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Introduction

1. We aim to carry out our work to high standards and expect that all our inspections will be of consistently high quality and proceed smoothly and without incident. We recognise that occasionally concerns may arise about some aspects of our work or the conduct of our staff. This policy sets out our approach and procedures for handling complaints about Ofsted’s work. 
2. Our definition of a complaint is any expression of dissatisfaction about our actions that needs a response. We take complaints very seriously and do what we can to resolve the issue. We view them as an important way of improving what we do. Complaints tell us about things that worked less well and this feedback supports self-evaluation and improvements in the way we work with people and conduct our business. 

3. We will investigate all complaints fairly and effectively and deal with the issues arising from these as quickly as possible. Where our work has not met the high standards we set, we will accept and acknowledge this and take steps to remedy the situation as quickly as possible. This includes acting swiftly to correct any factual errors in our inspection reports. However, we will not change our inspection judgements simply because they are disappointing to the provider or users of a service, or because improvements in provision have happened since the inspection or are promised in the future. 
4. This policy applies to the handling of complaints about Ofsted’s work, including the inspection and regulation of:

· providers registered on the Early Years and Childcare Registers

· children’s centres
· social care services for children

· children’s homes

· family centres

· adoption and fostering services and agencies

· the Children and Family Court Advisory and Support Service (Cafcass)

· children’s services in local authorities

· maintained schools including academies

· independent schools

· initial teacher training

· further education colleges and provision for students aged 14 to 19

· work based learning and funded training

education and training in prisons and other secure establishments, and adult and community learning. 
5. Complaints made about our responses to requests made under the Freedom of Information Act 2000 or Data Protection Act 1998 are not covered under this policy and are dealt with through a separate process. Information about this area of work can be found at: http://www.ofsted.gov.uk/freedom-of-information 
Principles 

6. All complaints about Ofsted will accord with the following principles:
· Complaints will be handled speedily and with rigour.
· Complaints will be handled in a fair and even-handed way, treating all parties in similar circumstances equitably and respectfully.
· The investigation of complaints will be thorough and objective. Where we investigate a complainant’s dissatisfaction with the judgements awarded at an inspection, the outcome of the investigation may result in no change or a movement of a grade upwards or downwards.
· A written response will be provided for all formal complaints considered by Ofsted.
· Confidentiality will be respected as far as possible, both for those who complain and those who are the subject of a complaint. However, the identity of complainants may be revealed to the persons complained about where their response is essential in order for us to investigate and respond fully and fairly to the complainant’s concerns. 

· Where appropriate, we will ensure that complaint responses include a suitable apology for any aspects upheld, and details of any corrective action or other redress that will be undertaken. 

Our handling of complaints will be monitored and quality assured regularly to ensure it is effective and leads to improvements in the way we work. 
Step 1 – Resolving concerns quickly
7. We expect that in the first instance all complaints about our work will be raised, wherever possible, directly with the individuals concerned as soon as these arise. This provides an opportunity for all parties to resolve the matter quickly. If a concern cannot be resolved immediately, the complainant should ask to speak with a manager to ensure that their concerns are considered and resolved promptly.
8. If a concern is about an Ofsted inspection or inspector, this should be raised with the lead inspector as soon as possible during the inspection visit. This includes concerns about the inspection process, how the inspection is being conducted, or the inspectors’ judgements. In most cases these concerns can be considered and resolved before the inspection is completed. However, if a complainant feels unable to raise concerns directly with the lead inspector during the inspection, the complainant can telephone our national helpline on 0300 123 1231 and request to speak with the inspection service provider coordinating the inspection or the relevant Ofsted senior manager. Again, we expect that most concerns can be resolved before the end of the inspection.

