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COMPLAINTS AND REPRESENTATIONS PROCEDURE 

Annual Report
April 1999/March 2000

To:
Social Services Committee

Date:
7th June 2000

From:
Director of Social Services

1.0
PURPOSE



1.1
To present the annual report on the Department’s Complaints and Representations Procedure.



2.0
BACKGROUND



2.1
The Complaints and Representation Procedure is a statutory requirement placed on Local Authority Social Services Departments.  The procedure allows users and their representatives to make complaints and representations about Social Services Departments.



2.2
From October 1991, as required under the Children Act 1989, a separate statutory procedure was introduced for complaints about children’s services.



2.3
This Council’s definition of a complaint is taken from the Ombudsman and is defined as “an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the Council or their staff affecting an individual customer or group of customers.”



2.4
The Complaints Procedure consists of 3 stages:  Stage 1 – the problem solving or informal stage, Stage 2 – the registered or formal stage and Stage 3 – the independent Review Stage.



2.5
This is Cambridgeshire Social Services Departments 8th Annual Report contains statistical information on the number and nature of complaints made from 1st April 1999 to 31st March 2000.



2.6
The report includes the number of recorded complaints, identifies issues of significance and details key actions for the further development of the Complaints Procedure.



2.7
The legislation emphasises the involvement of users in all decision making about the services they receive.  Our Procedure aims to elicit the views of users and ensure their complaints and representations are considered seriously so as to develop and maintain high quality user focused services.



3.0
COMPLAINTS RECEIVED – STAGE 1 COMPLAINTS



3.1


The Number of Complaints




94/95
95/96
96/97
97/98
98/99
99/00


434
404
633
701
549
522

3.2
As can be seen, during the period April 1999 – March 2000, 522 complaints were recorded at Stage 1 of the procedure. This is a 5% decrease over the previous year and continues the trend of decreasing numbers of complaints against the previous year seen in 1998/99.



3.3
The number of complaints should be placed in the context of the diversity and range of services this Department provides. During 1999/00, the average number of current cases at any one time, for example was 14901 and therefore complaints are running at 3.5%. 



3.4
In this period there were 65 enquiries from Members of Parliament to the Director.

 

3.5
The Age of Complainants 

Although there has been a slight improvement in the recording of the age of complainants, it remains disappointing that in 41% of complaints records the age of the complainant has not been recorded. This has been in part due to confusion amongst the teams as to whether it should be the age of the service user, or the person who actually makes the complaint, that should be recorded. It has been clarified that it is the age of the service user and we anticipate a significant improvement in the recording of this information over this year.

From  those cases where the age was recorded, we find the following information:




Age of Client
No. of complaints





Under 5

5-10

11-18

19-64

65-79

80+

not classified
6

13

45

81

59

103

215





As can be seen, in the majority of complaints where the age was recorded 34% were people aged over 80. Of the percentage where the age was unrecorded, examination of the monitoring forms indicates that it would be reasonable to conclude that the majority were older people (65+).



3.6
Ethnicity of Complainants


In only 116 cases (22%) was the ethnicity of complainants recorded. Where this was recorded 115 are recorded as white. The importance of ethnicity recording has been stressed to the teams and it is to be hoped that this will bring a significant increase in this area of recording.



3.7
Stage 1 Response times.

27% of complainants are known to have received a final response outside the ten-day target. This is a significant increase on last year (11%) however over the period there has been a significant improvement with only 12% receiving a response outside the ten-day target in the final quarter




3.8
The Services Complained About


Complaints fell into the following categories (Appendix 1)


NHS and Community Care

Children Act 

Private Providers

Representations

Corporate

Not recorded


38.2%

25.6%

8.4%

8.2%

6.7%

12.9%

3.9
Nature of the Complaints

The complaints were of the following types (Appendix 2) 

The four highest identified categories were
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01 Delay / Failure to Provide

03    Failure to Provide

04    Staff / Carer Attitude

06    Failure to meet standards
25%

15%

11%

11%




This is consistent with the percentages shown last year.



3.10
Complaints by Area Teams


See attached Appendices 3 and 4

It should be noted that the number of complaints received per team is largely in line with the respective size of the team and the client base. A perceived ‘high’ number of complaints within a Team should not necessarily be regarded as an increased dissatisfaction with services. Some teams may have a proactive attitude to complaints or encourage users to give feedback on services provided.
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4.0
STAGE 2 COMPLAINTS

4.1
This is the investigative stage. Whilst the majority of Stage 2 investigations were undertaken by external Investigating Officers last year, since the appointment of an internal Investigating Officer in June 1999, the use of external Investigating Officers has decreased steadily. The internal Investigating Officer is located within the Communications and Customer Relations Unit and is therefore off line from any teams subject to complaints. Currently only 25% of current investigations are held externally. 



