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Annual report – key messages
• The number of complaints handled under the Children Act procedure

has reduced from 95 in   2015/16 to 71 in 2016/17.  25 complaints were
progressed through the corporate complaints procedure.

• The highest proportion of complaints continue to be received from
parents or relatives of children (72%).  There is a reducing proportion
received from children themselves (13% this year compared to 23% in
2015/16)

• Complaints at stage 1 were dealt with more quickly in 2016/17 than the
previous year.  In 2016/17, the proportion of stage 1 complaints that
were resolved in under 10 days increased to 33% (up from 26% in the
previous year).  The proportion taking between 11 and 20 days also
increased (up from 24% to 34%)

• 3 stage 2 complaints were concluded during the year
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Presenting issues
• The primary reasons for complaints

remain consistent with previous years
and relate to issues of attitude and
conduct of staff, communication and
service provision.

• We welcome complaints as a learning
opportunity to improve our services
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Management & Reporting
• Complaints are managed centrally by the Information

Governance Team, and sent out to relevant managers for
response upon receipt.

• A fortnightly tracker is circulated to all levels of management
which highlights open complaints with response deadlines

• A quarterly DMT report which contains detailed performance
information and covers themes and trends

• Decision notices received from the Local Government
Ombudsman in relation to complaints for the Directorate are
considered by the Corporate Director and responses signed off
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Raising awareness
• Our numbers of complaints from children and young people have

reduced compared to previous years. We know that our advocacy
service (NYAS) have being doing good work supporting young people
to resolve issues and prevent complaints, and that overall our services
are improving.  However, we are not complacent about the need to
ensure young people know how to complain.

• We’ve included leaflets on making a complaint, and accessing
advocacy from NYAS in our six monthly feedback mailing to all CLA
(posted October 2017)  All staff have been reminded via team brief of
the importance of the complaints process (July 2017)

• Awareness is also raised through the Children in Care Council and
online via the website.
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Learning
• The themes from complaints are analysed and

included in the quarterly report for DMT
• A lead service manager has been identified for

complaints who will meet on a quarterly basis with
the Information Governance Team and identify
generic learning themes to be cascaded through
team brief and those items that require discussion at
the Continuous Improvement Board and allocation to
senior managers for resolution
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Themes
• The issues raised specifically by young people include financial issues,

communication, delayed service/service provision, placement issues and
staff attitude

• The complaints team will not close a complaint without the manager
completing a ‘learning’ form to identify lessons learned relating to a
complaint.

• All children and young people who make a complaint are offered the
support of an independent advocate via our provider NYAS.  Case
studies are produced which demonstrate how the service have
supported young people
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Future developments
• We will continue to review the numbers of complaints from

children and young people and other avenues for raising
awareness, and further training needs that staff may have

• The DCS will strengthen the line of sight relating to
complaints made by children and young people and the
resolution of these

• A service review of complaints to be conducted corporately
during 2018 will consider any other actions required in
relation to training needs, IT developments, and further
action to enhance learning from complaints.


