TORBAY CHILDREN’S SERVICES

COMPLAINTS AND REPRESENTATIONS

ANNUAL REPORT

1ST APRIL 2005 – 31ST MARCH 2006

Background

Local Authorities are required to have a procedure to deal with complaints about Social Care under the Children Act 1989 and the National Health Service and Community Care Act 1990.

The Social Care complaints procedure comprises of three stages.  Stage 1 ‘Informal Resolution’ addresses complaints within the operational areas.  If a complaint cannot be resolved at Stage 1 or the complainant wants a more formal consideration of their complaint, they progress to Stage 2, which requires an independent investigation to be undertaken.  If the complainant is still unhappy with the outcome of the investigation they can request a Review Panel Hearing (Stage 3 of the process).  The Panel consists of three people: Independent Chair, Elected Member and a Local Authority Officer who has no previous knowledge of the case.

Complainants who have been through all 3 stages of the complaints procedure and still feel that their complaint has not be resolved to their satisfaction are advised of their right to take their complaint to the Local Government Ombudsman.

Number of Complaints

	
	Stage 1
	Stage 2
	Stage 3
	Local Government Ombudsman

	2004/05
	33
	7
	1
	0

	2005/06
	45
	8*
	3
	1


* 2 of the Stage 2 complaints were not previously investigated at Stage 1.  There had already been a significant amount of correspondence at Service Manager level on both of these complaints and therefore, although neither of the complaints had not been registered at Stage 1, it was felt that this stage of the procedure has been exhausted.  1 complaint was withdrawn before the investigation was completed.
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   Note: Some complaints had more than one issue.

Examples of types of Issues:

Service Delivery – including quality and appropriateness of the services that were provided.

Staff – including perceived attitude, behaviour and reliability.

Communication – including delay and lack of responsiveness.

Information/Advice – including information and advice given about the availability of services.

Decisions – including whether a service should be provided and at what level.
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  Note: Some complaints had more than one issue.
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 Note: Some complaints had more than one issue.

Local Government Ombudsman Investigations

We have received 1 request for information from the Local Government Ombudsman on a complaint that has been registered with them during this financial year.  

· Mrs PW – investigation still current

Corporate Complaints

One complaint that was investigated at Stage 1 of the Children’s Services Complaints Procedure progressed to Stage 2 of the Corporate Complaints Procedure, as they were not a qualifying individual.

Note: A Qualifying Individual as described in the Children Act 1989 in terms of those entitled to complain:

· Any child who is being looked after by the authority or who is in need

· A parent of his

· Any person who is not a parent of his but who has parental responsibility for him

· Any local authority foster parent or such person as the authority considers has a sufficient interest in the child’s welfare to warrant his representations being considered.

Outcome of Complaints

	Outcome
	Stage 1
	%
	Stage 2
	%
	Stage 3
	%

	Not Upheld
	30
	66
	
	
	
	

	Partially Upheld
	9
	20
	3
	38
	3
	100

	Upheld
	6
	14
	2
	25
	
	

	Withdrawn
	
	
	1
	12
	
	

	Outstanding
	
	
	2
	25
	
	


Responses to Complaints Upheld or Partially Upheld

	Response
	Stage1
	Stage 2
	Stage 3

	Apology and Explanation
	14
	5
	2

	Apology
	1
	
	

	Explanation
	
	
	1

	Policy/Procedure Reviewed
	7
	3
	3

	Provision of Service
	1
	
	

	Alteration in Service
	3
	
	

	Financial Resolution
	
	1
	


The above demonstrates a range of actions taken during the resolution of complaints the figures may not add up to the number of complaints Upheld or Partially Upheld. This is due to some complaints having more than one resolution.

Acknowledgements and Responses Completed within Timescales

The Standard for acknowledging complaints is 2 days at Stage 1 and 5 days at Stage 2 and Stage 3.  The Standard was met on all complaints received in this year.

The standard for responding to a complaint at Stage 1 and Stage 2 is 28 days.  At Stage 3 (Review Panel Hearing) the Hearing should be held within 28 days of request, with a further 28 days for the findings and response to be sent to the complainant.

	
	Stage 1
	%
	Stage 2
	%
	Stage 3
	%

	Responses
	32
	71
	0
	0
	1
	33


There has been a marked improvement in the number of Stage 1 responses being completed within the timescale, 71% this year compared to 40% in the year 2004/2005.  No Stage 2 responses were made within the timescale.

New regulations, which will come into being in September 2006, will mean a shorter timescale for Stage 1 complaints, so improvements will still need to be made.  However, a longer, more realistic, timescale is proposed for Stage 2 complaints and this should allow us to better meet the standard at this stage next year.

Advocacy

Children’s Services offer children and young people who wish to make a complaint help from an advocate through Children’s Rights.  This year 2 complainants have used this service and 1 adult making a complaint to Children’s Services has used the Rethink Advocacy Service.

Representations

No representations, regarding children’s social care, were received from Members of Parliament in this financial year.

Cost of Employing External Persons Regarding Complaints from 1 April 2005 to 31 March 2006 

	Independent Investigator
	Used on 6 occasions
	£961.35

	Independent Person
	Used on 3 occasions
	£403.71

	Independent Chairperson
	Used on 3 occasions
	£309.09

	TOTAL COST TO THE AUTHORITY
	£1674.15


Equalities

Equalities information is collated to try to gauge some measure of who accesses the Complaints Procedure.  The aim is to evaluate its accessibility for service users and identify problem areas that require attention.

