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1. INTRODUCTION

This is the second Annual Report produced for Children's Services by the Children’s Services Complaints Team.  It covers the period from 1 April 2010 to 31 March 2011 and provides information about compliments, comments and complaints activity within the social care aspect of Children's Services.  The report does not address complaints about other parts of Children's Services although the department does currently log and record this information. Of 213 complaints received by the Complaints Team, 115 of which were social care complaints and able to progress through the statutory complaints procedure.

2. MANAGEMENT AND OPERATION OF THE SYSTEM

Until 1st April 2009 compliments, comments and complaints about social care services within the Children's Services Directorate were managed by a small team initially within the Adult Social Care Directorate.   From 1st April 2009 responsibility for logging, monitoring and reporting on complaints, compliments and comments transferred to Children’s Services.  During the period of this report the Children’s Services Complaints team consisted of a Strategic Complaints Manager, a Complaints Officer and part time Business Support. The Complaints Manager was accountable to the County Manager – Planning, Communication and Complaints within the Children’s Services Directorate.

The Complaints Team are responsible for:

•
Managing, developing and administering the procedures

•
Facilitating the smooth running of the process

•
Maintaining a record of each complaint made and the outcome reached

•
Promote local resolution and negotiate with complainants and managers

•
Explore alternative dispute resolution

•
Providing training, information and advice for staff and managers

•
Information, publicity, support and advice for complainants

•
Monitoring and reporting on complaints

•
Ensuring that learning opportunities arising from complaints are maximised

•
Appointing Investigating Officers, Independent Persons and Review Panellists

•
Providing advice for managers responding to complaints

3. THE COMPLAINTS PROCEDURE

As well as satisfying legal requirements, the Compliments, Comments and Complaints procedure exists in order to provide managers with valuable feedback.  This enables them to monitor and learn from complaints in order to shape, develop and improve future services.  Effective complaint monitoring can help to identify significant trends, highlight gaps in service provision and identify necessary improvements to policy and procedure.  Monitoring acts as a measurement of public concern and can help the Directorate to identify training and development needs. 

Whilst as a Directorate, Children's Services do not wish to receive increasing numbers of complaints, we do recognise the importance of developing a culture in which complaints are viewed as potential learning opportunities and where complainants are carefully listened to and receive a swift, positive and outcome focused response.

Children and young people, their parents, carers and people denied services are eligible to use the statutory complaints procedures.  The procedure is also open to those complaining on behalf of a service user, either where the service user is not capable of making the complaint them self or where the service user has asked the representative to act on their behalf. 

Those who are not eligible to complain via the statutory procedure may still be entitled to make a complaint via the council’s corporate complaints process.  The Complaints Team deal with comments, suggestions and compliments as well as with statutory and corporate complaints and enquiries and concerns raised by Members of Parliament or Councillors. 

There are three stages to the statutory complaint procedures.  Stage One, the local resolution/problem-solving stage, is the stage at which the vast majority of complaints are resolved by operational staff.  The council has between 10 and 20 working days to complete this stage of the process.  Most complaints will be dealt with at this stage before proceeding to subsequent stages.

At Stage Two, formal investigations are conducted at arms length to the operational sections, usually by independent, external, Investigating Officers appointed by the Complaints Team.  Law also requires Children’s Services, to appoint an Independent Person, external to the council, to ensure that any investigation is carried out fully and fairly.  The investigation report is received by a senior manager within Children's Services and findings and recommendations of the report form the basis of the Directorate’s formal response to the complaint.  This stage should take between 25 and 65 working days.
If there is any residual dissatisfaction with the outcome of a complaint at Stage Two, the complainant can request that a Stage Three Review Panel hears their complaint.  A Review Panel consists of three people appointed by the Complaints Team.  The panel must be independently chaired and consist of two other independent panellists. The panel will be held in a neutral venue close to the complainant’s home, within 30 working days of any request.  The panel will consider whether the council has dealt with the complaint fairly and will identify options for resolving or remedying the complaint, reporting their findings and any recommendations to the Corporate Director - Children's Services.  The Director’s response to the recommendations forms the end of the Council’s statutory procedure. 

