

reason relating to disability. Discrimination can be direct, indirect or arise from the disability. 

We recognise that failure to ensure our delivery is accessible may: 

●​ Make us liable to prosecution under the Equality Act 2010 

●​ Damage the reputation of South West Music School and our accrediting partners 

●​ Reduce the number of people able to access our activities 
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The aim of this policy is to ensure that all students applying for a place on one of the South 

West Music School courses are treated fairly and without discrimination. Equal opportunities 

extend to all aspects of our organisation including our staff, mentors, house parents, and 

workshop leaders. To achieve this, we aim to provide information, materials and 

assessments which are free from bias, use plain language and are user friendly for all those 

involved.  

SWMS welcomes diversity amongst its staff and students and seeks to ensure that all are 

treated fairly, and that selection is based solely on the individual’s abilities and suitability for 

the student place or professional role within SWMS. 

The application and audition/interview process for students must result in the selection of 

the most suitable person for each course with regards to their potential and eligibility.  

 

Student, student families, and staff responsibilities  

●​ All students, their families, and Staff have a duty to co-operate to ensure that this 

policy is effective to ensure equal opportunities and to prevent discrimination. 

●​ Students, their families, and staff must not harass, intimidate, or accuse other 

students on a discriminatory basis. 

●​ Disciplinary action will be taken against anyone who breaches this policy and such 

cases will be dealt with according to the proper procedures. ​
 

Reasonable adjustments and special considerations  

We are committed to the following principles: 

●​ Encouraging disabled people to declare their disability to us so that we can assist 

them 

●​ Eliminating any discriminatory practices 

●​ Enabling individuals to demonstrate their skills by removing unnecessary barriers and 

promoting the social model of disability. 

●​ Empowering individuals through listening rather than guessing their requirements 

●​ Ensuring the standards we set ourselves are not compromised in any way 

●​ There may be certain cases where a candidate/student requires a reasonable 
adjustment to be made to their assessment to reflect a permanent learning difficulty 
or disability, or a special consideration in the case of temporary disability, illness or 
indisposition. South West Music School deals with special arrangements on a 
Candidate by Candidate basis 

 
South West Music School will treat seriously any allegations that our staff or anyone 

working on behalf of South West Music School has failed to comply with this policy. 

 

Reviewed August 2026 
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South West Music School Code of Conduct for staff, 

freelance tutors, trustees, and mentors 

 
This Code of Conduct policy sets out the standards of behaviour expected from all 
employees, freelance tutors, trustees,, and mentors representing South West Music School. 
Its purpose is to ensure a safe, respectful, and positive environment for all young people, 
staff, and volunteers. Please note that this policy statement should be treated as an 
overview, and read in conjunction with our full policies. 
 
Failure to follow this Code may result in disciplinary action, including termination of contract 
or referral to statutory agencies if safeguarding concerns arise. 
 

Freelance tutors and mentors are strongly encouraged to maintain 
appropriate professional indemnity insurance and public liability insurance. 
 

Safeguarding & Child Protection 

 (please refer to our South West Music School Safeguarding Young People Policy document) 
 

●​ Always put the welfare of young people first. 
●​ Report any safeguarding concern immediately to the Designated Safeguarding ​

Lead (DSL). 
●​ Never promise confidentiality to a child or young person; explain that concerns ​

must be shared with the DSL. 
 
Follow safer working practices: 
 

●​ Avoid being alone with a young person out of sight of others. 
●​ Do not give personal contact details or connect with young people on private social 

media accounts. 
●​ Do not transport young people in your own vehicle unless authorised and 

risk-assessed. 
 

Professional Relationships & Boundaries 

 
●​ Maintain clear, professional boundaries at all times. 
●​ Do not develop personal relationships with participants outside of approved 

programme activities. 
●​ Do not engage in physical contact unless it is appropriate, and necessary for teaching 

(e.g., demonstrating safe instrument technique), and always explain first. 
●​ Never use language or behaviour that could be perceived as discriminatory, abusive, 

sexual, or exploitative. 
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Equality, Diversity & Inclusion 

 
●​ Treat all participants, staff, and volunteers with dignity and respect. 
●​ Challenge discriminatory language or behaviour immediately. 
●​ Ensure teaching methods and workshop materials are inclusive and accessible. 

 
 

Communication 

 
●​ Use professional, age-appropriate, and inclusive language at all times. 
●​ Use only organisation-approved communication channels when contacting young 

people (e.g., official email, platforms set up by the organisation). 
●​ Also include parents/carers when contacting young people via email 
●​ Do not take or share photographs, video, or audio recordings of participants without 

prior discussion and consent from the General Manager, Tracy Hill. 
 

Health, Safety & Wellbeing 

 
●​ Follow all Health and Safety procedures, risk assessments, and emergency protocols. 
●​ Never attend work under the influence of alcohol or illegal drugs. 
●​ Ensure young people take breaks, stay hydrated, and have access to support​

 

Professional Practice 

 
●​ Arrive on time, prepared, and with appropriate resources. 
●​ Respect confidentiality of personal information, in line with the organisation’s Privacy 

Policy. 
●​ Engage in required training (including regular safeguarding and first aid where 

relevant). 
●​ Report accidents, incidents, or near misses promptly. 
●​ Report all safeguarding concerns, including low-level concerns, to the Designated 

Safeguarding Lead (DSL) as soon as possible. 
●​ Ensure that all online teaching, communication and digital interactions follow SWMS 

policies and safeguarding procedures 
 

Representation of the Organisation 

 
●​ Act as a positive role model, reflecting the organisation’s values and mission. 
●​ Maintain professionalism in person and online. 
●​ Do not bring the organisation into disrepute through words, actions, or online 

activity. 

​
Reviewed August 2026 
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South West Music School Privacy Policy 

 
Our privacy policy is our commitment to you as our students, parents, tutors, employees and 
freelance workers. It explains what personal information we collect and how we use it. 
 
We will respect the privacy of everyone who interacts with our organisation and ensure that 
all data is collected and processed lawfully. 
 

How we collect Information about you 

 
When you decide to interact with us, we may collect information in a number of ways: 
 

●​ When you apply to take part in SWMS activities 
●​ When you attend a SWMS performance or event 
●​ When you make a donation to SWMS 
●​ When you sign up for our newsletter 
●​ When you visit our website or social media pages 
●​ When you submit personal details to us in person or online 
●​ Through cookies and website usage data 
●​ When you get in touch with a general enquiry or request, give feedback or make a 

complaint. 
 
From time to time, we may also receive data about you from third parties. This could include 
Music Education Hubs, schools and other music education organisations. 
 
For the purposes of personal data processing, South West Music School is the data controller 
of your information. For activities related to the Department for Education Music & Dance 
Scheme (MDS) grants, South West Music School and the Department for Education act as 
joint controllers for the personal data contained in the MD1 and MD2 application forms. 
 
For certain sensitive information, including health-related and safeguarding data, we may 
seek explicit consent from parents or guardians to process this data. This consent can be 
withdrawn at any time. 
 
