Summer 2009

AN INTRODUCTION TO HAMPSHIRE GOVERNOR SERVICES

AIMS

Hampshire Governor Services exists to provide:

· Information, advice, support and training to governors, governing bodies and their clerks to enable them to fulfil their responsibilities effectively.

· Advice and support to Hampshire Children’s Services Department on governing body matters.

· Administrative support to Hampshire Children’s Services Department so that it can carry out its statutory responsibilities for governing bodies. 

This is in furtherance of the vision outlined in Hampshire’s Children and Young People’s Plan 2009-12;

“Making Hampshire a better place for children and young people, where all of them, including those who are vulnerable or disadvantaged, have the best possible start in life and are supported by the whole community to reach their potential”.
WHO ARE WE?

Hampshire Governor Services has local offices in Bartley, Fleet and Havant. The county office is in Winchester. More information about the service as a whole and how it’s run is available on our website or in paper form on request.

Office hours are 9am to 5pm Monday to Thursday and 9am to 4.30pm on Friday. There is an answering machine for calls outside normal office hours.  We will deal with your messages as soon as we can.  Please give your name, daytime contact number and the name of your school, clearly and slowly, so that we can respond to your enquiry.   

At training courses you will also meet our team of Associate Tutors and officers employed by the Children Services Department with expertise in governor-related subjects. Many of the people who deliver our services are governors themselves.  

We hope this helps us remember what it is like to be “at the coalface”!

WHAT DO WE DO ?

· Give advice, support and training to governing bodies and their clerks
· Provide a wide range of information through newsletters and our website : www.hants.gov.uk/education/governors
· Offer for purchase by governing bodies a managed clerking service
· Consult with governors about their needs and the quality of the service we deliver

· Maintain a database of governing body membership

· Deal with appointments and resignations

· Handle the administration of local governor consultative groups

· Monitor governing body papers and work with governors at schools in difficulties

A full description of the services we offer and the standards you can expect is contained in the HGS Service Level Agreement. A copy of this is held by each governing body and it is also available on our website.

HOW DO GOVERNORS PAY FOR THE SERVICE ?

· Schools can choose how to buy the training part of our services.  Each year the governing body decides whether to take the “Full Access” or “Selective Access” option.  

Full Access means that the governing body pays a lump sum at the beginning of the financial year. Its governors can then attend as many training courses as they like and are also entitled to a two-hour training session at their school on a topic of their choice (Whole Governing Body Training).

Selective Access means that the governing body pays for the training its governors attend on a course by course basis.  

The vast majority of schools use Full Access because it offers the best value for money

· Schools purchase the Clerking Service on an annual basis. 

· Other aspects of our service, such as information and advice are free to governing bodies because they are funded by the Children Services Department.

HOW DO YOU BOOK TRAINING?

Most governing bodies appoint a Training Liaison Governor (TLG for short) who acts as the channel of communication between us and you on training matters.  If you want to book a course or suggest a new topic to be covered, get in touch with your TLG.

Where the governing body has no TLG, the Clerk or Chairman should be able to help.

Each term your school should give you a copy of the programme of local training events we send via the school courier. A full list of courses offered across the county can be found in the Governor Training Directory which is published annually.  A copy is sent to the Chairman and TLG. You can also use our website to see the full range of courses available.

Governors from Full Access schools can book directly if they wish by using the electronic form on our website, sending in the paper form provided in the local programme or. telephoning one of the numbers given above. 

HOW DO YOU ASK FOR HELP ON OTHER MATTERS? 

You can:

· use email – see contact details above – or the electronic message form on the website for suggestions, comments or complaints

· send us a letter, by post, or ask your school about the courier system which is free.

· telephone us – see contact details above - we’ll ring you back if you wish to save the cost of your call 

· talk to us at training sessions or at forum meetings (see the Representing Governors in Hampshire leaflet in the pack for further details on forums)

We will do our best to help.

WHAT CAN YOU EXPECT FROM US?

We promise to

· provide a friendly and welcoming response to all enquiries
· provide access to its services in a variety of ways to suit different governors' circumstances
· provide effective training and support for the governors' role
· provide prompt, accurate and understandable information in response to queries from governing bodies
· provide an efficient and responsive booking and administration service for training events
· provide access to HGS staff across the county to all governing bodies for advice and support, reassurance, where possible, and mediation, if required
· ensure that the expertise and skills of the staff providing the service to governing bodies are commensurate with the work being undertaken
· ensure absolute confidentiality in its relationships and dealings with governing bodies
· maintain a database of governing body memberships

· evaluate and review the performance of the Service on a regular basis consulting stakeholders as appropriate.

HOW QUICKLY WILL WE GET BACK TO YOU?

We will:
· answer the telephone within ten seconds, or divert you to our answering machine
· respond to all urgent enquiries, however they reached us, within three working days. It will be the responsibility of the governing body or governor, when making the initial contact with HGS staff, to explain the degree of urgency for the response
· respond to all non-urgent requests within five working days or as agreed

· acknowledge  all written complaints within five working days and give a full response or progress report within twenty working days. 

HOW CAN YOU CONTACT US ABOUT A SUGGESTION, COMPLAINT OR COMPLIMENT?

Suggestions and complaints from governors have helped us continuously improve the service we offer.  Our suggestion and complaints  procedures and the relevant form is available on our website (see above) or you can request a paper copy from your local Governor Services office. If you (or your governing body) do have a complaint about the service we provide or a suggestion for improvement we would encourage you to let us know. In the first instance you should contact your Local Governor Services Co-ordinator by phone, letter, e-mail or by using the complaints/suggestions form. Contact details are given above. We will acknowledge receipt within five working days and let you know the outcome of our investigations within twenty working days or let you know if we need further time to fully respond to your complaint or suggestion. 

Should any issue remain unresolved at Service level it can be referred to the Director of Children’s Services and failing solution at this stage, to Hampshire County Council’s Chief Executive . If you are still unhappy with the way we have dealt with your complaint, or feel we have treated you unfairly, you can write to the Local Government Ombudsman.  

We are also pleased to hear from governors if they feel they have received exceptional service and would like to have this recorded. The same form can be used for this purpose and if we know something has been well received this again may help us in our planning.

A summary of the complaints and compliments we have received in the previous financial year is on our website under Who we are/what we do section. 

HOW DO YOU GET HELP TO ACCESS OUR SERVICES?
We ask you to tell us when you become a governor if you have a disability. Keeping this information on our database reminds us that we may need to make adjustments to make it easier for you to use our services. We can, for instance, provide information in large print if your sight is poor or ensure you are seated at the front at training events if you have difficulty hearing.  There may be other reasons apart from a disability which mean we need to take your particular needs into account eg special diets for day courses. Please tell us and we will do our best to help.
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