Once complainants have exhausted the local authority procedure, they may choose to take their complaint to the Local Government Ombudsman.

The procedure also provides a valuable mechanism for compliments and comments to be made to the Directorate.  Both compliments and comments are welcome and encouraged. The Corporate Director acknowledges each written compliment and individually thanks staff for their excellent work. 

Comments or suggestions for service improvements always receive a written response from an appropriate manager. 

4. PUBLICITY AND INFORMATION
The Complaints Team updated their public information in 2010 and now provides range of publicity that is age relevant. 

A range of posters leaflets and a new, general leaflet, covering complaints activity in the whole of the Children's Services Directorate has been produced and will make complaints procedures more readily accessible and easy to understand. 

All complaints information can be made available on CD or cassette, or in other formats, such as Braille, large print, on request to the Complaints Team. 

4.1 Other information for Service Users

‘Stage Two: Investigation – Guidance for complainants’ contains more detailed information about what will happen during the investigation of a complaint, what the complainant can expect, and how they can take their complaint further if they remain dissatisfied. 

This booklet is also available in a format more suitable for children and young people.

‘Stage Three: Review Panel – Guidance for participants’ contains more detailed information about what will happen before, during and after a Review Panel.  It contains information for complainants and for senior managers and Independent Persons.  

This booklet is also available in a format more suitable for children and young people.

4.2 Information for staff

It is important that staff feel confident and fully informed when dealing with complaints.  The Complaints Team can be contacted at any time for general or specific advice or, once a complaint has been made, for progress updates.  Staff are encouraged to discuss complaints, particularly the learning outcomes, at team meetings. 

A Practice Guidance document for staff and managers is available on the directorate e-library.  All publicity and information, including leaflets, guidance and reports are also available on the e-library. 

5. ADVOCACY AND SPECIAL NEEDS 

There is a legal requirement to provide advocacy for children or young people who might want to use the Complaints Procedures.  Children's Services currently have a contract with the National Youth Advocacy Service to provide advocacy support and to provide a visiting advocacy service to children's homes throughout the county. This helps children and young people to express their views, feelings and wishes.    

The Complaints Team hold contact information for various adult advocacy providers across the county.  Customer Services can also provide information on local advocacy groups. 

During 2010-2011 advocates were involved in 12 complaints.

6. THE INDEPENDENT ELEMENT  

6.1 Investigating Officers

Stage Two statutory complaints are investigated by external Investigating Officers. Using external Investigating Officers provides reassurance for complainants regarding the impartiality of the complaints process. 

The Complaints Team maintains a pool of six external Investigating Officers.  They are currently appointed on a fee-paid basis. 

During the period 2010-2011 there were ten Stage Two complaints that were allocated to external Investigating Officers, two of which were non-statutory complaints. 

6.2
Independent Persons

Children's Services must, by law, involve an Independent Person in the investigation of complaints at Stage Two.  This person cannot be an elected member, or an employee of the council or spouse of an employee.  The Independent Person should ensure that the investigation is open, transparent and fair.

The Complaints Team maintains a small pool of Independent People who are currently appointed on a fee paid basis.    

6.3
Independent Review Panel Chairs

If a complaint has not been settled at the investigation stage and the person making the complaint is not satisfied with the outcome or the way it was dealt with, it can be referred to a Review Panel (Stage Three).

The Complaints Team maintains a small pool of Independent Review Panel Chairs – currently three - to call on to chair Review Panels as and when required.  During the year 2010-2011 there were two review panels held. 

