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1. INTRODUCTION

This is the annual report produced by the Customer Feedback Team to provide 
information on complaints and compliments received by Children’s Social Care 
Services during the financial year 01 April 2015 – 31 March 2016.

The report provides a summary of complaints received and evidence of how 
learning from complaints is being used to inform service improvement.

As part of the performance management process, the status of complaints is 
also reported weekly to the Children’s Social Care Assistant Directors, and an 
overview is provided quarterly to Overview and Scrutiny Committee.

2. CONTEXT

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. 

2.1 The Statutory Complaints Procedure

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.
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2.2 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 complaints being dealt with at stages 1 and 2 to be extended in 
instances where it is not possible to meet the initial timescale.

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.

The complainant is advised of any expected delays or extension to timescales 
that may occur during the course of an investigation.

2.3 The Council’s Corporate Complaints Procedure

The statutory complaints guidance is prescriptive regarding who may complain, 
and not all complaints received by Children’s Social Care are eligible to be 
considered under the statutory procedure.  If a complainant does not meet the 
criteria of ‘who may complain’, the complaint is considered under the Council’s 
Corporate Complaints Procedure.  Details of complaints considered under both 
procedures are included in this report.

3. ANALYSIS OF COMPLAINTS RECEIVED

The information below relates to complaints received during the period 01 April 
2015 – 31 March 2016.  

3.1 Number of complaints

The total number of new complaints received by Children’s Social Care 
Services during 2015–16 was 45.  Of these, 43 were dealt with under the 
statutory procedure, and 2 were dealt with under the corporate procedure.  As 
can be seen from the table below, there was reduction of 20 stage one 
complaints received in this year compared to 2014-15, and no complaints were 
considered at stage 2.

A breakdown of the complaints received can be seen below. Details of the 
complaints dealt with under the corporate complaints procedure can be found 
at section 3.7.

Complaints received per stage dealt with under statutory procedures 

Year Stage 1 Stage 2 Stage 3
2014-15 63 6 0
2015-16 43 0 1
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The complaint that was considered by an Independent Review Panel at stage 
3 related to Child Protection issues and was dealt with at stages one and two 
in the previous financial year. 

3.2 Category of complainants

Parents 16
Advocate on behalf of young 
person

11

Carers/Foster carers 7
Prospective Adopters/Foster 
Carers 

3

Relative / family member 2
Solicitor 2
Young person 1
Grandparent 1

As can be seen from the table above, the majority of complaints received were 
from parents of a young person.  

3.3 Nature of complaints

The categories of complaints recorded are taken from the QA Plus database 
used for recording all children’s social care complaints.

As can be seen from the table above performance improved in 2015-16 and 
there was also a considerable reduction in the number of complaints relating to 
communication or staff conduct compared to the previous year.

Although the majority of complaints received related to staff inefficiency, not all 
of the complaints were found to be upheld.  Of 13 complaints recorded, only 1 
was found to be upheld (8%) which is considerably low and 6 (46%) were 
partially upheld.  

3.4 Complaints by areas of service provision

2014/15 2015/16
Staff inefficient/ineffective 14 13
Communication/information 17 8
Service denial/withdrawal/change 8 7
Staff conduct/attitude/manner 15 5
Failure to meet standards 3 4
Level of resource allocation 2 2
Breach of confidentiality 0 2
Inadequate facilities 0 1
Financial assessment 0 1
Policy 2 0
Abuse/Ill treatment 1 0
Lack of service delivery 1 0
Total 63 43



5

Service Area 2014/15 2015/16
Children in Care 22 21
First Response/MASS Team 14 10
Fostering Team 4 5
Children with Disabilities/SEN 6 3
Adoption Team 2 2
Child Protection/Court Team 12 2
Safeguarding Unit 1 0
Duty Team 1 0
Contact Service 1 0

3.5 Outcomes

Stage 1 outcomes 

Upheld Partly 
Upheld

Not Upheld Withdrawn Total

4 23 14 2 43

Stage 3 outcome

Upheld Partly 
Upheld

Not Upheld Ongoing Total

1 0 0 0 1

3.6 Timescales

Every attempt is made to ensure that complaints are resolved within the 
statutory timescales.  Where a complaint is particularly complex or an 
unexpected delay occurs during the investigation the timescale can be 
extended in consultation with the complainant.  Communication with the 
complainant takes place throughout the complaints process.

In 2015-16, 81% of stage 1 complaints were resolved within the statutory 
timescale. As can be seen from the table below, this is an improvement on the 
previous year which was recorded to be 75%. 

The table below details the number of complaints dealt with at each stage of 
the process and the response times.

Stage 1

2014/15 2015/16
Within 10 days 17 18
Within 20 days 30 16
Response sent outside 
Statutory Timescales

16 8

Complaint withdrawn 0 1
Total 63 43
Overall response rate     75%    81%
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8 complaints were dealt with outside the statutory timescale of 20 working 
days, however, for 2 of these complaints the timescales were extended with 
the agreement of the complainant. 

