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Our aim:

Doula School International (DSI) is committed to providing a quality service for its
students and alumni and working in an open and accountable way that builds the trust
and respect of all our stakeholders. One of the ways in which we can continue to improve
our service is by listening and responding to the views of our students, alumni, customers
and stakeholders, and in particular by responding positively to complaints, and by putting
mistakes right.

Therefore we aim to ensure that:

« Making a complaint is as easy as possible;

« We treat a complaint as a clear expression of dissatisfaction with our organization and
learning which calls for an immediate response;

« That we resolve complaints in an efficient, effective and professional manner;

« We respond in the right way - for example, with an explanation, or an apology where
we have got things wrong, or information on any action taken etc;

« We learn from complaints, use them to improve our service, and review our
complaints policy and procedures annually.

Scope of this Policy

« When a student or alumni has a complaint regarding the conduct or performance of
an employee of DSI, that complaint may be submitted for consideration pursuant to
this policy.

« Complaint with regards to how services have been delivered

« This policy does not apply to complaints addressing violations of policies which
themselves contain or provide a complaint or appeal procedure including, but not
limited to, grade appeals and complaints of discrimination or harassment.

 This policy does not apply to issues related to course content. Issues relating to
course content should be taken directly to the administrative team at
info@doulaschool.com.

« All requests for refunds must be submitted through this process and are subject to
our Cancellation Policy, outlined here.

Who can make a complaint?
» Any person who receives any services or learning from DSI;
+ Any stakeholder or agencies whom we work with; ﬂ
« If necessary, a person can ask a representative to make the
complaint on their behalf (no anonymous complaints are accepted,
and all name/s must be provided).
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Confidentiality
All complaint information will be handled sensitively, telling only those who need to know
and follow any relevant data protection requirements.

Complaint Initiation Process

+ A customer who has a complaint about an employee's behavior is encouraged to
discuss the complaint directly with the employee whenever possible.

« If the complaint cannot be resolved satisfactorily at this level the customer should
discuss the complaint with: Administrative team, Student and Alumni Coordinator, or
Director.

« In cases where a customer raises a concern with a senior staff or Director, the student
may email the complaint to info@doulaschool.com. Legal representation for Doula
School International will review the complaint and any requests contained therein.

If a complaint is filed, then it must be in writing and it must:
« Ildentify the employee and the nature of the complaint;
« Provide the facts of the complaint;
« Provide copies of related documents;
« Identify any other DSI employees or students involved in the events which are the
subject of the complaint.

Response Times

« Letters will be acknowledged within 7 working days and a full reply will be sent within
90 working days of receipt.

« The person who initially receives the complaint should acknowledge to the
complainant that the complaint has been received and will be acted on either by
him/herself/themself or another employee. If a timeframe for action can be
determined, that should be included in the acknowledgement. Basic contact
information including name, phone number and email address should immediately be
recorded.

« At all stages the complainant will be kept informed as to what is happening with their
complaint or appeal. If for whatever reason it is not possible to deal with the
complaint within the published time scale then the complainant will be
informed of this, and a reason given. ﬂ

DoulaSchool.com



Complaint Policy &

<
DQULA SCHOOL Procedure

Steps of the Complaints Procedure

STEP 1: Informal resolution by the Compliant

« Any customer who is dissatisfied with any aspect of their experience is encouraged to
raise the cause of that dissatisfaction with the staff member most directly concerned.

« Customers are encouraged to attempt resolution of their complaint as soon as
possible; informal resolution procedures shall be initiated within ten (10) working days
of the incident which led to the complaint.

« If a customer is unsure whom to approach, they are encouraged to seek guidance
from the Student and Alumni Coordinator.

« At the point of initial contact, a customer can expect that any complaint will be
treated seriously.

« In their discussion with the staff member (respondent), the customer/complainant
shall outline the nature of the complaint including a brief description of what
occurred, when and where it took place and who was involved.

» The respondent shall consider the customers/complainants concerns and outline their
understanding of the situation. Both parties are encouraged and expected to
respectfully clarify their perspectives.

« Any staff member approached by a customer with a complaint against the staff
member or some aspect of the Doula School International for which the staff member
has immediate responsibility, will take reasonable and prompt action to try to resolve
the concerns. Staff members not involved in the behavior(s) or actions(s) under review
are not to be approached for information.