6.4
Training, monitoring and review of Independent People

Investigating Officers and Review Panel Chairs are offered continued direct support from the Complaints Team throughout the year.  During 2010-2011 the Complaints Team held one meeting for independent people.  We are currently reviewing our contact arrangements with these officers taking into consideration budget constraints and the new corporate complaints procedure in adult social care which rarely involves the use of Investigating Officers/independent people.
The Complaints Manager monitors the performance of external independent people. Following any Stage Two investigation, feedback is sought from the senior manager who responded on behalf of the directorate.  Managers are asked to comment on the quality of the investigation and the report produced.  Staff have the opportunity to voice their opinions through their managers.  Investigating Officers are invited to offer their own comments following each investigation.  The Complaints Manager collates this information and is able to report back to senior management on any problems arising from investigations and to independent people at workshops.  

7.
TRAINING AND STAFF DEVELOPMENT

During the monitoring period the Complaints Team held two workshops for Children’s Services, one in each Carlisle and Barrow.  Sessions in other areas of the county had to be cancelled due to low take up.
We are currently reviewing training needs for staff in relation to complaints and are working with the Workforce Development team to progress this.
8.
STATISTICAL ANALYSIS 

8.1
Review of the Year 

Information regarding the number and type of complaints and compliments for the period 1st April 2010 – 31st March 2011 is attached to this report as Appendix 1. 

Tables A, B and C provide details of complaints received by district. 

The overall number of complaints received has decreased when compared with the previous year.  The department in 2010-11 received a total of 213 complaints to investigate.  This was a combination of statutory and non-statutory, of which 115 were social care complaints that fall into the statutory procedure, and 34 that fall into the corporate complaints procedure.  An additional 64 ‘other’ complaints/enquiries were recorded but generally these were referred elsewhere as they were mainly in relation to schools or service providers with their own complaints policies/procedures.  

There has been a decrease in the number of complaints that escalated to Stages Two and Three during 2010-11.  There were a total of 10 complaints that went to Stage Two; 2 of these resulted in Stage Three Review Panels during the reporting period.  The percentage of statutory complaints that are being resolved at Stage One has improved from 90% in 2009-10 to 95% in 2010-11.

Of the 10 Stage Two complaints received, 8 were dealt with via the statutory complaints procedures.  None of the complaints were withdrawn and all 10 complaints were independently investigated. 

Table D shows the number of Statutory Complaints received by each Service Area.  All complaints are required to complete each stage before progressing onto the next one.  Statutory complaints must begin at Stage One. The table shows the number of complaints at each stage during the reporting period.  
Table E shows the number of non-statutory complaints made and dealt with via the Complaints Team. 

8.2
Timescales

Table F shows how long it took to respond to complaints.  Unfortunately it identifies that the Directorate is not completing Complaints within specified time scales.  Over 32% of Stage One cases were not completed within the statutory timescales.  In Stage Two, 2 out of the 5 cases that remained open at the end of the reporting period were already outside the statutory timescale.  
8.3
Learning from complaints

Table G is a sample of complaints received in 2010-11 and the potential learning points that could be taken from these cases.  Lack of information provided, breach of confidentiality, and lack of support to foster carers are some examples of potential learning.
8.4
Enquiries from MPs and Councillors

The Complaints Team is responsible for recording all written enquiries from MPs and Councillors.  Table H shows the numbers of enquiries received during 2010-11.

8.5
Complaints referred to the Local Government Ombudsman

Complainants can refer their complaints to the Local Government Ombudsman if they remain dissatisfied with the Directorate’s response after the Review Stage (Stage Three) of the Complaints Procedure.

During the period 2010-11 there were 2 complaints referred to the Review Stage [Stage Three] 
The Ombudsman dealt with a total of 6 complaints in this reporting period.  One complaint was upheld, one partially upheld, one not upheld, and the remainder were either discontinued or are ongoing. 
8.6
Compliments

During the year 1st April 2010 – 31st March 2011 there were a total of 11 compliments recorded by the Complaints Team that related to teams or individuals within the Directorate.  This is down on the previous year.  Details of the compliments received are shown in Table I.  It remains important to the Directorate that success is celebrated.  Positive as well as negative feedback is to be welcomed and used as a learning opportunity.  The Complaints Team intend to increase the number of compliments that are recorded centrally by promoting the importance of positive feedback to all directorate staff. 

