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1 
PURPOSE OF REPORT

1.1 To inform Members about the Social Care complaints process and the level and nature of the complaints and compliments received by Children’s Social Care services, Learning and Care Directorate during the period 1 April 2007 to 31 March 2008.

2 SUPPORTING INFORMATION

2.1 The Children Act 1989 requires the operation of the complaints procedure to be reported to Members.  The information covered should be anonymised information about the numbers and types of complaints and compliments received.


OFSTED’s view is that more complaints should be recorded with them being resolved at stage 1 of the process.  This identifies any trends and also indicates that service users concerns are being listened to and acted on.


In addition to this Annual Report, complaints are monitored by

· Monthly report for Learning and Care Directorate Information Bulletin

· Monthly report for Corporate Centre which is discussed at Directors Group

· Quarterly report to Cabinet

Recommendations arising from complaints are monitored for implementation. 
2.2 Objectives of the Complaints Procedure

The legislation and guidance states that the objectives of the procedure are:

· Accessible and easy to understand

· Provide a strong problem-solving element

· Speedy

· Guarantee a considered response

· Provide information on how policies translate into practice

· Highlight areas where the authority should be more responsive to the needs of individuals and the community.

2.3 Legislative Framework

The Children Act 1989 provides the legal framework for Social Care services complaints procedure together with timescales, who can access the procedure and the appointment of an Investigating Officer and an Independent Person at the second stage of the process.

Local Authority Circular LAC (2004) 11 "Regulations and Guidance on Providing Effective Advocacy Services for Children and Young People Making a Complaint under the Children Act 1989" refers to the guidance from the Department for Education and Skills entitled "Get It Sorted.  There is now a duty on local authorities under section 26A of the Children Act 1989 to make arrangements for the provision of advocacy to children and young people making or intending to make representations (including complaints) under the Children Act 1989.  

2.4 The Complaints Process

In brief, the complaints process is in 3 stages:  (Please see flow chart at Appendix 1)

Stage 1 (Local Resolution)

The operational manager of the service about which the complaint is received, attempts to resolve the matter.  The aim is to resolve the complaint as close as possible to the point of service delivery and the service user. An acknowledgement must be sent within 3 working days and a response sent in 10 working days (which can be extended to 20 working days with the complainant’s agreement).

Stage 2 (Investigation)

The complainant decides whether they are satisfied with the outcome of the stage 1 and, if not, can request to progress to stage 2. This request must be received within 20 working days of the stage 1 response.  If the complaint is sufficiently serious, the complainant can access the procedure direct at stage 2.

An Investigating Officer (and an Independent Person if the complainant is vulnerable) are appointed by the Customer Care Co-ordinator.  They will look into the issues of the complaint and provide a report to the Head of Service outlining their findings within 25 working days.

The Head of Service writes a response to the complainant on behalf of the Directorate using the Investigating Officer’s report as a basis for the response.  The letter states whether or not the complaint is upheld, or partially upheld, and any actions the Directorate proposes to take to remedy the situation.

Stage 3 (Review Panel)

The complainant decides that they are not satisfied with the response at Stage 2 and requests progression to Stage 3 of the process. This request must be received within 20 working days of the stage 2 response.

A Review Panel is convened by Democratic Services to review the investigation into the complaint, the Directorate’s response and the outcomes within 30 working days.  The Panel consists of 3 independent people.

The Director of Learning and Care responds to the complainant once the conclusions and recommendations of the Panel have been received within 15 working days.

After the above procedure is completed the complainant can, if they so decide, refer the matter to the Local Government Ombudsman.

2.5
Redress

The usual redress offered when a complaint or part of a complaint is upheld is to review the service offered and/or the procedure that was followed.  An explanation of any action to be taken and, where appropriate, an apology will be conveyed to the complainant.  An offer of an ex gratia payment could be made for the time and trouble of bringing the complaint to the Directorate’s attention and any exceptional distress caused.  No ex gratia payments have been made during this reporting year.

2.6
Breakdown of Compliments and Complaints Received 

During the period 1 April 2007 to 31 March 2008 the following have been notified to the Customer Care Co-ordinator.

(i) Compliments  


In this reporting period, 33 compliments were notified to the Customer Care Co-ordinator as having been received in Children’s Social Care services.  29 compliments were about the quality of service provided and 4 in relation to the attitude/conduct of staff.

(ii)  
Complaints

	Stage
	Number
	Cost

	Stage 1


	56


	

	Stage 2
	1
	£3081.96



	Stage 3
	
	

	Overall Cost of Children’s Services Complaints for the reporting year 1 April 2007 to 31 March 2008






	
	 £3081.96



Details are provided in Part 2 of this report


98% of complaints were resolved at stage one. The national average is 92%. 

The level of complaints also compares well with other similar sized local authorities.


Inspections of children services have stated that the current processes are robust and used well by the public.

2.7
Resolution Times

Of the 56 concerns recorded, 10 were not fully responded to within the 10 working day timescale.  

However, all of these were responded to within the allowed 20 working day timescale having gained the consent of the complainant to extend the deadline.  

The delays were due to either the complexity of the complaint requiring more time for the operational manager to investigate and fully respond or with arranging a time to meet the complainant before responding.

2.8 Representations

Any negative comments received (rather than formal complaints) are recorded as a representation. This is not a formal complaint and does not have to be responded to within a set time frame. In this first reporting period for representations there has been a total of 83 recorded negative comments. It is likely as more service users are aware of how to log a negative comment, that the figure for representations will be higher for the period 2008/2009.

APPENDIX 1
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CURRENT COMPLAINTS PROCEDURE - FLOW CHART





Complaint made to staff or Customer Care Co-ordinator
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Successful resolution. Act on agreements.


No further action





Not successful.  Complainant requests Stage 2
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Stage 1 resolution attempt by Manager





Investigation carried out by external Investigating Officer and monitored by Customer Care Co-ordinator





Report to Head of Service





Investigation set up by Customer Care Co-ordinator





Not successful.  Complainant requests Stage 3 Review Panel hearing.





Successful resolution.  Act on agreements.


No further action





Head of Service responds to Investigating Officer's report





Report to Director from Democratic Services





Review Panel hearing held.  Organised by Democratic Services





Not successful.  End of complaint procedure.  Complainant can contact Ombudsman if not satisfied.





Successful resolution. Act on agreements.


Plan implemented locally





Director responds to Complainant








PAGE  
24

_1125402921

_1125402552