	Ethnic Group
	No.
	%

	White:
	
	

	British
	39
	85

	Irish
	
	

	Gypsy/Traveller
	
	

	Any other White background
	6
	13

	
	
	

	Mixed:
	
	

	White and Black Caribbean
	
	

	White and Black African
	
	

	White and Asian
	1
	2

	Any other Mixed background
	
	

	
	
	

	Asian or Asian British:
	
	

	Indian
	
	

	Pakistani
	
	

	Bangladeshi
	
	

	Any other Asian background
	
	

	
	
	

	Black or Black British:
	
	

	Caribbean
	
	

	African
	
	

	Any other Black background
	
	

	
	
	

	Chinese
	
	

	Any other ethnic background
	
	


Complaints User Survey

Children’s Services makes every effort to ensure that the Complaints Procedure is as effective as possible.  Complaints User Survey Forms are sent out to complainants to obtain feedback on the effectiveness of the Complaints System.

Results of the Survey (Based on the returned questionnaires):

Not all the questions on the form were answered by every complainant.  Below is an overview of feedback from the Survey.

66% of respondents knew about the complaints procedure from reading the leaflet ‘Making a Complaint’, 33% from talking to Children’s Services staff.

84% of respondents confirmed that they found the leaflet ‘Making a Complaint’ easy to understand and informative.

100% confirmed that they had received written acknowledgement of their complaint, and that they understood the process that their complaint would follow.

86% of respondents felt that the letter of response to their complaint was clear and understandable and 80% said that they had received the response within 28 days.

48% of respondents felt that their complaint had been thoroughly looked into and that their complaint had been taken seriously and acted upon.

75% of respondents said that they had been advised how to proceed to Stage 2 if they were dissatisfied with the response to their complaint.

Compliments

8 compliments were received:

4 – Broadhaven Children’s Home

1 – Permanency Planning Team

1 – Children in Need

1 – Children’s Disability Service 

Changes to Children’s Services Complaints Procedure

From 1 September 2006 new regulations will come into force.  This will mean changes will have to be made to our current complaints procedure, including a shortening of certain timescales.  Under the proposed new regulations, if a Stage 1 complaint has not been responded to within 10 working days, the complainant has the right to progress straight to Stage 2 of the complaints procedure.   This could mean an increase in the number of Stage 2 investigations and therefore there will be a need to recruit more Independent Persons to work alongside our Investigating Officers.

There will also be changes to the make up of the Review Panel.  Torbay Council Officers will no longer be able to sit on the Panel, the new make up of the Panel will be two Independent Persons (one of whom will chair the panel) and an Elected Member of Torbay Council.  Again this will bring about a need for more Independent Persons.

There will also be a significant number of new areas which service users will be able to make complaints about.

In light of these and other changes a programme of training sessions will be set up for, in the first instance, Operations and Service Managers.

Action Points

· Training for frontline staff in complaints procedures and customer focus

· Training for managers in complaints procedures and complaints resolutions

· That the Performance and Improvement Meeting be asked to consider this report
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		Total Number of Complaints 2005/6

				April/May		June/July		Aug/Sept		Oct/Nov		Dec/Jan		Feb/Mar

		Children in Need		8		6		4		4		4		2

		Permanency Planning		3		3		2		3		0		0

		Education Welfare		0		0		1		0		0		1

		Special Needs and Disability		0		0		1		0		2		0

		Youth Offending Team		0		0		0		0		0		1

		Care to the Community		0		0		0		1		1		0

		Children's Services Stage 1 Complaints 2005/6

				April/May		June/July		Aug/Sept		Oct/Nov		Dec/Jan		Feb/Mar

		Children in Need		8		5		4		4		4		2

		Permanency Planning		2		3		2		3		0		0

		Education Welfare		0		0		1		0		0		1

		Special Needs and Disability		0		0		1		0		2		0

		Youth Offending Team		0		0		0		0		0		1

		Care to the Community		0		0		0		1		1		0

		Stage 1 Complaints by Service

		Children in Need		27

		Permanency Planning		10

		Education Welfare		2

		Special Needs and Disability		3

		Youth Offending Team		1

		Care to the Community		2

		Stage 1 Complaints Upheld or Partly Upheld

		Children in Need		10

		Permanency Planning		1

		Education Welfare		1

		Special Needs and Disability		2

		Youth Offending Team		1

		Care to the Community		0

		Nature of Complaints received 2005/6

		Service Delivery		22

		Staff		15

		Communication		12

		Info/Advice		1

		Decisions		6

		Stage 2 Complaints 2005/6

				April/May		June/July		Aug/Sept		Oct/Nov		Dec/Jan		Feb/Mar

		Children in Need				3						1

		Permanency Planning				2

		Education Welfare

		Special Needs and Disability								1

		Youth Offending Team

		Care to the Community												1

		Stage 2 - Nature of Complaints
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		Staff		2

		Communication		3

		Info/Advice		1

		Decisions		2

		Stage 2 Complaints Upheld or Partly Upheld
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		Permanency Planning		2

		Education Welfare		0

		Special Needs and Disability		1

		Youth Offending Team

		Care to the Community

		Outstanding Investigations - 2

		Stage 2 Complaints by Service

		Children in Need		4

		Permanency Planning		2

		Education Welfare

		Special Needs and Disability		1

		Youth Offending Team

		Care to the Community		1

		Stage 3 RPH 2005/6

		Children in Need		2

		Permanency Planning

		Education Welfare

		Special Needs and Disability		1

		Youth Offending Team

		Care to the Community

		Stage 3 by Issue

		Service Delivery		2

		Staff

		Communication		2

		Info/Advice

		Decisions		1
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