9.
FORTHCOMING CHANGES

The Complaints Team is currently in a transitional phase following the restructure within the Directorate which occurred at the end of this reporting period.  As well as changes to the structure of the team itself, action plans are currently being drawn up to improve management of systems.  This will enable staff from across the Directorate make better use of the learning from complaints, and to use this to drive service improvement.   
10.
CONTACT

If you would like further information relating to this report or the work of the Complaints Team please contact:

Claire Thomson

QA & Improvement Officer – Complaints and FOI

80 Warwick Road

Carlisle

CA1 1DU

Tel: 01228 221164

complaintschildrens@cumbriacc.gov.uk 

RELATED DOCUMENTS

‘Getting the Best from Complaints – Social Care Complaints and Representations for Children, Young People and Others’  - Department for Education & Skills

The Children Act 1989 

Representations Procedure (England) Regulations 2006
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APPENDIX 1

	Type of contact
	2010-2011
	2009-2010

	Complaints dealt with in accordance with statutory procedures
	115
	138

	Corporate Complaints (non-statutory)
	34
	80

	Compliments
	11
	22

	MP/Councillor Enquiries
	8
	19

	Other (HR/enquiries/referred elsewhere)
	64
	


Table A – Number of complaints by district

	District
	Statutory 10/11
	Statutory 09/10
	Non-Statutory 10/11
	Non-Statutory 09/10
	Total 10/11
	Total 09/10

	Carlisle
	25
	52
	18
	10
	43
	62

	Eden
	8
	7
	7
	2
	15
	9

	Allerdale
	24
	48
	29
	9
	53
	57

	Copeland
	11
	11
	12
	7
	23
	18

	South Lakeland
	14
	16
	11
	11
	25
	27

	Barrow
	26
	36
	18
	9
	44
	45

	Out of County
	7
	0
	2
	0
	9
	0

	Whole County
	0
	0
	1
	0
	1
	0

	Total
	115
	170
	98
	48
	213
	218


Table B – Number of Stage One complaints by district

	District
	Statutory 10/11
	Statutory 09/10
	Non-Statutory 10/11
	Non-Statutory 09/10
	Total 10/11
	Total 09/10

	Carlisle
	25
	52
	6
	13
	31
	65

	Eden
	8
	9
	2
	7
	10
	16

	Allerdale
	24
	45
	12
	9
	36
	54

	Copeland
	11
	10
	0
	8
	11
	18

	South Lakeland
	14
	14
	6
	11
	20
	25

	Barrow
	26
	28
	6
	12
	32
	40

	Out of County
	7
	0
	1
	0
	8
	0

	Whole County
	0
	0
	1
	0
	1
	0

	Total
	115
	158
	34
	60
	149
	218


Table C – Number of Stage Two & Stage Three complaints by district

	District
	Statutory 10/11
	Statutory 09/10
	Non-Statutory 10/11
	Non-Statutory 09/10
	Total 10/11
	Total 09/10

	Carlisle
	1
	1
	0
	0
	1
	1

	Eden
	1
	0
	1
	0
	2
	0

	Allerdale
	5
	4
	1
	0
	6
	4

	Copeland
	1
	1
	0
	0
	1
	1

	South Lakes
	0
	2
	0
	1
	0
	3

	Barrow
	0
	7
	0
	0
	0
	7

	Out of County
	0
	0
	0
	0
	0
	0

	Total
	8
	15
	2
	1
	10
	16


Table D – Statutory complaints received by service area 

   (Includes all complaints as they progressed through each stage from 1 to 3)
	Service Area
	Number 2010-2011