Information relating to safeguarding concerns will be shared on a need-to-know basis and in 
accordance with UK data protection legislation and statutory safeguarding guidance. Where 
there is a concern that a child or young person may be at risk of harm, information may be 
shared without consent where it is lawful and necessary to do so. 
 

What Information we collect from you 

 
South West Music School collects different kinds of information depending on how, where 
and when it was gathered. When you sign up for our newsletter, make a donation, make an 
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application to join SWMS, we will collect information directly from you which may include 
your full name and title, address, date of birth, telephone number, email address, access 
needs, medical information, or dietary requirements. This data is collected so that we can 
accurately keep a record of your interaction with South West Music School and 
communicate with you (or not) appropriately according to your wishes. 
 
If you volunteer for us or apply for a job with us, we will collect information necessary for us 
to process these applications and assess your suitability (which may include things like 
employment status, qualifications and previous experience, as well as any unspent criminal 
convictions or pending court cases you may have). 
 
If you apply to take part in South West Music School activities, we will collect a range of 
information relevant to the selection process and our statistical reporting. This may include: 
 

●​ information about your education and musical training 
●​ information about your home address and contact details 
●​ demographic information including financial background and protected 

characteristics such as ethnicity, sex, gender identity and disability 
 
This is to help ensure we are targeting our charitable resources where they are most 
needed; we are required to report this data in an anonymised format to our funders. 
 
As part of our application processes for SWMS activities, we ask young people to provide 
contact details for their parents/carers and for their school and instrumental teachers and 
Music Education Hub so that we can communicate with them about the young person’s 
involvement in SWMS. We ask applicants to ensure that they have permission to share these 
details with us. 
 
If you apply for a Music & Dance Scheme grant, the Department for Education will ask you to 
provide financial and personal information to calculate your eligibility for means-tested 
funding.  
 
When a young person has been invited to take part in SWMS activities, we collect medical, 
health and safeguarding information so that we can ensure their safety whilst in the care of 
SWMS. Sensitive information is handled with great care, with access restricted to those 
directly involved in providing pastoral support to the young people. 
 
Some of the services and tools we use to store or process data may be hosted outside the 
European Economic Area (EEA). We take reasonable steps to ensure that data transferred 
outside the EEA is subject to an adequate level of protection in line with UK data ​
protection law. 
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How we use your information: 

 
We will use your personal information to: 
 

●​ administer SWMS activities; 
●​ provide you with the information you asked for; 
●​ administer your donation 
●​ keep a record of your relationship with us; 
●​ respond to or fulfil any requests, complaints or queries you make to us; 
●​ understand how we can improve our services by conducting analysis and market 

research; 
●​ manage our events; 
●​ further our charitable objectives; 
●​ send you correspondence and communicate with you; 
●​ generate reports on our work, services and events; 
●​ safeguard young people, our staff and volunteers; 
●​ conduct due diligence and ethical screening; 
●​ process your application for a job or volunteering position; 
●​ audit and administer our accounts; 
●​ meet our legal obligations, for instance to perform contracts between you and us, or 

our obligations to regulators, government and/or law enforcement bodies; 
●​ carry out fraud prevention and money laundering checks; 
●​ undertake credit risk reduction activities; and/or 
●​ establish, defend or enforce legal claims. 

 

How we use your information to tell you about our work 

 
Our marketing and fundraising communications include information about SWMS activities, 
events and campaigns, including requests for donations or other support. Occasionally, we 
may include information from partner organisations or organisations who support us in 
these communications. 
 
For email communication, we operate an ‘opt-in only’ policy. This means that we will only 
send email marketing communications to those that have explicitly stated that they are 
happy for us to do so. 
 
You can change your mind about your preferences at any time by contacting us. 
 

Legal Basis for Processing 

 
Data protection laws mean that each use we make of personal information must have a 
“legal basis”. The relevant legal bases are set out in the UK General Data Protection 
Regulation (UK GDPR). SWMS adheres to the UK GDPR guidelines and is signed up to the 
code of standards  of the ICO (Information Commissioner's Office).​
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Consent 
Consent is where we ask you if we can use your information in a certain way, and you agree 
to this (for example when we send you marketing material via e-mail). Where we use your 
information for a purpose based on consent, you have the right to withdraw consent for any 
future use of your information for this purpose at any time. 
 
Legal obligation 
We have a basis to use your personal information where we need to do so to comply with 
one of our legal or regulatory obligations. For example, in some cases we may need to share 
your information with our various regulators such as the Charity Commission, Fundraising 
Regulator, Information Commissioner, or to use information we collect about you for due 
diligence or ethical screening purposes. 
 
Performance of a contract 
We have a basis to use your personal information where we are entering into (or preparing 
to enter into) a contract with you or performing our obligations under that contract. 
Examples of this would be if you are signing up for a regular giving scheme, applying for or 
accepting a place on SWMS activities, or applying to work/volunteer with us. 
 
Vital interests 
We have a basis to use your personal information where it is necessary for us to protect life 
or health. For instance if there were to be a safeguarding issue which required us to contact 
people unexpectedly or share their information with emergency services. 
 
Legitimate interests 
We have a basis to use your personal information if it is reasonably necessary for us (or 
others) to do so and in our/their “legitimate interests” (provided that what the information 
is used for is fair and does not unduly impact your rights). 
 
Some examples where we are relying on legitimate interests are: 
 

●​ analysis and profiling of our supporters using personal information we already hold; 
●​ updating your address using third party sources if you have moved house (please see 

the “Keeping your information up to date” section below for more on this). 
●​ sending marketing and fundraising information to existing and potential supporters 

by post; 
●​ use of personal information when we are monitoring use of our website for technical 

purposes; 
●​ use of personal information to administer, review and keep an internal record of the 

people we work with, including supporters and participants in SWMS activities; 
●​ maintaining a database of professional contacts and suppliers (including potential 

suppliers). 
●​ We only rely on legitimate interests where we consider that any potential impact on 

you (positive and negative), how intrusive it is from a privacy perspective and your 
rights under data protection laws do not override our (or others’) interests in us 
using your information in this way. 
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How We Keep Your Information Safe 

 
We ensure that there are appropriate technical and organisational controls (including 
physical, electronic and managerial measures) in place to protect your personal details. ​
We will do our best to protect your personal information. However, we cannot guarantee 
the security of your data before it reaches us, and any transmission is therefore at your own 
risk. Once we have received your information, we use strict procedures and security features 
to prevent unauthorised access). 
 
We use Google Suite for Non-Profit Organisations to provide a centralised secure database, 
ensuring we can keep an accurate record of our interaction with individuals and their 
communication preferences. We use a number of associated Google products and software 
integrations, along with Mailchimp to oversee our newsletter database. 
 
Most of our data storage and transfer solutions are based in countries within the EEA; 
however some companies we work with may have servers based outside of the EEA. Where 
this occurs, SWMS will ensure that appropriate safeguards are in place in accordance with 
UK data protection legislation. All data is stored and transferred in accordance with current 
Data Protection regulations through contract. Where data is sent outside of the EEA, we will 
take steps to make sure they provide an adequate level of protection in accordance with UK 
data protection law, and appropriate safeguards are in place. 
 