4.2


The number of complaints at Stage 2




94/95
95/96
96/97
97/98
98/99
99/00


14
12
13
32
19
28


The number of complaints currently open is 20. Of those 2 are still outstanding from last year. One of these has made a request for progression to Stage 3 but the case is frozen due to complainant’s ill health and the other has refused to progress to Stage 3 despite significant attempts having been made to try and negotiate a solution.

In percentage terms, the number of complaints progressing to Stage 2 is similar to the previous year (5.3% 99/00 and 4.8% 98/99).  All complainants do have the absolute right to pursue their complaints and the fact that 95% of complaints are resolved at Stage 1 continues to reflect well on the endeavours of staff.


4.4
Resolution.




This year that we have been encouraging investigators to offer to mediate the case to resolution in appropriate cases, rather than undertake a full Stage 2 investigation immediately. This is in its early stages and after an encouraging start, with 3 complainants accepting this, there have been no opportunities for mediation in the last quarter of this year.



5.0
STAGE 3 COMPLAINTS

5.1

This is the review stage of the Complaints Procedure. Complainants have the right to have their complaint reviewed by an Independent Review Panel if they are dissatisfied with the Department's response at Stage 2.




94/95
95/96
96/97
97/98
98/99
99/00


6
7
2
2
4
4

5.2
The low number of Stage 3 reviews continues to be an indication that overall the procedures are working well.






6.0
REPRESENTATIONS



6.1


Representations differ from complaints in so far as they comment on policy and not practice or service.  In this year there were 67 Representations recorded by the Customer Services Unit for the reporting period. Additionally the Chairman of the Social Services Committee received a further 35. Approximately 75% of representations were concerned with respite care charging and 25% with home care refocusing.



7.0
Trends and issues




7.1
The Client Satisfaction Panel has met four times during this period. The Panel receives statistics on the number and types of complaints received, analysis of the messages deriving from these and considers issues relating to the development of the Complaints Procedures.




· Age and Ethnicity recording remains a difficult area and must be addressed this year.

· There has been a significant increase in the number of complainants receiving a response within the ten-day period over this reporting period, however overall this remains disappointing. Changes to the Complaints database will facilitate the ‘chasing’ of complaints.

· The numbers of complaints in each category and the nature of the complaints received is similar to last year.

· The percentage of complaints progressing to Stage 2 and Stage 3 remains similar to last year.

· The numbers of representations have decreased this year, mainly because last years high profile adoption case is no longer countrywide news.

· The appointment of an internal Investigating Officer has increased the consistency and quality of the Stage 2 reports and reduced the time taken on investigations


.

8.0
Key Actions for 2000/2001





The Client Satisfaction Panel has agreed to carry forward the following key actions from last year, as progress was limited due to the absence of a Customer Care Manager. The actions and progress to date are recorded below.




8.1
The Complaints and Representations Procedure was last revised in 1996 and should be updated. – A series of visits to teams to consult on this is nearly complete and revision of procedures will start July / August.



8.2
The Children’s Management Team and the Adults’ Management Team should receive 6 monthly progress reports from the Customer Care Manager, providing statistical information and lessons learnt from complaints which can be used to influence future policy, procedures and professional practice. – The development of the Complaints database , in place from April 2000, will allow for more detailed information to be provided and the first report will be produced for end of first quarter 2000/2001.



8.3
Teams should ensure that responses to complaints from members of the public to the Director are copied to the Director for her scrutiny. – This has been raised during visits to teams and will be included in procedures.



8.4
The Soc1010 Complaints Monitoring Form should be revised to ease the recording of information for Managers. – The revision of the form will form part of the revision of procedures. 



8.5
The recommendations of the SSI Inspection of Children’s Services in regard to complaints should be fully implemented.  - Training to target specific groups of staff is continuing and visits to the teams appear to have had a beneficial effect with staff being more aware of the issues and more willing to seek advice. 



8.6
Further efforts should be made to ensure that staff are fully supported during Complaints Investigations and receive feedback following a Stage 2 Investigation and a possible Panel.  – Visits to the teams have highlighted their perception of what ‘support’ should entail and there have been positive comments about the feedback teams have received in relation to process issues although there is still work to do on the action planning and integration of learning from complaints into practice.



8.7
All teams should produce an annual report on the outcome of complaints and lessons learnt so that standards of service are improved from complaint feedback.  -  ‘Action Plans’ are to be produced for each Stage 2 report received and passed to the teams concerned and the relevant Assistant Director. This will enable each service to ensure that lessons are learnt and incorporated into practice and could form the basis of the annual report. This is to start from the 2000/2001 year.



9.0
RECOMMENDATION



9.1
That the contents of this report be noted
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