	
	Stage One
	Stage Two
	Stage Three
	Total

	Adoption Services
	6
	
	
	6

	Children in Need Teams; (Access, Advice and Safeguarding)
	55
	5
	2
	60

	Children with Disabilities
	4
	1
	
	4

	Early Years
	0
	
	
	0

	Family Centres
	5
	
	
	5

	Fostering Services
	9
	1
	
	10

	LAC Team
	13
	1
	
	14

	Pathway Services
	2
	
	
	2

	HR
	2
	
	
	2

	Residential Services
	0
	
	
	0

	Safeguarding Unit (these relate to Safeguarding teams)
	3
	
	
	3

	School
	10
	
	
	10

	SEN
	5
	
	
	5

	Transport provision
	0
	
	
	0

	Youth Offending Team
	1
	
	
	1

	Total
	115
	8
	2
	125


Table E - Non-statutory complaints (includes complaints referred elsewhere)
	Service Area
	Number of Complaints

	Adoption Services
	2

	Children in Need Teams (Advice, Access & Safeguarding)
	15

	Children with Disabilities
	6

	Early Years
	5

	Family Centres
	0

	Fostering Services
	5

	LAC Team
	4

	Pathway Services
	0

	HR
	5

	Residential Services
	2

	Safeguarding Unit
	1

	School
	45

	SEN
	5

	Transport provision
	3

	Youth Offending Team
	0

	Total
	98


Table F – Timescales

	Stage One
	10/11

Statutory
	10/11

Non-statutory
	09/10

Combined

	Within 10 working days or less
	53
	21
	68

	11-20 working days
	25
	6
	19

	21 – 30 working days
	12
	0
	13

	Over 30 working days 
	25
	7
	48

	Outstanding at time of report (included in the timescales above)
	27
	0
	70

	Total (Stage One)
	115
	34
	218


	Stage Two
	10/11

Statutory
	10/11 
Non-statutory
	09/10

Combined

	Within 25 working days
	0
	0
	0

	26 to 65 working days
	1
	0
	0

	Over 65 working days
	2
	1
	5

	Outstanding at time of report
	5
	1
	11

	Total (Stage Two)
	8
	2
	16


There is a statutory requirement to deal with Stage Two complaints within a maximum time of 65 working days from the time that clarified details of the complaint are received. 

Table G – Learning taken from complaints
We have taken a snapshot of complaints during this reporting period and attempted to identify salient points which identify a learning/training issue.  The discussion paper accompanying this report discusses in more detail options for improving our learning from complaints.
	No.
	Reference
	Details of potential learning
	Outcome

	1
	CSD/1004-10
	Short period of notice given to parents regarding withdrawal of SEN funding.
	Explanation given



	2
	CSD/1007-10
	Inaccuracies in Initial Assessment which potentially led to an unnecessary Core Assessment.
	Explanation given

	3
	CSD/1008-10
	Lack of communication between complainant and social worker. Compounded by complainant’s first language not English.
	Partially upheld

	4
	CSD/1009-10
	Complaint dealt with quickly, explanation clear and appropriate.  Positive action taken by manager to improve situation.
	Upheld – apology given

	5
	CSD/1011-10
	Thoroughly investigated and each point responded to in detail.  Appropriate action taken to change social worker following breakdown of relationship.
	Upheld – apology given

	6
	CSD/1015-10
	Lack of communication, particularly delays in receiving reports and notes of meetings.
	Partially upheld – apology given

	7
	CSD/1026-10
	MP involved due to delays in responding to complaint.
	Partially upheld

	8
	CSD/1035-10

	Member of staff using Facebook to discuss a member of the public and her child.
	Upheld – apology given

	9
	CSD/1036-10
	Changes to foster parent funding not made clear and jeopardises the loss of goodwill with valuable foster carers.
	Explanation given

