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1. Performance Headlines

Ref Indicator Target Performance
(Last Q in brackets)

Trend -
(numerical 
increase/ 
decrease)

1.1 Number of new complaints progressed by 
complaints team1 N/A Children Act – 9 (16)

Corporate – 3 (6)



1.2 Cumulative % of Children Act complaints 
resolved at Stage 1 (annual data to end of 
Q2)

90% 95% (92%) 

1.3 Cumulative % of Children Act complaints 
responded to within Stage 1 timescale (20 
days)2

100% 8% (38%) 

1.4
(Stretch Target) Cumulative % of 
Children Act complaints responded to 
within 10 days 2

50% 0% (25%) 
Further detailed breakdown of complaints received during the quarter, including by district 
and key presenting issue, is attached in Appendix 1

Key
 Numerical increase (colour of arrow indicates if this is desirable or undesirable against target)
 No change
 Numerical decrease (colour of arrow indicates if this is desirable or undesirable against target)

2. Performance Commentary  

1 School complaints are not included in these totals as they are not progressed/investigated by the LA but referred back 
to use the School’s own complaints procedure
2 The Children Act Procedure allows for the extension of the stage 1 timescale from 10 to 20 days where more time is 
needed to provide a full response.



2.1 Volume of complaints
The number of new complaints progressed through the Children Act Procedure 
decreased between Q1 2017/18 and Q2 2017/18 (down from 16 to 9), a fall of 44%.

Issues which are judged to be easily resolvable and not of a serious nature are 
passed back to the appropriate team in an attempt to resolve locally before 
progressing as a formal complaint.  These are logged as concern/enquiries with 
progress monitored by the complaints team and learning data extracted.  There 
were 38 concern/enquiries received during the quarter, an increase from 26 in Q1 
(+46%).

A combined total of 47 complaints and concern/enquiries were received in relation 
to children’s social care services within the quarter.  This represents an increase 
from 41 in Q1 (+15%), and from 45 in Q4 2016/17 (+4%).

The number of new complaints received and progressed through the Corporate 
Procedure has fallen from 6 to 3 in this reporting period, a decrease of -50% from 
Q1.

 
2.2 Stage 1 response timescales (Children Act Procedure)

The cumulative annual percentage of Stage 1 responses completed within the 20 
day maximum timescale has increased over the last quarter (up from 92% to 95%).  
During Q2, 100% of complaints responded to were resolved at Stage 1.  
Performance for responses has worsened, however, with just 8% of Stage 1 
responses being made within the statutory timescale, compared with 38% in Q1.  
This is somewhat adrift from our performance target of 100% and from figures over 
the last financial year (2016/17) which ranged from 63% to 80%.

Performance in relation to the preferred statutory response time of 10 working days 
has also worsened (down from 25% in Q1 to 0% in the current quarter).  The 
performance target is 50%, which has not been achieved in the whole of the last 
financial year.

The response times (within 20 days) in the west of the county have fallen from 33% 
to 0% between Q1 and Q2.  There were no responses made in Carlisle & Eden this 
month and Barrow & South Lakeland was at 10% (1 of 10 complaints) in Q2.  

2.3 Resolution at stage 1 (Children Act Procedure)
The cumulative number of complaints resolved at Stage 1 during the quarter only 
has improved (from 87% in Q1 to 100% in this quarter).  The performance target is 
90%.  The Complaints Team continue to negotiate with complainants by offering a 
meeting with an appropriate senior manager as a final step in trying to resolve a 
complaint at Stage 1 of the process.

2.4 Stage 2 investigations (Children Act Procedure)
There were no requests for a Stage 2 investigation within the quarter – a fall from 1 
in Q1.



2.5 Presenting issues in complaints 
The key presenting issues in complaints continue to be consistent with the analysis 
of complaints received over previous quarters, with service provision, placement 
issues and poor communication remaining the main reasons for making a 
complaint.

2.6 Representations from children and young people
There was 1 complaint received from a children/young person during the months 
July to September 2017, a fall from 3 in Q1.  All children and young people who 
wish to make a complaint are routinely offered the services of an independent 
advocate.

There were no compliments received this quarter directly from a young person – 
see compliments report provided.

2.8 Compliments
There were 14 compliments logged during the quarter.  All compliments are logged 
and the individuals mentioned receive feedback from the appropriate Assistant 
Director or Senior Manager.  A full list of compliments received can be found at 
Appendix 2 of this report.  

2.9 Local Government Ombudsman Activity
 

In Quarter 2 the authority received 9 complaints from the LGO in relation to 
Education and Children’s Services.  Details of the complaint and the current position 
regarding the complaints are shown in the table below.