3.7 Complaints dealt with under the Corporate Complaints Procedure

2 complaints received by Children’s Social Care Services were dealt with 
under the Corporate Complaints Procedure.  Details can be found below.

Complaints dealt with under the Corporate Complaints Procedure 

Complaints  
received

Inside 
Timescales

Upheld Partly 
Upheld

Not Upheld 

2014-15 2 2 2 0 0
2015-16 2 2 0 2 0

Category of complainants

Parents 2

Nature of complaint

Area of service provision

Children with Disabilities/SEN 2

3.8 Lessons learned

One of the most important elements of dealing with complaints is to ensure 
lessons are learned and services are improved as a result.  Some examples of 
how processes and practice have been changed as a result of 
recommendations from complaint investigations during 2015-16 are shown 
below.

Following a complaint regarding progression of foster carers, further 
clarification will in future be provided by Social Workers to foster carers 
regarding the process for future progressions.  The discussions will be 
recorded as part of the supervision process and foster carers will be provided 
with copies of supervision notes to avoid any confusion.  

Following a complaint from family and friends carers a number of 
recommendations were implemented including new guidance and 
support/training for foster carers. 

In response to a complaint regarding a proposed placement move for a cared 
for child, an apology was given to the young person and Social Workers across 
Children’s Social Care were reminded of their responsibilities to prepare 
children and young people for their reviews including full and proper planning 
and consultation six weeks prior to the review.  

Failure to meet standards 1
Staff inefficient/ineffective 1
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Further to a complaint regarding a lack of response to concerns raised by an 
Advocate on behalf of a young person with disabilities, the investigation 
revealed that there had been a misunderstanding regarding information being 
requested.  An apology was given for a lack of response to the Advocate's 
correspondence and the issue was addressed with the staff concerned.

Following a complaint regarding support provided for a complainant’s child, an 
apology was given for a lack of communication and any upset that this may 
have caused.   

Following a corporate complaint regarding the Education, Health and Care 
(EHC) Plan application process a number of service improvements were 
implemented:
 Specific questions around attendance and absences at My Plan meetings 

and Annual Reviews are being built into the quality assurance process  that 
will be reported up through  Partnership Board.  

 Process put in place that the request for advice will be triggered within 24 
hours of the agreement to proceed to assessment, including a tracking 
process in order for the team to chase for any advice that is missing within 
the assessment period.  

 Head of Service addressed with the whole team developing key standards 
that include the need to ensure that they keep in contact with parents, 
carers and where appropriate the young person throughout the assessment 
process.

In response to a complaint regarding the involvement of Children’s Social Care 
with a family, the complainant was invited to meet with the Practice Manager to 
discuss outstanding issues and the overall process.  A briefing on the use and 
application of a contract of expectations was sent to all workers in order to 
ensure clarity on both their use and application.

In response to a complaint regarding a frequent change of Social Worker, an 
apology was given to the young person together with an explanation of the 
reasons why this happened.  A new permanent Social Worker was allocated 
and if there is a need for another Social Worker to visit in the future the service 
will try to ensure that this is someone the young person is familiar with.

An apology was given to a young person living independently in response to a 
partially upheld complaint regarding support being provided.   The Manager will 
ensure that in future cases are monitored closely through regular supervision 
and that decisions are based on thorough assessments.  A new Social Worker 
was allocated who set up a Personal Education Planning meeting and Care 
Planning meeting to address the issues raised.

Following a partially upheld complaint regarding contact sessions, the need for 
clarity around contact sessions was discussed with the Social Worker 
concerned in a supervision meeting.  The Investigating Officer also arranged a 
further meeting with the complainant following implementation of the agreed 
actions.
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3.9 Financial implications

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.  In many cases a 
decision is taken to also appoint an external Investigating Officer rather than 
allocating the complaint internally to maintain independence. 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. The Customer Feedback Team appoints 
suitably experienced people to undertake these roles from a list approved by 
the North West Complaints Managers Group.

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.  

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.

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

The total cost associated with Children’s Social Care complaints in 2015-16 
was £4,785.82.  This is a considerable reduction on the costs associated with 
the investigation of Children’s Social Care complaints in 2014-15 which was 
£16,418.26 and is a reduction for the second consecutive year.

3.10 Advocacy

An advocacy service is provided for Children in Care by Rochdale Children’s 
Rights Service to ensure that  cared for children have access to independent 
support and representations. During this reporting year 11 complaints were 
received via an advocate on behalf of a young person. All of the complaints 
were resolved at stage 1. This is a reflection of the service responding to 
children and young people’s issues and working to address their concerns.

3.11 Local Government Ombudsman (LGO)

Complainants who remain dissatisfied with the outcome of their complaint after 
it has been considered by the Council under the complaints procedure are able 
to refer their complaint to the Local Government Ombudsman.  Complainants 
have up to twelve months from the date the complaint is closed by the Local 
Authority to contact the Ombudsman.

The Ombudsman’s annual report for 2015–16 shows that 10 complaints or 
enquiries were received under the heading of Education & Children’s Services 
during this period.   Of these only 1 complaint became subject to investigation.  
6 complaints were referred back to the Council for local resolution and 3 
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complaints were out of the Ombudsman’s jurisdiction. 

