Receiving and dealing

with complaints How to contact us: “I have SOme'l'hlng

Summary of process

By phone: 01392 383611
Complaint made to Devon 01271 383611
Governor Services
Textphone: 01392 383609
Acknowledge within 48
hours (for use by people with hearing or speech difficulties)
Respond within 5 working By email: governor@devon.gov.uk
days
RESOLVED? By fax: 01392 383632
-
In writing to: Head of Unit

Devon Governor Services

EAL Directorate

Refer to Deputy County Hall Devon Governor Services
Director EAL

Well Done

Topsham Road
Exeter
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Devon Governor Services

Service Standards

To ensure:

* that Devon has sufficient governors and clerks
who have received training

e that all are aware of the statutory duties and
powers of governing bodies;

» that they fulfil those duties and exercise those
powers effectively;

* that they understand their role in evaluating
performance and raising standards in order to
provide the best possible education for their

pupils.

To support and train school governors and
clerks in their own locality in response to
changing needs, environments and
technologies

* by providing confidential advice on matters of
governance with humanity and understanding;

* by providing support alongside accurate and
objective information;

e by providing training and development
opportunities of the highest possible quality and
in response to identified need.

To contribute to corporate projects and goals and to
facilitate the interface between the County Council
and governing bodies.

As a service to our clients:

We will strive for excellence in the service we

provide for our customers by:

» working effectively and efficiently with flexibility,
understanding and professionalism;

responding positively to requests with accuracy,
clarity and patience whilst respecting
confidentiality;

improving and maintaining honest and open
communication and consultation within the team
and colleagues;

ensuring the continuing development of the team
itself, of the individuals within it, and of our
commitment to this statement by process of
review and evaluation;

achieving and evaluating Best Value in the
management of resources;

Our Aim is to provide the quality and
consistency of service which renders complaints
obsolete. Indeed, we rarely receive complaints,
which we interpret as a measure of customer
satisfaction. However, we wish to avoid
complacency.

As part of our quality assurance procedures,
Devon Governor Services provides the following
framework to enable your complaints to be
handled fairly, openly, and speedily. Our
procedure follows and links into the Devon
County Council procedure.

Contact us to let us know of any concern you
have about the quality of any aspect of our
service. If you are dissatisfied or wish to

recommend an improvement, please let us know.

How should | complain?

In person if possible. Our contact numbers are
on the back page of this leaflet.VWrite to us if you
would prefer.

Our response to you:

L]

We will acknowledge your complaint within 48
hours of us receiving it (excepting weekends).

We will respond to any issues raised within 5
working days. If the complaint involves the need
for further research, we will consult you within
this timeframe to explain.

If you are not satisfied with our response the
matter may be referred to the Deputy Director
of Education, Arts and Libraries.

There is no formal procedure for
recording praise or thanks. If you feel
that we have done something especially
well, please let us know. It is as important
for us to build on our success as to learn
from our mistakes.