SWMS undertakes due diligence when selecting third-party service providers and ensures 
that appropriate contractual arrangements are in place to protect personal information. 
 

How long we will keep your information 

 
We take into account various criteria when determining the appropriate retention period for 
personal data including: 
 

●​ the purposes for which we process your personal data and how long we need to keep 
the data to achieve these purposes; 

●​ how long personal data is likely to remain accurate and up-to-date; 
●​ for how long the personal data might be relevant to possible future legal claims; 
●​ any applicable legal, accounting, reporting or regulatory requirements which specify 

how long certain records must be kept. 
 
We retain basic information about participants in SWMS activities indefinitely for statistical 
and archival purposes. Sensitive information about individual participants (including health 
and welfare information) is only retained whilst the individual is actively involved in SWMS 
activities and for up to one year after their last interaction. 
 
To ensure that we do not contact individuals who have requested not to be contacted, it is 
important that we keep an adequate record of their request. This means that we cannot 
completely delete data from our systems. Instead, we will minimise the data that we hold 
(usually to name and last known address only). 
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Legally, we need to keep some records, especially relating to financial transactions and Gift 
Aid, for 7 years. 
 

Sharing Your Information with Others 

 
We will never share your data with any third party for their own marketing or fundraising 
purposes. We may need to share your information with a small number of trusted partners 
for the purposes outlined under “How we use your data”. Where we use third parties, we 
require them to adhere to appropriate controls to protect personal information. They will 
not be allowed to sell your data or compromise its security in any way. 
 

Your Rights 

 
Under UK data protection law, you have rights over personal information that we hold about 
you. We’ve summarised these below: 
 
Right to access your personal information 
If you would like to see the personal data that we hold about you please contact us. 
 
Right to have your inaccurate personal information corrected 
If you believe the information we hold about you is inaccurate or incomplete, please provide 
us with details and we will investigate and correct any inaccuracies immediately. 
 
Right to restrict use of your personal information 
Please let us know as soon as possible if: 
 

●​ some information we hold on you isn’t right 
●​ we’re not lawfully allowed to use it 
●​ you need us to retain your information in order for you to establish, exercise or 

defend a legal claim; or 
●​ you believe your privacy rights outweigh our legitimate interests to use your 

information for a particular purpose and you have objected to us doing so. 
 
 
Right to erasure of your personal information 
If you would like us to delete some or all of your personal information, please let us know. If 
we are unable to delete your information, we will explain why this is the case. 
 
Right for your personal information to be portable 
If we are processing your personal information (1) based on your consent, or in order to 
enter into or carry out a contract with you, and (2) the processing is being done by 
automated means, you may ask us to provide it to you or another service provider in a 
machine-readable format. 
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Right to object to the use of your personal information 
If we are processing your personal information based on our legitimate interests or for 
archival/statistical purposes, you have a right to object to our use of your information. 
 
If we are processing your personal information for direct marketing purposes, and you wish 
to object, we will stop processing your information for these purposes immediately. 
 
If you want to exercise any of the above rights, please contact us. 
 
We may be required to ask you for further information and/or evidence of identity. We will 
endeavour to respond fully to all requests within one month of receipt of your request, 
however if we are unable to do so we will contact you with reasons for the delay. 
 
Records related to Music & Dance Scheme grants and other funding must be retained for 7 
years in line with accounting and regulatory requirements. For more information on data 
protection, we recommend you consult the guidance published by the UK’s Information 
Commissioner’s Office (ICO). 
 
If you have any questions about this policy or wish to exercise your data protection rights, 
please contact info@smws.org.uk​
 
Reviewed August 2026 
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South West Music School Digital Communication, 

Social Media, Mobile Phones and AI Policy 

Introduction 

South West Music School (SWMS) recognises that digital communication, social media, 
mobile phones and artificial intelligence (AI) are an important part of modern life and can 
provide valuable opportunities for communication, creativity, learning, collaboration and the 
promotion of SWMS activities. 

SWMS also recognises that digital technologies can create particular safeguarding, privacy, 
professional-boundary and reputational risks when children and young people are involved. 

This policy sets out the expectations for the safe, appropriate and professional use of social 
media, digital communication, mobile phones, photography, recording and AI in connection 
with SWMS. 

It should be read alongside the SWMS Safeguarding and Child Protection Policy, 
Staff/Volunteer Code of Conduct and other relevant SWMS policies and procedures. 

SWMS is an out-of-school setting providing music education, workshops, residential 
activities, tutorials and mentoring to young people. Although statutory school and college 
guidance such as Keeping Children Safe in Education does not directly apply to SWMS, 
SWMS uses current safeguarding guidance and good practice for organisations working with 
children and young people as a benchmark for its arrangements. 

Who does this policy apply to? 

This policy applies to everyone involved with SWMS, including: 

●​ staff and employees; 
●​ freelance and contracted tutors and mentors; 
●​ volunteers; 
●​ trustees; 
●​ students and young people; 
●​ parents and carers; 
●​ visitors and other individuals involved in SWMS activities. 

Some provisions apply specifically to staff, tutors, mentors and volunteers because of their 
professional responsibilities towards children and young people. 

The policy applies to SWMS activities whether they take place in person, online, during 
workshops, tutorials, mentoring sessions, residentials, performances, rehearsals or other 
SWMS-related activities. 
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What is social media and digital communication? 

Social media and digital communication include a wide range of websites, apps, platforms 
and online services that enable people to communicate with others, create and share 
content, and participate in online communities. 

This includes social networking sites, messaging and group-chat services, video-sharing and 
livestreaming platforms, online forums, gaming and community platforms, 
video-conferencing services and services that use artificial intelligence (AI) to create or alter 
text, images, audio or video. 

Examples include Instagram, Facebook, TikTok, Snapchat, YouTube, WhatsApp, Discord and 
similar services. The range of platforms and technologies is continually changing, so this 
policy applies to digital communication and online activity generally rather than only to 
particular platforms. 

For the purposes of this policy, digital communication includes, but is not limited to: 

●​ posting, commenting, sharing or livestreaming content online; 
●​ sending direct or private messages or participating in group chats; 
●​ sharing photographs, videos, audio recordings or other content; 
●​ communicating through online communities or collaborative platforms; 
●​ using video calls or online meeting platforms; 
●​ using AI tools to create, edit or manipulate text, images, photographs, audio or 

video; 
●​ communicating with students, parents, staff, tutors or mentors through digital 

platforms in connection with SWMS. 

Why do we use social media and digital communication? 

Social media and digital communication can help SWMS to: 

●​ communicate with students, parents and the wider community; 
●​ promote workshops, residentials, performances, programmes and opportunities; 
●​ celebrate the achievements of students and staff; 
●​ support learning, collaboration and creative activity; 
●​ share information about music education and related opportunities; 
●​ maintain positive relationships with our wider community. 

SWMS encourages appropriate and responsible use of digital technologies while recognising 
the need for clear professional boundaries and safeguarding arrangements. 

