
TRANSCRIPT 

VIDEO 4 

FAQ’S 

WWW.RETAIN.STUDIOEXPANSION.COM 

 

Page 1 

 

Hi, it's Chantelle here, and welcome back. What we're going to do now is look at a few 

frequently asked questions that studio directors often are curious about when it comes to 

improving their studio's retention. 

 

Now, the first one is really important. It goes like this. What do you do when you have 

teaching staff who are university students and this is not their future career? How do you 

get them to really come onboard with helping to grow the studio? 

 

Now, this is a great question. I mean more than likely, you've got teachers working for you 

who have probably come through the ranks and you've kind of taught them for years. 

They're so embedded in your studio, and then they come onboard as a teacher, but 

necessarily is this going to be their lifelong passion. How do we still keep them connected? 

 

One thing I think is really important when it comes to your role, as a studio director, is to 

look at them not just as teachers, but also as people. So, for example, one of the studios I 

work with. They recently sat down. They had their one-on-ones with all their staff and they 

were working out where you're going, how can I help to make it happen, and just having 

those real personal connections as an employer are really going to help to solidify those 

bonds and make them feel heard. 

 

So, in this particular example, one of the teachers really wanted to buy a new car. So, the 

studio director held back a part of their wage each week and then paid it out when they 

reached their goal so that she could help buy this new car. It's things like that. How can we 

better serve our teachers? How can we create an environment where they're loving what 

they're doing, you're making it easy for them, and you're helping them on their path 

forward? The longer you can retain the teachers, the better, so let's make it easy for them. 

 

  



TRANSCRIPT 

VIDEO 4 

FAQ’S 

WWW.RETAIN.STUDIOEXPANSION.COM 

 

Page 2 

 

Question two is: how often should we have staff trainings? Now, this is going to depend on 

the style of studio you have and how convenient it is. More often than not though, the more 

trainings you have, the more quality of education you're going to deliver, and that just 

becomes down to when you get everyone together, there's something motivating. There's 

something inspiring. There's energy. There's collective. We're all doing this together and 

we're all on the same page. 

 

It's also an opportunity for you to really share with your teachers the messages you want 

communicated to the students, to the parents, to the community. So, the more that you 

have an opportunity to share that with them, the better. If you can get together once per 

month as a group or once per term, that would be fantastic. Perhaps you might break it up, 

so you'd have maybe a one hour once per month or maybe you do an afternoon once per 

term. Maybe once per year then you do a one full day of training, and maybe you do 

something really fun. Take them out to a theme park. Go to the ballet. Take them 

somewhere where they're going to be developing their education themselves and re-

inspiring their passion. How can you bring a bit of joy to your trainings and giving them that 

sense of progression and intellectual development? 

 

And question three leads straight on from question two. Do I have to pay my staff for 

training? Now, this is a personal decision and it depends on where you are right now. I come 

from a position of I value my staff. I value their time and I want to reward them accordingly, 

and so I would always pay staff for training. If things are a little bit strapped for cash at the 

moment, maybe you take them out to a cafe. You buy them all some coffees and a few little 

pastries or something like that to ease it. 
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Another way is you get them to come in for a couple of hour’s staff training. Then you order 

in takeaway. You know, you're rewarding them and giving them some sort of token of thanks 

for giving up their time if you are unable to pay them. 

 

Question four is really good. It's this. How much communication is appropriate with parents? 

This is a fantastic question. What we need to think about in terms of this is the more that 

we can make the parents feel like we're making it easy for them, that they're fully in the 

loop, and that they value the education that we're giving, the more easy it's going to be for 

the parent to kind of stick with the commitment to lessons. Sometimes kids go home and 

go: "I don't want to do piano anymore. I want to try soccer," but if you've got that parent 

rock solid in the relationship, the parent understands how important the lessons are. 

 

The parent understands why their child is doing and can see the progress because you, as a 

studio director, or the teachers have been giving them that sense of progress update. You've 

been sharing what the child has been achieving and showing them how they're developing. 

