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Appendix 1
Complaint Statistics

Adult Social Care

In June 2007 the Department of Health provided a set of proposals to unify and 
reform the current arrangements for making complaints across Health and Adult 
Social Care; ‘Making Experiences Count.’ As well as fulfilling the commitment in 'Our 
Health, Our Care, Our Say', it proposed a radical new approach to complaints 
handling which is more flexible and supports organisational learning. 
The formalised guidance for the new arrangements was published on 25 February 
2009; ‘Listening, Responding, Improving’ and the Regulations were laid before 
Parliament on 27 February 2009 for councils and health organisations to implement 
from 1 April 2009. 
These Regulations enshrine a duty to co-operate with health partners in relation to 
complaints that cut across Health and Social Care Services.
The Council introduced a joint complaints process for dealing with Health and Adult 
social care complaints from 1 April 2009.  It relates to concerns received from this 
date onwards and is in line with the Making Experiences Count initiative.  
Where a complaint is received about Adult Social Care Services functions or functions 
of any party to the Joint Protocol (i.e. Health Partners) the organisation which 
receives the complaint handles the co-ordination of the complaint.   
The process for dealing with Adult Social Care complaints is a one stage process.  If 
the complainant remains dissatisfied with the outcome of their complaint they may 
refer their concerns for consideration by the Local Government Ombudsman.
Not all complaints received by Adult Care are eligible to be considered under the 
statutory procedure, and where a complaint does not meet the criteria, it will be 
considered under the Council’s Corporate Complaints Procedure.  Details of Adult 
Care complaints considered under both procedures will be included in this report.
6 new complaints were received by Adult Care Services during the fourth quarter.  
Details of these complaints and their outcomes can be found below.

The types of complaints received

6 new complaints were received during this quarter 

1 complaint was upheld:
 1 Handling of safeguarding investigation

2 complaints were partially upheld:
 1 Home Improvement Agency works to property
 1 Lack of response to written communication

2 complaints were not upheld.

1 complaint was withdrawn.

http://www.dh.gov.uk/en/Managingyourorganisation/Legalandcontractual/Complaintspolicy/MakingExperiencesCount/index.htm
http://www.dh.gov.uk/en/Publicationsandstatistics/Publications/PublicationsPolicyAndGuidance/DH_095408
http://www.opsi.gov.uk/si/si2009/uksi_20090309_en_1
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Action Taken and Lessons Learned

A number of actions were taken in response to the complaint regarding the 
management of a safeguarding investigation including:

 A formal apology to the family.
 Guidance notes about recording and passing on information resent to all admin 

staff and discussed in 1 to 1 meetings and team meetings.
 Programme of improvement put in place to improve safeguarding enquiry 

practice to ensure enquiries are completed in a timely fashion.
 Individual issues to be addressed with the employees involved through the 

Council's internal procedures.
 All Advanced Practitioners and Managers briefed to ensure they follow the 

safeguarding policy and procedures and take responsibility for having an 
overview of any safeguarding episode when they are the named Safeguarding 
Adult Manager.

 All Safeguarding Adult Managers to ensure they are aware that there is an 
expectation that they record updates and progress of an enquiry on the case 
recording system.

 Enquiry Practitioners to ensure the Safeguarding Adult Manager is 
appropriately briefed prior to meeting with service users or family members.

Following the partially upheld complaint regarding works undertaken by the Home 
Improvement Agency, the service wrote to all contractors who undertake this type of 
work to remind them that the scope of works should be discussed fully with service 
users at the commencement of works.  All works were completed by an agreed date 
and Technical Officers ensured that all works were completed to a satisfactory 
standard.

In response to the complaint regarding a lack of response to written communication to 
the service, arrangements were made for a carer’s assessment to be undertaken.

Timescales

There is no statutory timescale for dealing with Adult Social Care complaints, and the 
timescale is agreed between the Investigator and the complainant in each case.  
However, the aim is to complete investigations within 25 working days. The average 
time taken to deal with Adult Care complaints during the fourth quarter was 27.6 
working days which was slightly over target.  This was due to a delay in responding to 
one complaint which was subsequently not upheld as the issues were dealt with 
under safeguarding procedures.

Complaint Example

The following is an example of a how an Adult Social Care complaint has been dealt 
with from receipt to resolution.

Complaint

Concerns were raised with Adult Care Service relating to the management of a 
safeguarding investigation.  The Team Manager met with the complainants to discuss 
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their concerns with a view to reaching a resolution and resolving the complaint 
informally, however, the complainants remained dissatisfied and the complaint was 
registered as a formal complaint.

