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1 Purpose of Report

1.1 The report provides Members with the Annual Report for Children’s Social Care 
complaints received in 2015-16.

2 Recommendations

2.1 It is recommended that Members consider the content of the report and assess 
whether any further information or explanation is required in relation to the 
issues raised within the report.  

3 Reason for recommendation

3.1 Part of the Council’s performance management process is to ensure the 
Authority’s ambition to continuously improve services is realised, and actions or 
decisions may need to be taken to maintain improvement.

4 Background

4.1 Complaints about Children’s Social Care Services are dealt with in accordance 
with the statutory procedure, which consists of a three stage process.

4.2 The statutory guidance places a requirement on Local Authorities to produce 
an Annual Report each financial year to provide a mechanism by which the 
Local Authority can be kept informed about the operation of its complaints 
procedure.

4.3 Children’s Social Care complaints are reported to Overview and Scrutiny 
Committee quarterly throughout year.  The Annual Report provides an 
overview of all complaints and compliments received in 2015-16, and how 
services have been improved as a result.   

5 Alternatives considered



5.1 None.  Information is compiled from the complaints recording system which is 
used to record complaints, comments and compliments for Social Care 
Services.

6 Financial Implications

6.1 The statutory procedure places a requirement on the Local Authority to appoint 
an Independent Person for all stage 2 complaint investigations to work 
alongside the Investigating Officer and oversee the process.   Although the 
regulations allow the complaint to be allocated to an internal Investigating 
Officer, in most cases a decision is taken to also appoint an external 
Investigating Officer to maintain independence.

6.2 A review panel for a stage 3 complaint consists of a Chair and two Panel 
Members all of whom must be independent of the Council. 

6.3 One complaint was raised at stage 2 and an Independent Person appointed to 
commence the investigation before the complaint was subsequently withdrawn. 
The cost associated with this complaint was £144.00.  The cost associated with 
the stage 3 review panel was £1099.25 giving a total cost for 2015/16 of 
£1,243.25 for external appointments.  

6.4 A financial remedy of £500 was also agreed following a stage one complaint 
that was found to be upheld.  The complaint was resolved to the customer’s 
satisfaction at this stage and did not progress any further.

6.5 In addition to the above, one Children’s Social Care complaint was investigated 
and upheld by the Local Government Ombudsman during this reporting period.  
Recommendations were made and accepted which included a financial remedy 
of £3,042.57.

6.6 As detailed above, the total cost associated with Children’s Social Care 
complaints in 2015-16 was £4,785.82. These costs were met from Children’s 
Social Care Service budgets.

7  Legal Implications

7.1 The statutory complaints process for Children’s Social Care Services must be 
adhered to. If the complainant is dissatisfied with the outcome of the statutory 
complaints process there is an option to refer the matter to the Local 
Government Ombudsman or consider judicial challenge if appropriate

8 Personnel Implications

8.1 There are no specific personnel implications arising from this report.

9 Corporate Priorities

9.1 Complaints are a valuable measure of customer satisfaction with Council 
services.  Information gained from complaints is used to drive forward service 
improvements and improve the customer experience. 

9.2 There is a requirement for the Children’s Social Care Annual Complaints 
Report to be reported to Overview & Scrutiny Committee as part of the 
performance management process.  



10 Risk Assessment Implications 

10.1 There are no specific risk issues for members to consider arising from this 
report.

11 Equalities Impacts

11.1 Workforce Equality Impacts Assessment

There are no workforce equality issues arising from this report.

11.2 Equality/Community Impact Assessments

Some of the complaints reported in this report affected young people in care 
and children with disabilities. The report provides details of the lessons learned 
and the action being taken in each case, and this is expected to improve 
services for the protected groups concerned. 
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