	10
	CSD/1054-10
	Not enough dialogue with foster carers regarding changes to funding.  Feel undervalued therefore potential loss of experienced, long serving foster carers.
	Explanation given and meeting offered

	11
	CSD/1055-10
	Not being kept informed about decisions to change funding for services that child accessing.
	Upheld – school and CSD to work together to support the child

	12
	CSD/1057-10
	Lack of clarity and understanding about the process of Educational Psychology assessment caused distress and confusion.
	Explanation given

	13
	CSD/1085-10
	Meeting cancelled at last minute due to essential report not being completed by a social worker who then went on annual leave.  Caused distress in relation to parent/child access.
	Apology given

	14
	CSD/1115-10
	Contact meeting cancelled at last minute due to staff shortages.  Poor communication with parent about what was happening to child and their contact sessions.
	Partially upheld

	15
	CSD/1116-10
	Poor communication with complainant when contact arrangements were changed and she didn’t see her son for several weeks as a result.
	Upheld - apology given

	16
	CSD/1150-10
	Consultant not happy about lack of information about action taken following her referral of 3 children with which she had serious concerns.  No updates or notes of meetings given.
	Partially upheld

	17
	CSD/1161-10
	Long delay in payment of foster carer expenses which has impacted on the relationship between foster carers and CSD.
	Upheld – apology given

	18
	CSD/1183-10
	Professional complaining about lack of information received following referral of same family as in CSD/1150-10.  Social worker had not kept any professionals associated with the family informed on action taken.
	Upheld – action taken

	19
	CSD/1185-10
	Breach of confidentiality in relation to referral from member of the public.  Disclosure of referral details to family.
	Upheld – apology given and action taken

	20
	CSD/1186-10
	Communication issues with foster carers by social care staff.  Decisions not explained fully and information not communicated. Relationship with foster carers has been severely damaged as a result. 
	Explanation given


Table H – Concerns/Enquiries from MPs and Councillors

	
	Carlisle
	Eden
	Allerdale
	Copeland
	South Lakes
	Barrow
	Whole County
	Totals

	Children in Need Team
	0
	0
	0
	0
	1
	2
	0
	3

	Early Years
	0
	0
	0
	0
	1
	0
	0
	1

	LAC Team
	0
	0
	0
	0
	1
	0
	0
	1

	SEN
	0
	0
	0
	0
	3
	0
	0
	3

	Totals
	0
	0
	0
	0
	6
	2
	0
	8


Table I - Compliments received

	COMPLIMENTS – 2010/11

	TEAM
	DATE
	COMPLIMENT

	Communications
	28/05/10
	Five members of staff have approached the Communications team to thank them for their support during such sad times.  Very pleased with the emails that have been sent out during such difficult times, with bus crash and media that has been going on this month, feel well supported.

	Community Support
	13/07/10
	Sue Blair wants to compliment Sue Gabi for her support….“we now have an excelling base line, in terms of monitoring exclusions and attendance.  Sue has provided data and personal support to the school and this has been very much appreciated.”

	
	13/07/10
	Jane on reception was bought a box of cakes to say thank you for all the help given to clients from another department.

	School
	13/07/10
	Card sent by St James’ School to Jane Fleming and Emille Voy thanking them for attending an open evening.

	
	16/12/10
	Compliment received from St James’ CE School

	LACES
	13/07/10
	Ann Wilson wants to thank the Pledge Crew for all their support, also LACES Corporate Parents have provided whilst working in Maryport.

	Children with Disabilities
	03/12/10
	Compliment received via Michael Watmough’s office.

	Children in Need Team
	16/12/10
	Compliment received by one of Gill McRae’s team.

	
	27/01/11
	Compliment received.

	
	21/02/11
	Compliment from Simon Fisher regarding David Cork.

	Parent Support Adviser
	01/03/11
	Thank you card to Louise White for help given to mother and children.  Much appreciated support.


A total of 11 compliments were recorded during 2010/11 
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