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KENT SERVICES for Schools Contract Information
Most contracts are operated on an open-ended basis and continue to run until such time as notice is given to terminate.  This method of contracting was introduced to make the process easier and less time-consuming for schools. 

If you wish to retain your current level of service:

Open-ended contracts

· No action required - your contracts will continue until such time as notice is given to terminate.
All other contracts, amendments, new services or packages

· Contact KENT SERVICES for Schools by email, fax or letter.

If you wish to cancel existing packages

· Notice to cancel packages must be given in writing to the service provider or KENT SERVICES for Schools, either by e-mail, fax or letter.

· Four months notice is required to cancel a package with the exception of Classcare which requires six months notice.  Please refer to Section F “Cancellation” for details.

Contacts

Room 2:54, Sessions House, County Hall, Maidstone, Kent, ME14 1XQ

Helpline:
01622 694208

Fax:
01622 221584

E-mail: 
school.services@kent.gov.uk

ClusterWeb: 
www.clusterweb.org.uk?servicesforschools 

KENT SERVICES for Schools Terms and Conditions/Complaints

These Terms and Conditions, Complaints and Arbitration procedures only apply to Kent County Council service providers who trade via the KENT SERVICES for Schools catalogue.  

If a school has a complaint/dispute with a non KCC service provider they must refer directly to the non-KCC service provider concerned.  

A) Definitions

1. “The agreements” are defined as the order for KENT SERVICES for Schools described in the catalogue for Kent maintained schools.  

2. “The school” is the headteacher and/or chair of governors at the school. Representatives of the school can only enter into agreements in accordance with their delegated powers agreed by the governing body.

3. “The service provider” is defined as the part of the organisation providing the service through the Kent County Council KENT SERVICES for Schools catalogue.   

B) Status of Agreements

1. The agreements made under these terms and conditions do not constitute legal contracts.  However, they are binding on both the school and the County Council by virtue of the financial scheme agreed under section 48 of the School Standards and Framework Act 1998.  Any breach of these terms and conditions may be treated as breach of the financial scheme.

2. The purpose of these terms and conditions is to set out the reasonable expectations of schools and service providers and include a procedure for the resolution of disputes and ultimately a process to appeal for compensation for breach of agreements.

3. The terms and conditions are framed in accordance with the principles of Prompt Payment legislation and set out the expected periods for the charging and settlement of invoices. 

C) Duration
1. Unless otherwise stated, the agreement for packaged services will be open ended and will continue to run until such time as a school or service provider gives notice to amend or cancel.

2. Schools will be required to sign up to the agreement for all packaged services 8 weeks before the start of the contract.  Subject to agreement of the service provider a shorter period may be acceptable.  Pay As You Use (PAYU) services can be ordered at any time but schools do need to recognise that the provider may need time to adjust their service delivery.

3. The provider retains the right to stipulate a minimum period of membership.

4. Special terms and conditions may apply.  See individual service provider brochures for full details. 

D) Fees

1. Schools will be charged the fee published on the Contract/Order Form or Price List. All packaged services will be charged monthly (unless otherwise agreed) by direct debit detailing the element relating to each individual package.

2. Pay As You Use (PAYU) services may be charged on an individual basis payable in full.

3. E-mail notification will be sent to schools on the first working day of each month stating how much will be direct debited from their bank account on the last banking day of the month as covered by the Direct Debit guarantee.

4. Schools should raise any objections to the direct debit charge in writing within 15 working days of the issue date and will not have to settle the amount in dispute until after the objection is resolved.  Objections will be resolved via the Complaints Procedure.  When a school objects to only one element of a direct debit charge the remainder remains payable in accordance with the overall terms and conditions contained within. 

5. Normal KCC procedures for the recovery of unsettled debts will not apply for services to schools covered by these terms and conditions.  KCC reserves the right to recover any unsettled debts, i.e. those not settled in accordance with these terms and conditions, from future month’s bank advances.

6. Schools which are not staffed during holiday periods will not be expected to raise objections during the holiday period.  

7. Failure to settle properly charged direct debits may be viewed as a breach of the terms and conditions and could lead to the withdrawal of services. 

E) Variation

1. KCC reserves the right to modify or withdraw packaged or Pay As You Use (PAYU) services from the catalogue at any time.  KCC does not have to offer alternative packaged or Pay As You Use (PAYU) services and can charge more or less than the original price for any modified services.  Schools will be notified of new prices in writing before they are bound by agreements.

2. KCC will offer alternative services to those schools which entered into agreements from the catalogue as provider of last resort.  Schools will not be bound to receive the alternative service and must notify the service provider or KENT SERVICES for Schools if they wish to withdraw from the agreement.  Charges will cease from 1st of the month after receipt of notice to withdraw.

3. Alternative services will be provided at a price no higher than the original agreement on the Contract/Order Form and all other terms and conditions will apply.  The new price will be confirmed in writing and will be charged from 1st of the month after the change in service.


4. Schools can request service packages at any time by contacting the service provider or KENT SERVICES for Schools.  New packages will be deemed to commence on the 1st of the month for charging purposes.

F) Cancellation

1. Schools can cancel agreements by giving notice in writing to the service provider or KENT SERVICES for Schools.  Charges, unless otherwise agreed, will continue for four months after the receipt of notice.  

2. The Classcare scheme requires six months notice.  Please refer to individual service provider brochures for full details. 

3. Service providers will be bound to continue to provide the service during the notice period unless it is mutually agreed and confirmed in writing by the provider that they will no longer provide the service.

G) Complaints Procedure  

The aim of the Complaints Procedure is to ensure formal complaints are amicably resolved between schools and service providers, so that schools receive the service they expect and service providers receive the correct payment.

1. Where a formal complaint is necessary, schools must set down the complaint in writing to the appropriate service provider, addressed to the Head of Service.  Details of the complaint should include:

· What the complaint is about.

· A brief history from the point of view of the customer.

· What should happen next.

· The names of any KCC staff with whom the customer has been dealing.

2. When a complaint is received the service provider will:

· Try to put it right. 

· Reply within a week of receiving the complaint.

· If the service provider is unable to give a full reply within a week, they will acknowledge that a complaint has been received.    

3. In all instances the complaint will be investigated and service providers will aim to send a full reply within four weeks of receipt of written notice.  The reply from the service provider will provide confirmation of any reduction to the fee or rebate on fees already paid if applicable. 

4. The reduced charge/rebate will be treated as the agreed fee for the purposes of these terms and conditions unless schools raise a further objection in writing.  The procedure outlined in section D will apply for the payment of the reduced fee/rebate.

5. If the complaint is still not resolved to the satisfaction of the school, the complaint will be put to the appropriate Forum for arbitration.  The Forum’s ruling will be final and can agree compensation and repayment of fees for either party of up to twice the original charge. 

H) Arbitration
1.
Purpose: To resolve disputes between service providers and schools, which cannot be settled without independent arbitration.  Decisions are binding on both KCC service providers and schools in accordance with the KCC Financial Scheme.

2. Powers: To enforce service delivery by providers, or payment for services by schools and agree reductions in fees for part delivery. In extreme cases award compensation to either party.  If service cannot be delivered the school will not pay the fee and will receive compensation up to the agreed fee, i.e. schools not only save on fee but also receive income.  In cases where schools make significant and unfound complaints the appropriate Forum can award compensation in favour of providers up to the equivalent of the agreed fee, i.e. school pays fee and the same amount again.  Compensation can only be paid where there is a clear failure to deliver agreed services, or wilful action resulting in cost for providers.