The complaint that was investigated was from foster carers and related to 
contact arrangements between siblings.   The complaint was found to be 
upheld, and recommendations were made which included a financial remedy.  
The Council accepted the findings and agreed to implement the 
recommendations. 

LGO Category of complaint Final Decision
Education & Children’s Services Upheld 

3.12 Compliments

In addition to recording details of complaints, compliments received by 
Children’s Social Care Services are also recorded.  A total of 67 compliments 
were recorded during 2015-16, a selection of which can be found below.  This 
is an increase of over 100% compared to the previous year when  31 
compliments were received.

“Our Social Worker has gone above and beyond to support our family. Having 
a child with a disability can be exhausting, heartbreaking and a battle at times 
and the majority of support parents receive comes from professionals. She is a 
rare occurrence amongst professionals. She is compassionate, understanding, 
supportive and above all human. She tries to put herself in the shoes of the 
parents” Compliment for Children with Disabilities Team

“I'd just like to say that since leaving care I have received amazing support 
from both you and my previous PA, I've always felt that I could turn to you both 
in my time of need and that I have been helped in every way possible when I 
have turned to you. Rochdale Social Services as a whole have made me feel 
free and able to try new things and push myself because I know I have that 
support and safety net while under 21 to allow me to find my path in life.” 
Compliment for Cared for Children Team

“You may not have been my Social Worker long, but you have done an 
incredible job and I couldn’t have asked for a better Social Worker to work with 
and help me through the last few stages of my time in care. You have done 
everything I could have hoped and wished for in terms of my placement. You 
were there to answer all the questions I asked and in a quick time as well. 
Thank you for being an ace Social Worker.”  Compliment for Cared for 
Children Team

“X has a really good Personal Adviser who is excellent with him.  You are 
clearly doing an excellent job with him, and I know that these feelings are 
reflected by other young people and their carers.”  Compliment for Multi 
Agency Screening Service (MASS)

“Support from S and N has been amazing.  Both are helpful, answer questions 
quickly and help give feedback which helps the children.  They are great 
working with other agencies to best support the child.”  Compliment for 
Rochdale Additional Needs Service (RANS)
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“C has been brilliant – very efficient.  She listens and I never feel rushed and 
she is very professional.  We feel like we can discuss anything with her and 
she answers our queries promptly.”  Compliment for Fostering Team 

“I am truly very pleased with the outcome of the assessment, credit to S for her 
efforts & understanding of communication with the children, grandparents, 
uncle and aunt.  She is a very skilled, hardworking & sincere Social Worker 
who has a clear understanding of professional & social values. I truly believe 
she is an asset to the Social Services in our very diverse Borough.” 
Compliment for Cared for Children Team

“Thank you for everything. I'm upset you won't be my Social Worker anymore. I 
couldn't have gone this far without you.  I won't forget you when you go.”  
Compliment for Child Protection & Court Team

“The children’s Social Worker has been a star with the girls move to High 
School and getting us to see CAMHS and has given us a lot of support and 
feedback.”  Compliment for Fostering Team

“Thank you to your team and yourself for your very prompt reply. I would like to 
compliment the colleagues within your team that I have spoken to, they were 
extremely helpful.”  Compliment for Multi Agency Screening Service 
(MASS)

“On behalf of the children, staff and parents, I would personally like to thank 
the staff from the ASD team. The support we have received this year from K 
has been outstanding and she has gone above and beyond on many 
occasions in order to support us to support the children with ASD we have in 
school. Nothing has been too much trouble.” Compliment for Rochdale 
Additional Needs Service (RANS)

4.0 EQUAL OPPORTUNITIES MONITORING

Monitoring of equal opportunities is important in ensuring our complaints 
processes are accessible to all service users, however, this has proved 
difficult, and processes used previously have not been successful with a very 
low rate of return.  This is a problem common to all Local Authority Complaints 
Managers, and continues be an area for development for the Customer 
Feedback Team.

5.0 SUMMARY

During the period covered by this report, we met the requirements of the 
statutory guidance and regulations.  All of the complaints received by 
Children’s Social Care Services during 2015-16 were resolved at stage 1 of the 
complaints procedure with no complaints being considered at stage two.   1 
complaint was considered by a review panel at stage 3; however this complaint 
was received and dealt with at stages one and two in the previous year.  

The service places a high priority on dealing with complaints effectively, and 
the statistics show that in 2015-16 the number of complaints received reduced 
by 31%, whilst the number of compliments received increased by over 100%.  
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There was also a significant improvement in response times with 81% of all 
complaints being responded to within the statutory timescale.  As a result, all 
complaints received were resolved at stage one, and no complaints escalated 
to stage 2 thus avoiding the costs associated with a stage 2 investigation.  

The report demonstrates that, based on the way in which complaints have 
been dealt with and the actions taken as a result, Children’s Social Care 
Services continue to learn from complaints, and has made changes and 
improvements to practice and processes where appropriate.

Carolyn Whitham
Customer Feedback Lead
July 2016