9. There is a further opportunity to raise concerns about the accuracy of an inspection report as part of a provider’s response to the factual accuracy check of the draft. Concerns will be considered as part of this quality assurance process prior to the finalised report being published. If considered necessary, a reviewed draft copy will be sent to providers for a final factual accuracy check.
10. This process allows an opportunity to resolve concerns prior to the preparation and publication of the final inspection report. 
11. We recognise that from time to time, a complainant may choose to escalate their concerns to Step 2 of this policy without following Step 1.  However, we recognise the benefits of resolving concerns at the earliest opportunity through dialogue and strongly encourage that such an approach, as set out in Step 1, is adopted whenever possible before making a formal complaint.

Step 2 – Making a formal complaint

12. If concerns about an inspection or other area of our work have not been resolved at Step 1, a formal complaint can be raised with Ofsted under this complaints policy. 

13. For Ofsted to consider a complaint:

· Unless there are special circumstances, complainants must send their concerns using the online complaints form available on the Ofsted website at http://www.ofsted.gov.uk/contact-us/how-complain. This assists in the effective handling of complaints and supports complainants to submit their concerns clearly and concisely.
· Complainants must provide a concise account of their concerns, details of any actions already taken to resolve these, and what they expect should happen as a result of their complaint.
Complainants must provide contact details and indicate their availability to enable the investigating officer to make contact as part of our complaints investigation process.
14. If there are special circumstances that prevent the submission of a complaint online, complaints can be sent in writing to:

Ofsted 
National Complaints Team
Piccadilly Gate
Store Street
Manchester
M1 2WD

Email: enquiries@ofsted.gov.uk
15. Ofsted also offers a transcription service over the telephone if it is not possible to submit a complaint in writing. Please call 0300 123 4666. 

16. An automated response will confirm receipt of all complaints submitted through the on-line complaints form.

17. We would expect most concerns about inspection to be resolved in discussion with the lead inspector as set out under Step 1 of the process, prior to the submission of a formal complaint. 

18. Complaints should be submitted to Ofsted within 10 working days of the incident of concern – in the case of concerns about inspections, this should be no more than 10 working days following the publication of the report. Complaints sent after this period will not normally be considered, as they will be deemed ‘out of time’. This is to ensure that any concerns can be investigated as soon as possible and acted upon promptly.
19. Ofsted’s complaint process sits outside of other procedures regarding the provision of information held by Ofsted under the Freedom of Information Act 2000 or Data Protection Act 1998. 
20. As a result, Ofsted will not normally suspend its investigation of a complaint or disclose any inspection evidence ahead of or during a complaint investigation.

21. We do not normally withhold publication of an inspection report or withdraw a published inspection report while we investigate complaints unless there are exceptional circumstances. This is because Her Majesty’s Chief Inspector has a duty to report the findings of an inspection or investigation on its completion. It is also important for users of the inspected provision, who are aware that an inspection has taken place, to be informed about the findings of the inspection within our published timescales. 

22. Where a complaint is about an inspection where a school is judged to have serious weaknesses or to require special measures, these judgements will not be reconsidered under Step 2 of this policy. After the inspection, all such judgements are always subject to thorough and robust moderation procedures prior to authorisation of the judgement by Her Majesty’s Chief Inspector. The school contributes to this moderation process and may comment on the inspection findings prior to publication of the report. The moderation of the judgements and consideration of any comments received from the school is undertaken by Her Majesty’s Inspectors who are independent of the inspection. However, any complaints about inspector conduct and inspection process will be considered under Step 2 of this policy. Providers can request a review of the moderation of judgements process under Step 3 of this policy.
23. As part of all complaint investigations, the investigating officer will contact the complainant by telephone to discuss the concerns and to establish if any, or all, aspects can be resolved quickly. Wherever possible, we will attempt to resolve complaints through professional dialogue at an early stage of receiving concerns. Investigating officers will confirm to complainants the agreed main areas of complaint that will be subject to thorough investigation.
24. As part of carrying out the investigation, the investigating officer will consider in detail all the information submitted and issues raised by the complainant. In the case of complaints about inspections, this will include, as appropriate, a review of the inspection evidence and responses from the inspection team to the concerns raised. No additional documentation received after the submission of the complaint will normally be considered.
25. Written responses will be provided for all complaints investigated at Step 2. Responses will provide a clear conclusion on whether or not the complaint has been upheld and may link together similar issues for conciseness and clarity. Responses may include reference to inspection evidence as appropriate to explain inspection outcomes. On occasions, where the evidence is inconclusive because of differing opinions that cannot reasonably be resolved through independent corroboration, the outcome will be recorded as ‘no decision could be reached’. Where this occurs, the reasons for not reaching a conclusion will be clearly explained. 
26. It should be noted that investigation responses to complainants not directly linked to an incident may be limited by the information that can be disclosed to a third party under the Data Protection Act 1998. For this reason, queries about inspections are normally better directed to the inspected provision as those involved in the inspection process are best placed to explain the inspection process, the findings of the inspection and the actions that they plan to address these.