The Head of Service was appointed as Investigating Officer and arranged to meet 
with the complainants to discuss their points of complaint and desired outcome.  A 
timescale for the investigation was agreed and an action plan was completed, a copy 
of which was sent to the complainants.

An investigation was undertaken into the issues raised, which included meeting with 
relevant officers and reviewing information held on the case file.  The investigation 
was completed within timescale, and the complaint was found to be upheld.  An 
investigation report was produced detailing the findings and learning from the 
complaint, and a copy of the report, together with a letter of response was provided to 
the complainant. 

A number of recommendations for service improvement were implemented following 
the investigation, details of which are included under ‘Lessons Learned’ above.

Compliments

Compliments received from service users are also recorded and shared with staff.  
During the fourth quarter 13 compliments were recorded for Adult Care Services, a 
breakdown and examples of which can be found below.

Team/Service Area No. Compliment received from
STARS 5 Service User (5)

STARS Plus Team 5 Service User (3)
Relative of Service User (2)

Assessment & Support Team 2 Service user (1)
Relative of Service User (1)

Emergency Duty Team 1 Professional

“To everyone at STARS, thank you for all your help and advice following my stay in 
hospital it was appreciated and I am very grateful for your help.” 

“The service user would like to thank you for your support in managing this difficult 
situation.  You were very supportive and put her mind at rest and made the referral 
manageable.  She would just like you to know you did a great job.”  

“We would like to say a big "THANK YOU" for all your care and help during this 
difficult time for us.  You are all a "GREAT" team and do a very worthwhile job.  Many 
thanks again.”
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Children’s Social Care

Changes were made to the children’s social services representations procedure as a 
result of the Children (Leaving Care) Act 2000, Adoption and Children Act 2002 and 
the Health and Social Care (Community Health and Standards) Act 2003.

Complaints are dealt with in accordance with The Children Act 1989 Representations 
Procedure (England) Regulations 2006. 

The handling and consideration of complaints under this procedure consists of three 
stages: 
Stage 1 - Local Resolution
Stage 2 - Investigation 
Stage 3 - Review Panel 

Local Resolution requires the local authority to resolve a complaint as close to the 
point of contact with the child or young person as possible (i.e. through front line 
management of the service). In doing so the local authority should consider the 
wishes of the complainant about how the complaint should be dealt with. In most 
circumstances complaints should be considered at Stage 1 in the first instance.

Consideration of complaints at Stage 2 is normally achieved through an investigation 
conducted by an investigating officer and an independent person. Stage 2 
commences either when the complainant requests it after an investigation at Stage 1, 
or where the complainant and the local authority have agreed that Stage 1 is not 
appropriate.

Where Stage 2 of the complaints procedure has been concluded and the complainant 
is still dissatisfied, he/she will be eligible to request further consideration of the 
complaint by a Review Panel. It is not possible to review a complaint that has not yet 
been fully considered at Stage 2 (including providing the reports and adjudication to 
the complainant). 

Following the conclusion of all three stages of the complaints process, if the 
complainant remains dissatisfied with the outcome of their complaint they may refer 
their concerns for consideration by the Local Government Ombudsman.
Information relating to Children’s Social Care complaints is available on the Council’s 
website, and leaflets providing full details of the complaints process and how to raise 
concerns are provided as required.  The Children’s Rights Service has also 
developed complaints leaflets specifically for children in care.
Not all complaints received by Children’s Social Care are eligible to be considered 
under the statutory procedure, and where a complaint does not meet the criteria, it will 
be considered under the Council’s Corporate Complaints Procedure.  Details of 
complaints considered under both procedures will be included in this report.  
The number of complaints received by Children’s Services reduced for the second 
quarter in succession from 11 in quarter three to 8 in this quarter.  Of the 8 new 
complaints received, 6 were dealt with under the statutory Children’s Social Care 
complaints procedure and 2 were dealt with under the Council’s Corporate 
Complaints Procedure.   As can be seen from the graphs in appendix 2, the highest 
number of complaints received related to lack of communication; however, 2 of the 4 
complaints received were not upheld.  1 complaint was partially upheld, and the other 
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complaint was subsequently withdrawn. Details of the complaints and their outcomes 
can be found below.

The types of complaints received

8 new complaints were considered at stage one

4 complaints were partially upheld:
 1 CSC involvement with grandchildren
 1 Management of Looked After Child (LAC) review meeting
 1 Lack of information provided re CSC involvement with daughter
 1 Involvement of Youth Offending Service (corporate complaint)

3 complaints were not upheld (including 1 corporate complaint)

1 complaint was withdrawn

2 complaints were received at stage two

1 of the stage two complaints is being dealt with under the Corporate Complaints 
Procedure. The investigations into both of these complaints are still ongoing.