 

Professional boundaries when communicating with students 

Staff, contracted tutors and mentors must maintain appropriate professional boundaries 
when communicating digitally with students and young people. 
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Communication with students should normally be conducted through their parent or carer. 
Where direct digital communication with a student is necessary for the purposes of SWMS 
activities, it should be conducted through an SWMS-approved communication method and, 
wherever appropriate, the student's parent or carer should be copied into or otherwise have 
visibility of the communication. 

Staff, contracted tutors and mentors must not use digital communication to establish or 
maintain an inappropriate personal relationship with a student. 

In particular, staff, tutors, mentors and volunteers should not: 

●​ use personal social-media accounts to communicate privately with students; 
●​ establish private or secret online relationships with students; 
●​ use disappearing-message functions for professional communication; 
●​ ask a student to keep communications or conversations secret; 
●​ communicate with students in a way that would be inappropriate or unacceptable in 

person; 
●​ send personal, intimate, sexualised or otherwise inappropriate material to a student; 
●​ request inappropriate photographs, videos or other personal material from a 

student; 
●​ move a professional conversation from an authorised SWMS communication channel 

to a personal account without a clear and appropriate reason. 

Where a student contacts a member of staff through a personal account or an inappropriate 
channel, the staff member should maintain professional boundaries, avoid unnecessary 
private communication and follow SWMS procedures for transferring the communication to 
an appropriate channel. 

One-to-one tutorials and mentoring 

Particular care should be taken in relation to one-to-one tutorials and mentoring because 
these relationships can involve regular and sometimes personal communication. 

Communication should be limited to what is reasonably necessary for the professional 
relationship and should take place through agreed SWMS channels wherever possible. 

Staff should not encourage students to regard their relationship with a tutor or mentor as a 
private friendship or personal relationship. 

Where a communication raises a safeguarding concern, the member of staff must follow the 
SWMS Safeguarding and Child Protection Policy. 

Young people aged 18–20 

SWMS works with young people both under and over the age of 18. The professional 
boundaries in this policy continue to apply to all SWMS participants aged 18–20. 
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A change in legal status at age 18 does not automatically mean that an existing tutor, 
mentor or other professional relationship should become a personal or social 
relationship. 

Staff should continue to exercise appropriate professional judgement and maintain 
clear boundaries. 

Personal social-media accounts 

Staff, tutors, mentors and volunteers should not use personal social-media accounts to 
communicate with students under 18 in connection with SWMS activities. 

Staff should not accept or initiate personal social-media connections with students under 18 
where this would create an inappropriate or unnecessary personal relationship. 

Where there is a legitimate professional reason for a staff member to have contact with a 
young person through a social-media platform, this should be authorised in advance by 
[General Manager/DSL] and conducted in a transparent and professionally appropriate 
manner. 

Staff should also consider the professional implications of publicly sharing content on their 
personal accounts that could reasonably be associated with their role at SWMS. 

Nothing in this policy is intended to prevent staff from maintaining their lawful personal lives 
or expressing legitimate personal opinions. However, staff should consider whether public 
content could undermine professional boundaries, safeguarding or confidence in SWMS. 

Communication with parents and carers 

SWMS will use agreed communication methods when communicating with parents and 
carers. 

Where a communication concerns a child or young person, staff should use professional 
communication channels and avoid unnecessary communication through personal 
social-media accounts. 

Parents and carers should be provided with clear information about how to contact SWMS 
and, where relevant, how tutors and mentors will communicate with them. 

Mobile phones and personal devices 

SWMS mobile phone policy is designed to promote a focused, distraction-free learning environment 
and to encourage responsible and mindful use of technology among our students. 

Mobile Phone Use and Access during SWMS Workshop days 

In line with the Department for Education guidance on mobile phones in schools, South West Music 
School will ensure that students do not have access to their phones during workshop activities. From 
September 2026, any phones brought to a South West Music School workshop will be secured in a 
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signal-blocking pouch. Pouches will be locked at registration under the supervision of a SWMS staff 
member and kept with the student throughout the workshop. They will be unlocked by a SWMS staff 
member at the end of the workshop session. 

The pouches provide a simple and secure way for students to keep their phones with them while 
preventing access during the workshop. This supports concentration and engagement, encourages 
face-to-face interaction within our SWMS community, and reduces the pressure associated with 
constant connectivity. It also means that families who wish their child to carry a phone to and from 
SWMS activities can continue to do so. 

Parents who need to contact their child during an activity can do so via the designated SWMS staff 
member supporting the activity. 

We recognise that a very small number of students may require access to a phone for medical or 
other specific reasons. Individual arrangements will be made where appropriate. If this may apply to 
your child, please contact jennie@swms.org.uk. 

Mobile Phone Use and Access during SWMS Residential Courses 

Residential courses require a more flexible approach because the appropriate arrangements may 
vary depending on the nature of the course. 

For each residential course, SWMS will establish specific arrangements for mobile phone use and 
access, including whether and when students may access their phones. Where appropriate, students 
may be given limited access to their phones during designated periods outside learning activities. 

The specific arrangements for each residential course will be communicated to parents in advance. 
Students will be expected to follow the arrangements set for their particular course. 

Please note that phones are never an essential requirement for attending a SWMS residential. SWMS 
staff will communicate directly with parents about any significant issues concerning their child, and 
parents will be able to contact their child through the SWMS team where necessary. 

Appropriate use of personal devices 

Where students are permitted to use personal devices during SWMS activities, they must be used 
appropriately and must not interfere with learning, activities, safeguarding or the wellbeing of 
others. 

Students must not use personal devices to: 

●​ photograph or record another person without appropriate permission; 
●​ livestream SWMS activities without permission; 
●​ record private conversations or tutorials without permission; 
●​ share another person's personal information; 
●​ bully, harass, threaten or humiliate another person; 
●​ create or share inappropriate, sexualised or harmful material; 
●​ deliberately circumvent SWMS safeguarding or supervision arrangements. 

26 
 



Photography, filming and audio recording 

Photography, filming and audio recording are often an important part of music education 
and the promotion of SWMS activities. 

However, photographs, video and audio recordings can contain personal information and 
may create safeguarding risks. 

SWMS will obtain and manage appropriate consent for the use of photographs, video and 
recordings involving children and young people in accordance with its photography and 
consent arrangements. 

Consent to SWMS publishing an image or recording does not give other students, parents, 
staff or visitors unrestricted permission to photograph, film or record people participating in 
SWMS activities. 

Students, parents, staff and visitors should not photograph, film or record another 
participant without appropriate permission. 

Particular care must be taken in relation to: 

●​ one-to-one tutorials; 
●​ mentoring sessions; 
●​ changing areas; 
●​ bedrooms and accommodation during residentials; 
●​ situations where a person would reasonably expect privacy; 
●​ safeguarding or pastoral conversations. 

Recording of one-to-one tutorials or mentoring sessions should only take place where there 
is a legitimate reason and appropriate agreement. 

Recording must never be used to create or share inappropriate, humiliating, sexualised or 
harmful material. 

Sharing photographs and recordings online 

Participants, parents and staff should consider the privacy and safeguarding implications 
before sharing photographs, video or audio recordings from SWMS activities online. 

