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	Complaints about children’s services inspections 

	
	Making a complaint about joint area reviews and annual performance assessments

	
	


	Joint area reviews
Introduction

1.  This complaints procedure is designed for anyone wishing to complain to one or more of the inspectorates about a joint area review (JAR). The inspectorates anticipate that the great majority of reviews will be carried out smoothly and without incident, but recognise that those children’s services authorities (CSAs) and partner bodies inspected may, on occasion, feel dissatisfied with either the process or the report. Although much of this procedure is addressed to CSAs, it is equally open to others who may wish to complain about an inspection report, including parents, children or other services users.

2.  Our working definition of a complaint is any expression of dissatisfaction in relation to our actions, or inactions, that needs a response. However, many concerns can be resolved without recourse to a formal complaint, as described in paragraph 4. Only a formal complaint made in writing about a JAR, its report, or the conduct of an inspector will be dealt with under the formal complaints procedure described in this document.
Principles

3.  Complaints will be handled according to the following principles:

· complaints will be handled speedily and people kept informed
	· the process will be consistent, treating people in similar circumstances in similar ways
· investigation of complaints will be thorough and objective
· we will consider and respond to complaints in a fair and even-handed way
· a full response will be provided which addresses all the issues raised
· we will respect confidentiality, both with regard to those who complain and those who are the subject of a complaint
· clear information will be provided on what to do if people are unhappy with the response
· complaints will be regularly monitored
· actions will be identified where necessary to secure improvements.

Resolving concerns during the inspection process

4.  For those directly involved in a JAR – whether a CSA, a partner body or a provider being inspected – if you have concerns about an inspection, you are encouraged to raise these as soon as they arise, with the inspector on the spot or otherwise with the lead inspector, so that he/she can do their best to resolve them. There are quality assurance arrangements in place for all inspections which also provide a mechanism for resolving concerns raised. If it is not possible to discuss the concern with the inspector, or an


	independent view is sought, a helpline is available in the Children’s Services Inspection Division’s (CSID) central administrative unit at Ofsted (0207 421 6747), which can provide advice. Where it is not possible to resolve concerns informally, you may wish to make a formal complaint under this procedure.

5.  The procedures for finalising a JAR report include sending a draft of the report to the authority for comment. This will provide an opportunity to comment not only on factual accuracy but also on any concerns about how the provisional judgements have been reached on the basis of the admissible evidence. Such comments will be considered before the report is finalised and the authority will be informed of the steps taken to address the points raised and any amendments made to the report. All of this is a routine part of the JAR process. Comments made and dealt with in this way will not be regarded as a formal complaint.

Formal complaints

6.  If it has not been possible to resolve concerns as part of the inspection process, you may decide to lodge a formal complaint. Complaints will normally be about either:

· the inspection process and report (i.e. evidence, judgements, communication) 
or

· the conduct of inspectors.
Where a complaint about the inspection process includes a claim that this adversely affected the judgements or scores, or that significant evidence available to the team was ignored, this should be clearly stated and will be investigated. Where a JAR includes a corporate assessment judgement or score, a request by the council concerned for a review of that judgement or score can be considered by the Audit Commission under its review procedures (see paragraph 8d).


	7.  A formal complaint should be made in writing to:


Divisional manager


Children’s Services Inspection Division


Ofsted 

Alexandra House

33 Kingsway

London WC2B 6LE

Email address: amir.siddiqi@ofsted.gov.uk

This can be done at any time during or after the inspection, but not later that one month from the issue of the final inspection report. However, a request for a review of a corporate assessment judgement or score must be submitted by the council concerned to the Audit Commission within 10 working days of receipt of the pre-publication corporate assessment report (see also paragraph 9d).

8.  The complaint will be logged with the Central Administrative Unit for Children’s Services Inspections, who will send an acknowledgement within two working days, confirming details and stating who will be investigating the complaint. Responsibility for conducting the investigation and responding to the complaint will depend on the nature of the complaint, but the general approach will be as follows.
a) A complaint solely about the conduct of an inspector will be referred to the inspectorate concerned to investigate and respond to direct.
b) A complaint of a general nature about the JAR and/or the report will be investigated by a senior inspector in Ofsted, consulting other inspectorates as necessary.
c) A complex complaint relating to more than one inspectorate will be copied to the relevant inspectorates for investigation. The responses will be put to a joint inspectorate complaints investigation panel. The panel will not have a standing membership, but will comprise senior managers nominated by the inspectorates whenever it is required to meet.


	d) A request by a council to review a corporate assessment judgement or score which is included in a JAR will be referred to the Audit Commission to be dealt with under its review procedure. The Audit Commission will notify Ofsted of the outcome and any implications for the JAR report will be considered by a joint inspectorate complaints investigation panel (as described in 8c).

9.  Wherever complaints, or aspects of complaints, are referred to an inspectorate for investigation, the inspectorate will conduct the investigation according to its own existing complaints procedures. Wherever possible, complainants will receive a response within 20 working days, but this could take longer where further information or investigation is required, or where it is necessary for the complaints investigation panel to meet. Where a response will take longer than 20 working days, the complainant will be informed of progress. 

10. Where a formal complaint is received before publication of a JAR report, the inspectorates will normally delay publication while the complaint is considered, though they may decide not to do so in some circumstances. The inspectorates will also delay publication of a JAR report where a request by a council for a review of a corporate assessment judgement or score which is included in the JAR report has been accepted by the Audit Commission under its review procedure.
11. Except in the case of complaints described in paragraphs 8a) and 8d) above, all correspondence with the complainant should be via Ofsted so that complainants have a single point of contact. 
12. This procedure does not cover complaints about corporate assessments, which will be dealt with according to the Audit Commission’s procedures.
	Review of complaint handling

13. This stage applies only to those complaints responded to by Ofsted on behalf of the inspectorates jointly. Those referred to a single inspectorate for response (paragraphs 8a) and d)) would follow that inspectorate’s complaints or review procedure as applicable.

14. Where a complainant remains dissatisfied with Ofsted’s response to a complaint, they may ask for a review. This should be addressed to the divisional manager for CSI in Ofsted (see paragraph 7). The divisional manager will review the handling of the complaint, including the scope of the investigation and response, and prepare a draft response for submission to Ofsted’s director of education. Where necessary, the other inspectorates may be contacted and further investigation into the complaint will take place. The director will seek to ensure that the inspectorates have done all they can to address the concerns expressed. The director will aim to respond to the complainant within 20 working days.

Annual performance assessments
15. The procedure for conducting annual performance assessments (APA) includes a representation stage, which is in addition to opportunities to comment on the draft letter, and provides an opportunity for authorities to make representations on grades when the final letter is issued. Representations may only be about perceived inaccuracies in the evidence used or the significance afforded to the evidence. The procedure is described in the APA handbook and representations made under it will not be classed as complaints. If, nevertheless, authorities wish to make a complaint about the assessment process or the conduct of an inspector, the complaint should be sent to the address in paragraph 7 above and will be investigated by Ofsted and/or CSCI in accordance with the same principles as the joint area review procedures.
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