27. Where multiple complaints are received about the same incident or issue of concern, Ofsted may choose to undertake a single investigation covering a similar complaint from different individuals. This would lead to a single investigation response which would be communicated to all complainants.
28. Ofsted aims to respond to all complaints as quickly as possible. A written response will be sent to the complainant as soon as is practicable and normally within 30 working days of the date of receipt. The complaint response will include an explanation of any steps that Ofsted will take as a result of the investigation. 
Step 3 – Requesting an internal review

29. Ofsted will ensure that all complaint investigations follow the agreed process. However, if a complainant is dissatisfied with the way their complaint has been handled, a review of the complaint process can be requested using the online form detailed above. This should be submitted within 15 working days of the date of the response to the original complaint.

30. The review will consider whether Ofsted’s policy and procedures on handling complaints were followed correctly to address the complaint. The review will be based on available information from the original investigation and is unlikely to require further telephone contact with a complainant. No new concerns or evidence will normally be considered as part of this review. 
31. When an inspection has judged a school to require special measures or to have serious weaknesses, requests for a review of the moderation of judgements process will be carried out under Step 3 of this policy.
32. The internal review will be carried out by a senior manager in Ofsted with no previous involvement in the investigation of the complaint and so is independent of the original investigation outcomes. Based on available evidence, the reviewing officer will come to a final view on whether or not the original complaint was investigated fairly and properly in line with our published policy. Ofsted will provide a written response as soon as is practicable and normally within 30 working days of the receipt of a request for an internal review.

33. This is the final step within Ofsted’s internal complaints handling procedure. Following the completion of an internal review, further investigations will not be conducted into correspondence that may subsequently be submitted on any aspect of a complaint.  

Independent and external review of Ofsted’s complaint handling

34. We aim to resolve all complaints to a complainant’s satisfaction, fairly and quickly without the need to involve third parties. However, if a complainant remains dissatisfied with the responses we have provided, an external review can be requested from the Independent Complaints Adjudication Service for Ofsted (ICASO) as an independent body. This must be done within three months from the date of the response letter following an internal review by Ofsted. 

35. The role of the Adjudicator is to investigate the manner in which Ofsted has dealt with a complaint and to provide advice to improve Ofsted’s complaints handling. Please note that the Adjudicator cannot overturn the inspection judgements or decisions made by Ofsted.
36. Details of the process for submitting concerns to the ICASO can be found on their website: www.ofstedadjudicationservice.co.uk or at: 
Independent Complaints Adjudication Service for Ofsted
c/o CEDR 
70 Fleet Street
London 
EC4Y 1EU
Email: info@icaso.co.uk 
37. If complainants are not satisfied with the outcome of the adjudication service review, they can contact the Parliamentary and Health Service Ombudsman. Details of the Ombudsman are available on their website: www.ombudsman.org.uk.
Complaints feedback

38. Ofsted takes complaints very seriously and endeavours to handle concerns objectively, fairly and efficiently. Complainants are invited to provide feedback on how their concerns were handled using the online feedback form available on our website at www.ofsted.gov.uk/contact-us/how-complain. Feedback will be used to improve our complaints handling process and improve the quality of our investigations and responses where appropriate. 
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