Particular care should be taken when material includes children or young people other than 
the person's own child. 

Individuals should not: 

●​ publish material on public platforms; 
●​ share confidential or sensitive information about SWMS participants. 
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SWMS cannot control all private online activity undertaken by students or parents. However, 
where SWMS becomes aware of online activity involving SWMS participants that raises a 
safeguarding concern, it will respond in accordance with its safeguarding procedures. 

AI and generative AI 

SWMS recognises that artificial intelligence, including generative AI, is developing rapidly 
and may provide useful opportunities for creativity, learning, accessibility and musical 
development. 

AI must nevertheless be used safely, responsibly and appropriately. 

Staff, tutors, mentors, volunteers and students must not enter confidential, sensitive or 
personally identifiable information about another person into an AI service unless this has 
been specifically authorised and is consistent with SWMS's data-protection requirements. 

This includes information relating to: 

●​ safeguarding concerns; 
●​ health or medical information; 
●​ family circumstances; 
●​ personal contact details; 
●​ mentoring or pastoral discussions; 
●​ confidential student information; 
●​ identifiable photographs, recordings or other personal material. 

AI must not be used to create, manipulate or distribute material that is harmful, abusive, 
discriminatory, sexualised or intended to humiliate another person. 

This includes AI-generated or manipulated: 

●​ photographs; 
●​ videos; 
●​ audio recordings; 
●​ voices; 
●​ sexually explicit or intimate images; 
●​ impersonations or deepfakes. 

The creation or sharing of harmful AI-generated material involving a child or young person 
will be treated as a safeguarding concern. 

Educational use of AI 

If AI is used for learning or creative purposes, students should be encouraged to: 

●​ check information generated by AI rather than assuming it is accurate; 
●​ consider copyright and ownership of material; 
●​ recognise that AI can produce biased, inappropriate or misleading content; 
●​ avoid entering personal or confidential information; 

28 
 



●​ disclose AI use where appropriate to the activity; 
●​ use AI as a tool to support learning rather than as a substitute for their own 

judgement and creativity. 

SWMS may provide additional guidance for students and staff on acceptable educational 
uses of AI as technology develops. 

Online bullying, harassment and harmful content 

Online behaviour that would be unacceptable in person is also unacceptable when 
conducted through digital communication. 

SWMS will take concerns seriously where students or staff are experiencing: 

●​ cyberbullying; 
●​ harassment; 
●​ threats; 
●​ discriminatory or hateful abuse; 
●​ sexual harassment; 
●​ unwanted sexualised material; 
●​ impersonation; 
●​ malicious sharing of images or recordings; 
●​ inappropriate use of AI or deepfake material; 
●​ grooming or inappropriate contact from adults; 
●​ other online behaviour that creates a safeguarding concern. 

Where appropriate, SWMS will follow its Safeguarding and Child Protection Policy. 

Students should be encouraged to tell a trusted adult if they are worried about something 
that has happened online. They should not be expected to deal with serious online 
safeguarding concerns themselves. 

Use of SWMS's official social media channels 

The General Manager is responsible for the day-to-day management, publishing and 
monitoring of SWMS's official social media channels. 

Only individuals authorised by the General Manager may have access to SWMS's official 
social media accounts or publish content on behalf of SWMS. 

Content published through SWMS's official channels should: 

●​ be accurate and appropriate; 
●​ reflect SWMS's values; 
●​ respect the privacy and dignity of students and staff; 
●​ comply with relevant consent arrangements; 
●​ comply with safeguarding and data-protection requirements; 
●​ avoid identifying or exposing children and young people unnecessarily. 
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Any safeguarding concern arising through an official SWMS social-media account must be 
dealt with in accordance with the SWMS Safeguarding and Child Protection Policy. 

SWMS social media channels 

SWMS's official social-media presence may change over time. The General Manager will 
maintain the current list of official accounts. 

At the date of this policy, SWMS uses: 

●​ Facebook 
●​ Instagram 
●​ LinkedIn 

Only accounts identified and managed by SWMS as official accounts should be regarded as 
representing South West Music School. 

Personal use of social media by staff and trustees 

SWMS does not seek to regulate the lawful personal use of social media by staff and 
trustees outside their work. 

However, staff and trustees should remember that their behaviour online may be associated 
with their professional role. 

Staff and trustees should not: 

●​ disclose confidential information about SWMS, students, parents or colleagues; 
●​ publish information that identifies a safeguarding concern or confidential case; 
●​ post photographs or recordings of students obtained through their work unless 

authorised by the General Manager, Tracy Hill; 
●​ use their position at SWMS to establish inappropriate online relationships with 

students; 
●​ make comments that could reasonably undermine the safety, dignity or reputation of 

students or colleagues; 
●​ represent personal opinions as official SWMS positions. 

Staff and trustees should use appropriate professional judgement where their personal 
online presence is publicly associated with SWMS. 

Concerns, complaints and social-media activity 

Social-media platforms should not normally be used to raise formal complaints or 
safeguarding concerns. 

Concerns and complaints should be directed to SWMS through the appropriate channels so 
that they can be dealt with properly. 
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However, a safeguarding disclosure must never be treated simply as a complaint or directed 
to a social-media complaints process. 

Where a safeguarding concern is received through social media or another digital platform, 
it must be passed to the appropriate safeguarding lead in accordance with the SWMS 
Safeguarding and Child Protection Policy. 

SWMS will not normally engage in public disputes with individuals through social media. 

SWMS may take appropriate action in response to online activity that: 

●​ discloses confidential information; 
●​ threatens or harasses staff or students; 
●​ contains discriminatory or abusive material; 
●​ deliberately impersonates SWMS or its staff; 
●​ materially damages SWMS's reputation; 
●​ creates a safeguarding risk; 
●​ breaches the law. 

Reporting concerns 

Anyone associated with SWMS who becomes aware of a digital or social-media issue that 
may present a safeguarding concern should report it promptly in accordance with the SWMS 
Safeguarding and Child Protection Policy. 

Examples include: 

●​ inappropriate contact between an adult and a young person; 
●​ sexualised messages or images; 
●​ suspected grooming; 
●​ cyberbullying; 
●​ threats or harassment; 
●​ harmful or intimate images; 
●​ AI-generated or manipulated sexual or humiliating content; 
●​ a student expressing concern about something happening online; 
●​ inappropriate recording or sharing of SWMS activities. 

Staff should not investigate safeguarding concerns themselves or promise confidentiality. 
They should record and report the concern in accordance with SWMS safeguarding 
procedures. 

Data protection and confidentiality 

Digital communications, photographs, recordings and online content may contain personal 
information. 

Everyone working with SWMS must comply with SWMS data-protection and confidentiality 
requirements. 
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Personal information about students, parents, staff or other individuals must not be shared 
through social media or other digital platforms unless there is a legitimate and authorised 
reason to do so. 

Confidential information must never be shared through personal social-media accounts or 
informal group chats. 

Breaches of this policy 

A breach of this policy may be dealt with under the relevant SWMS procedures. 