Action Taken and Lessons Learned

The investigation into the complaint regarding CSC involvement with the 
complainant’s grandchildren found one point of complaint to be upheld relating to a 
telephone conversation between the complainant and the Social Worker.  An apology 
was given, and the issue was discussed with the Social Worker concerned. The 
remaining points of complaint were not upheld.

Following the complaint regarding the management of a LAC review meeting, an 
apology was given for a delay in dealing with the complaint.  The concerns raised 
were addressed and an explanation was provided for the way in which the meeting 
was conducted.  In future if a care plan is changed by the court this will be discussed 
and the service will consider a change of Independent Reviewing Officer and try to 
seek the views of the parents and carers to ensure appropriate arrangements are in 
place.

Further to the complaint regarding a lack of information being provided to a parent, an 
apology was given that the complainant hadn’t been provided with more information 
or included in earlier discussions.  The complainant was invited to attend future 
meetings, and the current Social Worker remained in contact to provide updates and 
information.  The Social Worker also offered to meet with the complainant to discuss 
any concerns.

The investigation into the complaint regarding the Youth Offending Service found only 
one point of complaint to be upheld which related to a delay in returning a telephone 
call.  An apology was given for this point.
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Timescales

There are statutory timescales for dealing with Children’s Social Care complaints at 
each stage of the process.  Every attempt is made to resolve complaints within the 
initial timescale; however, the regulations allow the timescale for each stage to be 
extended in consultation with the complainant.

Stage 1 10 working days (can be extended to up to a maximum of 20 working 
days)

Stage 2 25 working days (can be extended up to a maximum of 65 working 
days)

Stage 3 Acknowledgement within 2 working days, review to be held within 30 
working days.

5 of the complaints received during this quarter were dealt with under the statutory 
Social Care complaints procedure at stage one, all of which were responded to within 
the statutory timescale.  

Complaint Example

The following is an example of a how a Children’s Social Care complaint has been 
dealt with from receipt to resolution.

Stage one complaint

A parent contacted the Customer Feedback Team by telephone to raise concerns 
relating to a lack of communication from Children’s Social Care about the service’s 
involvement with his daughter.  The complaint was registered at stage one of the 
complaints procedure and passed to the service to be allocated to an Investigating 
Officer.  The complainant was provided with details of the complaints procedure and 
advised of the timescale in which he could expect to receive a response.

A full investigation took place into the points raised, which included the Investigating 
Officer meeting with the current and previous manager and workers involved with the 
case.  A review of the case file was also undertaken.

The Investigating Officer considered that more information in respect of the service’s 
role and rationale should have been provided to the complainant earlier on in the 
process, and these points of complaint were upheld. However, some of the concerns 
raised related to a different organisation, or to concerns that would need to be 
addressed via a legal route and these points were not upheld, giving an overall finding 
of partially upheld.

A written response was provided addressing each of the points of complaint, which 
included an explanation and rationale for how decisions had been made.  An apology 
was provided that more information had not been provided to the complainant earlier 
in the process, and arrangements were made for the Social Worker to meet with the 
complainant to discuss the current situation and offer further advice.  The 
Investigating Officer also provided contact details should the complainant wish to 
discuss any aspect of the response.
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The complainant was satisfied with the response and the complaint was resolved at 
this stage.

Details of the outcome of this complaint are also included under the ‘Lessons 
Learned’ section above.

Compliments

Compliments received from service users are also recorded and shared with staff.  3 
compliments were recorded for Children’s Social Care Services during the fourth 
quarter, a breakdown and examples of which can be found below.

“I feel I need to email you to comment how responsive the Social Worker has been 
today helping me resolve the ICS issues.  She has gone above and beyond to ensure 
the pathways are up to date and the placement plan can be completed so the young 
person can be placed next week…… I would be completely lost without her support 
today and feel she needs complimenting on her professionalism, her commitment and 
willingness to support a colleague in need.”

“Thank you for everything you have done for me, couldn't have done it without you, 
thank you so much.  The Personal Adviser really does mean a lot to me :)”  

“Today I attended an ICPCC and was extremely impressed with the way in which the 
Chair conducted the conference.   He was concise and to the point throughout, such 
that the conference did not run to an inordinate length of time.  I wish all the 
conferences I attended were as enjoyable an experience.”

Team/Service Area No. Compliment received from
Cared for Children 1 Young person
CwD Team 1 Professional
Safeguarding Unit 1 Professional