 Any staff member who, as a result of participating in an informal complaint resolution
process, identifies an issue of broader application than the individual complaint, is
required to draw the issue to the attention of the appropriate Administrator or the
relevant responsible person.

STEP 2 : MAKING A COMPLAINT
A person wishing to make a complaint may do so in writing:

+ To the staff member they were dealing with at the time, unless you are making a
complaint about this person then it should be made to the Administrative tea
info@doulaschool.com. ﬂ

DoulaSchool.com
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If the complaint is about:

« A product or service delivered by DSI, the complaint will normally be dealt with by
the relevant staff member;

A staff member, the complaint will normally be dealt with by the relevant manager;

« A senior staff member, the complaint will normally be dealt with by the
Director/Owner;

+ A Director/Owner, the complaint will normally be dealt with by company legal
counsel;

« Where a staff member makes a complaint concerning another staff member, will be
dealt with in accordance with the Grievance Policy and Procedures of DSI.

Complaint Review:
A Complaint Review Committee comprised of the applicable staff persons will assess
the review undertaken in Step 2 for the following purposes:

« Accuracy and completeness;

« Clarity of response and information provided;

« Fairness, including opportunity for all parties to share documents;

« Opportunities for further refinement of customer complaints management;

« Opportunities for improvements in service delivery including a review of existing

practices and processes.

The Complainant may request a meeting with the committee, and the committee may
request a meeting with the Complainant.

STEP 3: Complaint Resolution

A written response will be provided to the Complainant outlining the assessment of the
review undertaken.

The committee will maintain a separate record of their assessment of the review in Step
2 in accordance with the records retention policies and protocols.

The Complaint filed is deemed to be closed once a formal answer has been
provided to the complainant. ﬂ

DoulaSchool.com
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STEP 4: Monitor and Review

We monitor and review the effectiveness of our complaints handling process to ensure
that this continuously improves and learnings from complaints handling are carried
through into the company structure. This policy does not cover complaints from staff
who should review the Grievance Policy. Overall responsibility for this policy and its
implementation lies with the Director. Complaints are reviewed annually to identify any
trends which may indicate a need to take further action.

Cancellation Policy

Doula School International offers services and support for persons choosing to access
materials and learning materials related to doula/birth/postpartum/support work.
Persons who purchase registrations and materials from Doula School International sign
a Terms and Conditions upon registration that acknowledges they are aware that they
are purchasing an education service/ product and have read and acknowledged the
cancellation policy outlined below.

*Please note: Doula School International follows a strict cancellation policy. At no time
will registrations for DSI programs be refunded once any materials have been accessed.
This policy is in line with our Cancellation Policy (2016) and secures the integrity of our
time, experience, staffing costs, and costs to product and update learning materials.
Our policy is in line with many other training businesses that practice a strict
cancellation policy and follows CCPA guidelines.

Persons who have registered and have not accessed course materials may request a
refund within 5 days from the original registration date. Any request made after the 5
day period, but within 30 days, will have a credit applied that can be used at a future
date for any DSI program. The credit must be used within 1 year. $150 fee applies to
any refunded amounts requested within the 5 days from original registration or within
the 30 days for the request to transfer funds to credit. This is non-negotiable.

No refunds are offered for programs or services at any time for courses where
materials were accessed or were completed in full.

DoulaSchool.com
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It is at the discretion of Doula School International if refunds are offered outside the
above terms.

Refunds are not offered based on claims of quality, communication, support,
recognition, or reputation. Persons who purchase from Doula School International are
purchasing access to and use of training materials.

Persons seeking a refund can email info@doulaschool.com for a list of options, which
include:
« Placing their program on hold for up to one year;
Transferring another person into their place;
Withdrawing from the program, without refund,;
Continuing along in their program.

In order to receive a certificate of completion for a live training, you must attend and
participate in the entire training. No partial credit will be given. Doula School
International training candidates must be at least 16 years of age. No person under 16
years of age may attend Doula School International training workshops.

To move forward with using the terminology “Certified Doula” you must complete all

training requirements for your registered program/s, as set by Doula School
International in the month of your official start date.

DoulaSchool.com
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