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Purpose 
At Dragonfly Dance, memberships are offered at a discounted rate in exchange for members committing 
to pay for a set number of classes over a 12-week period. This commitment not only secures the 
member's place in their chosen classes but also allows the studio to maintain a consistent and 
sustainable program. Our memberships are designed to be highly flexible, with access to a diverse 
program of over 30 classes per week, spanning various styles and levels, available six days a week. This 
ensures members have ample opportunity to utilize all their class credits within the membership period. 
 
While this policy does not form part of the terms and conditions of membership, it exists as a goodwill 
gesture to cover extreme circumstances where unforeseen events have prevented a member from 
attending classes, resulting in them paying more than they would have as a drop-in client for the classes 
they attended. 

Scope 
This policy applies to all members of Dragonfly Dance who have an active 12-week membership and are 
requesting an extension of their class expiry date due to extenuating circumstances. It outlines the 
criteria for eligibility, the documentation required to support a request, and the process for submitting 
and evaluating such requests. 
 
This policy is intended as a discretionary measure and does not create any entitlement to class expiry 
extensions under the terms of membership. Extensions are granted solely at the discretion of the studio 
management and are assessed on a case-by-case basis. 

Policy overview 
Class expiry date extensions are granted only in exceptional circumstances, as outlined below. While we 
strive to accommodate members where possible, there is no entitlement under our terms and 
conditions to extend class expiry dates. Any extensions granted are a gesture of goodwill by the studio 
and are at the sole discretion of management. 
 
Reviewing extension requests is time-consuming, and as such, a $10 administration fee will apply to all 
requests that clearly do not meet the criteria. This fee ensures that our resources are directed towards 
members whose situations genuinely warrant consideration. 
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Definitions 

Membership 
A membership agreement with Dragonfly Dance that provides the member with access to a set number 
of classes within a 12-week period. Memberships are available at various levels (Silver, Gold, Platinum, 
Diamond, and Ultimate), each with a different number of classes and associated discount rate. 

Membership period 
The 12-week period during which a member’s classes are valid, starting from the date of membership 
activation. 

Extenuating circumstances 
Unforeseen and significant events such as illness, injury, or multiple class cancellations by the studio, 
that prevent a member from attending their scheduled classes. 

Class expiry date 
The date when a member’s classes within the 12-week membership period are no longer valid for use. 

Extension request 
A formal request submitted by a member, via the "Request Extension to Class Expiry Date" online form, 
to extend the expiry date of their unused classes under extenuating circumstances. 

Responsibilities 

Studio Management 

• Ensure policy consistency: 

• Ensure that the membership terms and conditions clearly state that class expiry extensions are 
not typically granted and that any exceptions are made only in extenuating circumstances. 

• Evaluate requests:  

• Studio management retains full discretion over the approval or denial of extension requests. 

• While the support team will assess the requests initially, studio management will have the final 
say on any cases that may be considered for approval. 

• Communicate decisions clearly:  

• Ensure that all requests are followed up with a clear, empathetic response, explaining the 
reasons for either approving or denying the request. 

• Maintain reporting process:  

• Track and monitor all requests for extensions, including the outcome (approved or denied), and 
ensure the support team reports each request and its resolution as part of the record-keeping 
system.  

• This ensures consistency and transparency in the decision-making process. 

• Monitor Requests and Trends: 

• Review and assess patterns in extension requests to ensure that the policy is being followed 
correctly and to identify any potential adjustments to the procedure, if necessary. 
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Customer Support 

• Triage Requests:  

• Upon receipt of a class extension request, the support team will review it against the established 
criteria (outlined in the policy). 

• Refer to studio management:  

• If the support team believes the request meets the criteria for an extension, they will forward 
the request to studio management for final approval. 

• If the support team believes the request might meet the criteria but is unsure, or if they think 
the request could be approved, they will pass it on to studio management for final review and 
approval. 

• Deny Requests:  

• If the support team determines that the request does not meet the, they will inform the 
member of the denial without involving studio management. 

• Report requests and outcomes:  

• The support team must keep a log of all extension requests, including the outcome of each 
(approved or denied), and ensure this is submitted to studio management regularly for 
monitoring and record-keeping. This log will serve as a reference for tracking trends and 
ensuring consistency. 

Members 

• Submit requests with understanding:  

• Members who wish to request an extension to their class expiry date must submit the ‘Request 
Extension to Class Expiry Date’ form with a detailed explanation of their circumstances.  

• However, members must understand that this request is not a right and is not outlined as part 
of the standard membership terms and conditions.  

• Extensions will only be considered under extenuating circumstances at the sole discretion of the 
studio management. 

• Acknowledge the decision process:  

• Members must respect the studio’s decision, whether their request is approved or denied.  

• While requests may be considered in exceptional cases, the final decision rests with studio 
management, and members should understand that not all requests will be granted. 