Depending on the circumstances, action may include: 

●​ discussion and guidance; 
●​ removal of inappropriate content; 
●​ restriction or withdrawal of access to SWMS digital systems; 
●​ safeguarding action; 
●​ disciplinary or contractual action; 
●​ referral to parents/carers where appropriate; 
●​ referral to external agencies or the police where required. 

Any safeguarding concern will be dealt with in accordance with the SWMS Safeguarding and 
Child Protection Policy. 

Review 

This policy will be reviewed at least annually and sooner where necessary to reflect: 

●​ changes in legislation or statutory guidance; 
●​ changes to safeguarding guidance; 
●​ developments in social media and digital communication; 
●​ developments in artificial intelligence; 
●​ changes to the way SWMS delivers its activities; 
●​ learning from incidents, concerns or good practice. 

 

Reviewed August 2026 
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South West Music School Complaints Policy and 

Procedure 

Purpose of this policy 

South West Music School (SWMS) aims to provide a high-quality, supportive and 
professional experience for all students and their families. 

We recognise that occasionally a student, parent, carer, staff member or other person 
involved with SWMS may have a concern or be dissatisfied with an aspect of our provision. 

The purpose of this policy is to provide a clear, fair and accessible process for raising and 
resolving complaints. SWMS will seek to resolve concerns promptly and proportionately, 
learn from them where appropriate, and use complaints to improve our provision. 

This policy applies to SWMS activities including weekend workshops, residentials, tutorials, 
mentoring, performances and other activities provided or organised by SWMS. 

Who can make a complaint? 

A complaint may be made by: 

●​ a student; 
●​ a parent or carer; 
●​ a former student or parent/carer where the complaint relates to their participation in 

SWMS; 
●​ a staff member, tutor, mentor or volunteer where the matter falls within this 

complaints procedure rather than an employment or contractual procedure; 
●​ another person directly affected by SWMS's activities. 

Where a student under 18 wishes to make a complaint, they may do so themselves or with 
the support of a parent, carer, trusted adult or another person of their choice. 

SWMS will take complaints from children and young people seriously and will make 
reasonable adjustments to the process where necessary to enable them to participate. 

Complaints and safeguarding concerns 

A complaint about a service, decision or practice is different from a safeguarding concern. 

Where information provided as part of a complaint indicates that a child or young person 
may be at risk of harm, the matter will be referred immediately to the appropriate person 
under the SWMS Safeguarding and Child Protection Policy. 

Similarly, an allegation concerning a member of staff, tutor, mentor or volunteer will not be 
dealt with simply as an ordinary complaint where it may indicate that the person has 
harmed, may have harmed, or may pose a risk of harm to a child. 
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SWMS will follow its safeguarding procedures and, where appropriate, seek advice from the 
relevant external safeguarding authorities. 

This distinction is consistent with Working Together to Safeguard Children 2026, which 
expects organisations working with children to distinguish between allegations concerning 
people who work with children, concerns about the quality of care or practice, and 
complaints. 

Informal resolution 

Where appropriate, concerns should first be raised informally with the person responsible 
for the relevant activity or with the General Manager. 

Many concerns can be resolved quickly through discussion, clarification or an agreed action 
without the need for a formal complaint. 

However, nobody is required to attempt informal resolution before making a formal 
complaint, particularly where the concern is serious or the complainant does not feel 
comfortable doing so. 

Formal complaints 

A formal complaint should normally be made in writing and should: 

●​ state that it is a formal complaint; 
●​ explain the nature of the concern; 
●​ provide relevant information about what happened; 
●​ identify, where possible, the people or activity involved; 
●​ explain what outcome or resolution the complainant is seeking. 

Formal complaints should normally be sent to the General Manager: 

Tracy Hill​
Email: t.hill@swms.org.uk 

Where a complaint concerns the General Manager, it should instead be sent to the board of 
Trustees. 

Acknowledgement 

SWMS will acknowledge receipt of a formal complaint within [5 working days]. 

The acknowledgement will normally: 

●​ confirm who is dealing with the complaint; 
●​ explain the next steps; 
●​ identify any further information required; 
●​ provide an indication of the expected timescale. 
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Where a complaint is complex or requires information from several people, SWMS may need 
longer to investigate. The complainant will be informed if the expected timescale changes. 

Investigation 

The person responsible for investigating a complaint will consider the available evidence 
and, where appropriate: 

●​ speak to the complainant; 
●​ speak to the staff member, tutor, mentor or volunteer involved; 
●​ speak to relevant witnesses; 
●​ review relevant records or correspondence; 
●​ consider relevant SWMS policies and procedures; 
●​ consider any previous relevant information where appropriate. 

The investigation will be proportionate to the nature and seriousness of the complaint. 

SWMS will seek to establish the facts rather than assume that either the complainant or the 
person complained about is correct. 

Meetings 

Where it would assist resolution, SWMS may invite the complainant to a meeting. 

The complainant may be accompanied by a suitable person of their choice. 

Where a student is making the complaint, particular consideration will be given to their age, 
wishes and ability to participate. A student may be accompanied by a parent/carer, trusted 
adult or another person of their choice. 

SWMS may also arrange separate meetings with other people involved rather than bringing 
all parties together. 

Outcome 

Following investigation, SWMS will provide a written response setting out: 

●​ the complaint considered; 
●​ the main findings; 
●​ whether the complaint is upheld, partially upheld or not upheld; 
●​ any action SWMS intends to take as a result; 
●​ any learning or changes to practice arising from the complaint, where appropriate; 
●​ information about how to request a review if the complainant remains dissatisfied. 

SWMS will not normally disclose confidential information about another student, family or 
member of staff when responding to a complaint. 
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Review of a complaint outcome 

If the complainant remains dissatisfied following the formal response, they may request a 
review of the decision. 

A request for review should normally be made in writing within [10 working days] of the 
outcome and should explain why the complainant believes that: 

●​ the procedure was not followed fairly; 
●​ relevant information was not considered; 
●​ the findings were unreasonable in light of the evidence; or 
●​ the proposed action was inappropriate or disproportionate. 

The review will normally be undertaken by a person who was not responsible for the original 
investigation. 

Where appropriate, this may be the Chair of Trustees or another Trustee nominated by the 
Board. 

The review will normally consider whether the original process was fair and whether the 
outcome was reasonable based on the available evidence. It will not necessarily repeat the 
entire investigation. 

The outcome of the review will be provided in writing and will normally be the final stage of 
the SWMS complaints process. 

Complaints concerning the General Manager 

Where a complaint concerns the General Manager, the General Manager will not investigate 
or determine the complaint. 

The complaint will be referred to the Board of Trustees. 

The Trustees will be responsible for determining the appropriate investigation and outcome. 

Complaints concerning a Trustee 

Where a complaint concerns an individual Trustee, that Trustee will not participate in the 
investigation or decision-making process. 

The Chair of Trustees will determine an appropriate alternative person to deal with the 
complaint. 

Where the complaint concerns the Chair of Trustees, the Board will nominate another 
Trustee to manage the matter. 
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Complaints concerning staff, tutors, mentors or volunteers 

Complaints concerning staff, tutors, mentors or volunteers will normally be considered by 
the General Manager or another appropriate senior person. 