That's going to really help in terms of retention. So, I'm a really big fan of picking up the 

phone and speaking to parents. It doesn't take very long, but it is such a wow factor. A little 

trick you can do. I mean when was the last time you had a phone call from a business, saying 

I just wanted to let you know that your son has done so well in class this week? He has been 

working on doing this particular thing for a couple of months now and he finally nailed it, 

and I just wanted to let you know in case he didn't pass it on, but we're really proud of him 

and he's doing a great job. 

 

Wouldn't you be like wow, that's amazing, thank you so much? And it goes to kind of really 

solidifying that relationship you have with the parents. In terms of email communication, a 

lot of studios feel uncomfortable. They feel like they're kind of interfering with that personal 

life by sending too many emails. My kind of point of view when it comes to emails is that if 

you're always emailing them, just like enroll for next term or you haven't paid your fees yet, 

or here's the rehearsals for the Christmas concert. If it's always that kind of just admin email, 

they're just going to think of it in that particular way. Let's bring it back to EPICS. 
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So, what type of experience do you want to be giving? So, when a parent sees an email pop 

into their inbox, what reaction do you want to be creating? If you can mix up your emails 

with some really lovely content, if you can get into the habit of sending out some photos via 

email or sharing a case study of a student who started with the studio and then has gone 

on to achieve great success. If you can share a few testimonials, sharing a happy story about 

what's happened in the studio, that's really going to help the parents go: "Aw, it makes me 

feel good." Make them laugh for goodness sake. Tell a funny story, but just mix up the 

content of your email so that they look forward to receiving an email from your studio, not 

just having hard facts. 

 

Another really great question is this. Is it better to have programs running all year round? 

Now, this is a really good question because, in terms of retention, if you've got, for example, 

in that long summer break. If you've got a workshop or a holiday program for your students 

to come onboard with your studio, it helps to keep that sense of connection, so they can 

still engage with your studio in another way. It's also going to help you with cash flow, so 

that's another little side bonus. But certainly in terms of maintaining that sense of them 

interacting in your studio, giving them other options and opportunities to learn form you is 

always a great thing to do, and it shows that you're a studio that's passionate about really 

giving them so many different ways in which to learn. 

 

And the final question we're going to cover for now is a biggie. It's this. What do you do 

when a student does leave? So, here's how I see it. The way I see it is when a student does 

leave your studio, it's not forever necessarily. So, we can think about it this way. Sometimes 

they've left because maybe there's a family situation going on. Maybe financially they're 

struggling. It might not necessarily be that they weren't happy with the experience you're 

providing. So, we need to find out what's going on. Can we help them? Are they okay? And 

coming from that perspective. 
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A lot of studio owners I know, like they've left. I'm done with you. It's that kind of like they 

wash their hands and they don't want anything to do with them anymore. Often what will 

happen is if you can go to them and say, "Hi, Chantelle here. I noticed that James hasn't 

been in class recently. I was just wondering if everything is okay. Is there anything we can 

do? He was doing so well with his lessons. We're very proud of his progress. Is there anything 

we can do to kind of help him keep continuing to achieve his goals?" And just by opening 

that door, showing that you care, that you valued his educational progression, it's going to 

help them have a really good, nice feeling, the fact that you actually are following up. 

 

No one follows up. Even if you just followed up once, you'd be heads and shoulders above 

probably all the other studios in your area who aren't following up. So, that does set you 

apart. But more than that, you're giving them an open door to come back for another 

opportunity. So, you might say, "Look, we understand you can't do lessons at the moment. 

We just want to let you know that we do have a holiday workshop coming up, and he might 

like to come along to that. He'd be very welcome. We'd love to see him again." 

 

So, in terms of following up, some easy ways to do this are to definitely get on the phone 

and have a chat. You could also have an email. So, you might create a survey with maybe 

three or four questions, just saying, "What did you find our experience like? Is there anything 

we could have done to kind of enhance the experience," and send that out. You could have 

that entirely automated, but it just gives you that knowledge, that information on how you 

can improve your student experience to hopefully then improve your retention. 

 

So, there were a few questions. I hope they were really helpful for you. We'll be sure to 

answer a lot more of your questions as we go along through this program. So, this was the 

last video in your training program as studio director. Now it's time to bring in your team, 

bring everyone together, and we're going to start really diving into more about how your 

teachers can improve their student retention. I'm so looking forward to seeing you and your 

team there. 