Policy guidelines 

Membership terms and conditions 

• Membership is valid for 12 weeks from the start date. 

• The membership fee covers a set number of classes, depending on the membership level (Silver, 
Gold, Platinum, Diamond, Ultimate). 

• Members receive discounted rates, which account for occasional missed classes, but not for 
extensions beyond the 12-week period. 

• No entitlement to extensions: There is no provision in our terms and conditions that guarantees the 
extension of class expiry dates. 

Criteria for Extension Approval 
Class expiry date extensions will only be considered if the following criteria are met: 
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Paid Amount Compared to Drop-in Rate: 

The member has paid more for the number of classes they have attended during the current 12 week 
membership than they would have paid if they’d attended that number of classes at the drop in rate of 
$27.50 per class. 

Extenuating Circumstances Preventing Attendance: 

The member has experienced an unforeseen and significant event that prevented them from attending 
classes for a prolonged period. This circumstance must have been unexpected and could not have been 
managed through a membership hold or other solutions. 
 
Requests for class expiry date extensions will only be considered under extenuating circumstances, 
which are defined as follows: 
 

• Prolonged illness or injury (for a period of several weeks) which prevented the member attending 
class, which they could not have anticipated the duration of their absence. 
 

• Late illness or injury that occurred within the last 2 weeks of the membership period, giving limited 
opportunity to attend remaining classes. 
 

• Illness or injury for someone who you have had to care for which prevented you coming to class 
 

• If the studio has cancelled several classes which that member normally attends, and no alternative 
classes were available to attend during the membership period. 

 
Members requesting an extension based on extenuating circumstances must provide appropriate proof 
to support their request. Proof should demonstrate the duration and nature of the event that prevented 
attendance. 
 
Examples of proof include: 

• For illness or injury: A dated medical certificate or a letter from a healthcare professional. 
• For caring for someone else: documentation demonstrating their role as a primary care given 

during the relevant period, eg a medical certificate for the ill or injured person, along with a 
letter from the healthcare professional confirming the need for caregiver support. 

When extensions will not be granted 
Extensions will not be granted if the member: 

• missed only a few classes, and the missed classes do not exceed the value of the membership 
discount. 

• missed classes early in the 12-week period and had ample time to make up those classes. 

• frequently request extensions. 

• Even in extenuating circumstances, if the amount they have paid for their membership exceeds the 
amount they would have paid as a drop in client for attending those classes. 

• If the client claims extenuating circumstances but does not provide proof.l 
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Administration fee 
Members who submit a request for a class expiry date extension that clearly does not meet the criteria 
will incur a $10 administration fee. This fee covers the time spent reviewing and responding to invalid 
requests. 
 
If the request does meet the criteria, there will be no fee. 

Procedure 

Initial request submission: 
Members submit a ‘Request Extension to Class Expiry Date’ form (available from 
www.dragonflydance.com.au/online-forms), providing their contact details, the number of classes they 
are requesting to extend, and a reason for the request. 
The support team will receive the form and review the request based on the criteria outlined in this 
policy. 

Initial review by support team: 

• The support team will carefully assess whether the request meets the criteria for extenuating 
circumstances. 

• If the request clearly does not meet the criteria, the support team will respond to the member 
denying the request. 

• If the request appears to meet the criteria, the support team will forward the request to studio 
management for final approval. 

• If the support team is unsure whether the request meets the criteria, they will forward the 
request to studio management for advice before responding to the member. 

Final decision by studio management 

• Studio management will review the request and any supporting information provided by the 
member. Based on the policy guidelines, they will make a final decision: 

• Approve the request if it meets the criteria for extenuating circumstances. 

• Deny the request if it does not meet the criteria or if the situation is not deemed appropriate for 
an extension. 

• Studio management may provide additional guidance or clarification to the support team if needed 
for future requests. 

Communicating the outcome: 

• Once a decision is made, the support team will notify the member of the outcome, either approving 
or denying the request. 

• If the request is approved, the support team will adjust the member’s account accordingly, ensuring 
that the extension is properly recorded. 

• If the request is denied, the support team will provide a clear explanation, referencing the policy 
guidelines, to ensure the member understands the decision. 

http://www.dragonflydance.com.au/online-forms
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Documentation and reporting: 

• All requests, decisions, and outcomes will be logged for record-keeping purposes. The support team 
will track the request outcomes (approved or denied) and report these to studio management on a 
regular basis (weekly or monthly). 

• This tracking ensures transparency and helps identify any trends or recurring reasons for requests 
that may require further review. 

Review, amendments, and related policies 

Review Process 
This policy will be reviewed annually to assess its effectiveness and compliance with legal requirements. 

Amendments 
Changes to this policy may be made by management as necessary, with members notified of any 
significant updates. 
 