Where the complaint raises an allegation that the individual may have harmed a child, may 
pose a risk of harm, or may otherwise be unsuitable to work with children, the matter will 
be dealt with under the SWMS Safeguarding and Child Protection Policy rather than through 
the ordinary complaints process. 

Where the concern relates to employment or contractual matters, it may also need to be 
dealt with under the relevant employment or contractual procedure. 

Complaints relating to student behaviour or withdrawal of a place 

Where a complaint concerns the way SWMS has dealt with a student's behaviour, discipline 
or decision to withdraw a student's place, the matter will be considered in accordance with 
the SWMS Student Behaviour, Discipline and Withdrawal Policy and this Complaints Policy. 

The complaints process provides a route for challenging whether the relevant procedure was 
followed fairly and whether a decision was reasonable and proportionate. 

A complaint does not automatically suspend a decision to restrict or end participation where 
SWMS considers that continued participation would create a significant risk to safety or 
wellbeing. 

Confidentiality and information sharing 

SWMS will handle complaints sensitively and will share information only with those who 
need it in order to investigate, respond to or manage the complaint. 

Information may need to be shared where: 

●​ there is a safeguarding concern; 
●​ a child or young person may be at risk of harm; 
●​ there is a legal obligation to share information; 
●​ an external safeguarding, regulatory or law-enforcement agency needs to be 

involved; 
●​ sharing is otherwise necessary and lawful. 

Complainants should respect the confidentiality and privacy of other students, families and 
staff involved in a complaint. 

Anonymous complaints 

SWMS will consider anonymous complaints where sufficient information is provided to 
enable the concern to be considered. 

37 
 



However, it may not always be possible to investigate or respond fully to an anonymous 
complaint. 

Complaints made on behalf of another person 

Where a person makes a complaint on behalf of another student or family, SWMS may need 
to establish that they have appropriate authority to do so. 

Where the complaint concerns a child, SWMS will consider the child's wishes and best 
interests, particularly where the child is able to express their own views. 

Unreasonable or repeated complaints 

SWMS will seek to deal with complaints fairly and respectfully. 

In exceptional circumstances, SWMS may place reasonable limits on further correspondence 
or contact where a complainant: 

●​ repeatedly raises the same issue after it has been fully considered; 
●​ makes excessive or unreasonable demands on staff time; 
●​ behaves abusively, threateningly or aggressively towards staff, trustees, tutors or 

volunteers; 
●​ repeatedly contacts staff through inappropriate channels. 

Any such decision will be proportionate and will not prevent legitimate safeguarding 
concerns from being raised. 

Records 

SWMS will keep appropriate records of formal complaints, investigations, outcomes and 
reviews. 

Records will be factual, proportionate and relevant and will be managed in accordance with 
SWMS's data-protection and confidentiality requirements. 

The Trustees will receive appropriate information about significant complaints and any 
themes or lessons that may require changes to SWMS practice. 

Learning from complaints 

SWMS will seek to identify learning from complaints and use this to improve policies, 
procedures, communication, training and the experience of students and families. 

Where a complaint identifies a significant safeguarding, health and safety or operational 
issue, SWMS will consider whether additional action or review is required. 
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Policy review 

This policy will be reviewed annually and sooner where necessary to reflect changes in 
legislation, safeguarding guidance, SWMS activities or learning from complaints. 

Reviewed: August 2026 
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South West Music School Student Behaviour, 

Discipline and Withdrawal Policy 

Introduction 

South West Music School (SWMS) aims to provide a welcoming, inclusive and supportive 
environment in which children and young people can develop their musical skills, confidence 
and creativity. 

Students are expected to behave in a way that supports the safety, dignity and wellbeing of 
themselves and others and enables SWMS activities to take place effectively. 

The SWMS Student Handbook sets out the expectations and rules for participation in South 
West Music School activities. 

This policy explains how SWMS will respond when a student's behaviour does not meet 
those expectations and the circumstances in which a student's participation or place may be 
ended. 

This policy applies to SWMS activities including weekend workshops, residentials, 
performances, tutorials, mentoring and other activities organised or delivered by SWMS. 

The policy applies to students aged 8–20. Procedures will take account of the student's age, 
maturity and individual circumstances and, where relevant, whether the student is under or 
over 18. 

Principles 

SWMS will deal with behaviour concerns fairly, consistently and proportionately. 

Where concerns arise, SWMS will seek to: 

●​ understand what has happened and the circumstances surrounding it; 
●​ give the student an opportunity to explain their perspective; 
●​ involve parents or carers where appropriate, particularly for students under 18; 
●​ consider whether there are underlying factors affecting the student's behaviour; 
●​ consider whether additional support or reasonable adjustments are appropriate; 
●​ take account of the seriousness and impact of the behaviour; 
●​ use a proportionate response; 
●​ protect the safety and wellbeing of students, staff, tutors, mentors, volunteers and 

other participants. 

SWMS will consider the relevant circumstances and evidence relating to the incident. 
Previous relevant behaviour may be taken into account where appropriate, but irrelevant or 
historic information will not normally influence a disciplinary decision. 
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Safeguarding takes priority 

This policy does not replace the SWMS Safeguarding and Child Protection Policy. 

Where behaviour gives rise to a safeguarding concern, the safeguarding procedure will take 
priority. 

Examples may include: 

●​ suspected abuse or exploitation; 
●​ sexualised behaviour or sexual harassment; 
●​ harmful sexual behaviour; 
●​ bullying or serious child-on-child abuse; 
●​ serious online abuse; 
●​ sharing intimate or sexual images; 
●​ threats of serious violence; 
●​ behaviour indicating that a child or young person may be at risk of harm; 
●​ an allegation concerning a member of staff, tutor, mentor or volunteer. 

Such matters will be referred to the appropriate safeguarding lead and dealt with in 
accordance with the SWMS Safeguarding and Child Protection Policy. 

An allegation or safeguarding concern involving a member of staff, tutor, mentor or 
volunteer must not be dealt with simply as a student discipline matter. 

Expected standards of behaviour 

Students are expected to: 

●​ treat other students, staff, tutors, mentors, volunteers and visitors with respect; 
●​ follow reasonable instructions from SWMS staff and activity leaders; 
●​ behave safely during workshops, tutorials, residentials and other activities; 
●​ respect SWMS property, and equipment, and venues provided for students; 
●​ respect the privacy and dignity of other people; 
●​ comply with SWMS requirements relating to mobile phones, social media, 

photography, recording and digital communication; 
●​ avoid behaviour that could reasonably cause harm, distress, intimidation or 

significant disruption to others. 

SWMS recognises that children and young people are developing emotionally and socially. 
Behaviour will therefore be considered in the context of the student's age, maturity and 
individual circumstances. 

Behaviour concerns 

Behaviour concerns may include, but are not limited to: 

●​ persistent disruption of activities; 
●​ refusal to follow reasonable instructions; 
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●​ bullying or harassment; 
●​ aggressive, threatening or intimidating behaviour; 
●​ discriminatory or abusive language or behaviour; 
●​ deliberate damage to property; 
●​ inappropriate use of mobile phones or digital technology; 
●​ inappropriate recording or sharing of photographs, video or audio; 
●​ serious or repeated breaches of the Student Handbook; 
●​ behaviour that significantly affects the safety, wellbeing or participation of others. 

This list is not exhaustive. 

Discipline procedure 

Stage 1 – Informal discussion 

For minor or first-time concerns, a member of staff may speak with the student to explain 
the concern and give them an opportunity to correct their behaviour. 

Depending on the circumstances and the student's age, parents or carers may also be 
informed. 

The purpose of an informal discussion is normally to resolve the matter without further 
action. 

Stage 2 – Formal warning 

Where behaviour is more serious, repeated, or has not improved following an informal 
discussion, SWMS may issue a formal warning. 

The student should normally be told: 

●​ what behaviour is causing concern; 
●​ why the behaviour is unacceptable; 
●​ what improvement is expected; 
●​ what further action may be taken if the behaviour continues. 

For students under 18, parents or carers will normally be informed of a formal warning. 

A record of the warning will be kept in accordance with SWMS's record-keeping and 
data-protection arrangements. 

Stage 3 – Final warning or conditions of participation 

For serious or repeated behaviour, SWMS may issue a final warning or impose reasonable 
conditions on continued participation. 

Conditions might include: 

●​ an agreed behaviour plan; 
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●​ additional supervision; 
●​ specific arrangements for residential activities; 
●​ restrictions on particular activities where necessary for safety; 
●​ a requirement for a parent or carer to attend or collect a student; 
●​ a review meeting with the student and parent/carer. 

Conditions will be proportionate to the circumstances and, where appropriate, reviewed 
after an agreed period. 

Stage 4 – Withdrawal of a place 

SWMS may decide that a student's participation should end where: 

●​ there has been a serious incident; 
●​ behaviour has continued despite reasonable interventions and warnings; 
●​ the student's behaviour presents a significant risk to the safety or wellbeing of 

others; 
●​ the student has seriously breached agreed conditions of participation; 
●​ it is no longer reasonably possible for SWMS to provide the activity safely and 

appropriately. 

Withdrawal of a place is a serious decision and should normally be made by the General 
Manager in consultation with appropriate senior staff and, where appropriate, the Trustees. 

The student and, where appropriate, their parent or carer should normally be given an 
opportunity to respond before a final decision is made, unless an immediate decision is 
necessary to protect someone's safety. 

Serious incidents 

SWMS may take immediate action where behaviour presents an immediate or significant 
risk to a student, staff member, tutor, mentor, volunteer or other person. 

Depending on the circumstances, this may include: 

●​ removing the student from an activity; 
●​ requiring a parent or carer to collect the student; 
●​ temporarily suspending participation; 
●​ ending participation in a residential activity; 
●​ requiring the student to return home from a residential; 
●​ contacting emergency services or the police where appropriate; 
●​ referring the matter through safeguarding procedures. 

Where a student is required to leave a residential activity, SWMS will make appropriate 
arrangements with the parent or carer and will consider the student's safety and welfare 
when making those arrangements. 

43 
 



Behaviour during residential activities 

Residential activities require particular consideration because students are away from their 
normal home environment and may participate in activities for extended periods. 

Students are expected to follow the specific rules and instructions provided for each 
residential. 

SWMS may take immediate action where behaviour during a residential: 

●​ places the student or others at risk; 
●​ seriously disrupts the residential; 
●​ involves bullying, harassment or abuse; 
●​ involves serious damage to property; 
●​ involves serious misuse of mobile phones, social media or digital technology; 
●​ otherwise makes it unsafe or unreasonable for the student to remain on the 

residential. 

Any safeguarding concern arising during a residential will be dealt with under the SWMS 
Safeguarding and Child Protection Policy. 

Non-attendance and lack of engagement 

Persistent non-attendance or lack of engagement will normally be dealt with separately from 
disciplinary action. 

Where appropriate, SWMS will first seek to understand the reasons for non-attendance or 
lack of engagement and discuss these with the student and parent or carer. 

Where there are underlying barriers affecting attendance or engagement, SWMS will 
consider whether reasonable support or adjustments can be made. 

Where attendance or engagement remains insufficient despite reasonable efforts to resolve 
the issue, SWMS may decide that the student's place should end. 

Fees and non-payment 

Where a student's place is funded privately and fees are not paid in accordance with the 
agreed arrangements, SWMS may suspend or end the student's place. 

Non-payment is an administrative or contractual matter rather than a disciplinary offence 
and should normally be dealt with through the relevant SWMS fee and payment 
arrangements. 

Where a family is experiencing financial difficulty, SWMS may consider whether an 
alternative payment arrangement or other appropriate support is available. 
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Unreasonable or inappropriate behaviour by parents or carers 

SWMS expects parents and carers to communicate respectfully with staff, tutors, mentors, 
volunteers and other families. 

SWMS may take action where a parent or carer: 

●​ behaves in an abusive, threatening or intimidating manner; 
●​ harasses a member of staff, tutor, mentor, volunteer or another family; 
●​ seriously disrupts SWMS activities; 
●​ repeatedly breaches agreed communication or conduct arrangements. 

Where possible, SWMS will seek to resolve concerns through discussion. 

In serious cases, SWMS may restrict a parent's access to SWMS activities or communication 
channels where this is necessary to protect staff, volunteers or students. 

Any allegation that a parent or carer presents a safeguarding risk to a child or young person 
will be dealt with under the SWMS Safeguarding and Child Protection Policy. 

Students aged 18–20 

Students aged 18–20 are adults and will normally be responsible for their own participation 
and communication with SWMS. However, all communications related to the Music & Dance 
Scheme bursaries must be managed by parents. 

SWMS will nevertheless continue to apply its professional standards and expectations to all 
participants. 

Where appropriate, and with the student's agreement, parents or carers may continue to be 
involved in discussions about attendance, behaviour or participation. 

Records 

SWMS will keep appropriate records of significant behaviour concerns, warnings and 
decisions to end a student's participation. 

Records should be factual, proportionate and relevant to the matter being considered. 

Records will be handled in accordance with SWMS's data-protection and confidentiality 
requirements. 

The Trustees will receive appropriate information about significant disciplinary matters and 
decisions to withdraw a student's place as part of their governance responsibilities, while 
respecting the confidentiality of students and families. 
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Raising a complaint about a disciplinary decision 

A student or parent/carer who believes that this policy has not been followed fairly, or who 
wishes to challenge a decision made under this policy, may use the SWMS Complaints Policy 
and Procedure. 

The complaints process may consider whether: 

●​ the correct procedure was followed; 
●​ the student was given an appropriate opportunity to respond; 
●​ relevant information was considered; 
●​ the decision was reasonable and proportionate. 

A complaint does not automatically suspend a decision to restrict or end participation where 
SWMS considers that continued participation would create a significant risk to safety or 
wellbeing. 

Review of policy 

This policy will be reviewed annually and sooner if required to reflect changes in legislation, 
safeguarding guidance, SWMS activities or learning from incidents. 

Reviewed: August 2026 
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