LGO Ref: 
& Date 
received.

Complaint summary Current position.

17002119 
25/09/2017.

The Council had failed to recognise and 
support a child in need or their family.

Information and evidence 
requested by the LGO to 
consider the complaint 
further has been provided.

17003673
26/07/2017.

Complaint re a plan to place complainant’s 
great great grandson for adoption.  Critical of 
the actions of social worker towards the 
mother, (her granddaughter).

Final decision received: The 
Ombudsman would not 
investigate the complaint. 
The complaint is outside the 
Ombudsman’s 
jurisdiction because it 
involves court decisions.

17004253
12/07/2017.

Complainant wanted to challenge and remove 
the statements made about him in Court.

Final decision received: The 
Ombudsman cannot 
investigate information the 
Council has provided to the 
court for family court 
proceedings because it lies 
outside their jurisdiction. 
LGO cannot consider 
matters that are subject to 
court proceedings.

17004456 There were failings in the way the Council dealt Information and evidence 



10/07/2017. with complainants as Foster Carers resulting in 
their resignation and causing them 
considerable distress.

requested by the LGO to 
consider the complaint 
further has been provided.

17004743
12/07/2017.

The Council has not met with the complainant 
nor had it responded to his 
complaint. Complaint is that he was abused by 
two social workers in a court building and his 
social worker would not take any responsibility 
saying he had to complain to the local 
authority.   

Final decision received 
04.10.2017 upholding 
complaint. Response since 
provided to complainant 
under stage 1 of the 
statutory 
Children Act 1989 
complaints procedure, which 
confirmed his right to 
progress the complaint to 
stage 2 if he wishes.

17005887 
01/08/2017.

Complainant advised the Council failed to 
provide her with enough support to deal with 
her domestic circumstances before it began 
court action and took her son into care. She 
also complains the Council had refused to 
investigate and respond to her complaint while 
care proceedings are still before the courts.

Final decision received: The 
Ombudsman will not 
investigate the complaint as 
they could not separate the 
matters in her complaint 
from the ongoing care 
proceedings, nor could they 
assess her injustice from 
other related matters until 
the court action is finished.

17007098 
23/08/2017.

Complaint made regarding the many mistakes 
the service made involving Child Protection 
Plans on both of the complainants children.

Information and evidence 
requested by the LGO to 
consider the complaint 
further has been provided.

17007293 
09/08/2017.

Complaint received regarding an appeal 
against the refusal of a school place for 
complainant’s child.

Final decision received: The 
LGO would not investigate 
the complaint as they could 
not achieve a worthwhile 
outcome.

17007560 
12/09/2017

The complaint related to the actions of a 
Council officer in relation to a concerns raised 
about 
the staging of a play at a school.

Final decision received: The 
Ombudsman could not 
investigate the complaint  
because the Ombudsman is 
prevented in law from 
making enquiries about 
internal school 
management issues, and so 
could not come to an 
evidence based decision on 
the substance of the 
complaint.

3. Learning from complaints



3.1 Learning from both complaints and compliments is recognised as being central to 
improvement and the themes from complaints received are analysed quarterly and 
are disseminated via the team brief and senior manager’s meetings to enhance our 
learning.  A service manager lead for complaints has been identified - reviewing 
complaints each quarter in conjunction with the complaints team.  Drawing out 
practice issues and themes and feeding these into the team brief is central to this.  
Key themes which require further discussion will also be identified and issues will 
be fed in to the Continuous Improvement Board (CIB) for review by senior 
managers.  Key themes identified this quarter centre around communication, 
service provision and placement issues. 

Examples of Countywide practice issues which have been identified this quarter 
which will feed in to the team brief are:

(1) Communication: “Further training around ensuring parents are kept informed”; 
and “Ensure parents are kept informed of developments” are to be put into the 
November team brief as general learning.

(2) Placement issues: “accurate and timely recording of assessments, analysis and 
decisions made and also highlight the importance of regular and clear 
communication between all parties throughout this period” is to be put into the 
November team brief as general learning.

 Examples of Countywide practice issues which have been identified this quarter 
which will be fed into the CIB are:

(1) Service provision: “Alternative/voluntary advocacy sources to be identified and 
offered to parents who may need support at meetings etc.” Fiona has looked 
into this and will bring paper to CIB for consideration.

(2) Service provision: “Lack of clarity around the issue of minutes from Child 
Protection Conferences and Child Looked After Review meetings i.e. the dates 
they will be issued and to whom. Review of the case records has confirmed the 
issue of these minutes. However, to make retrieval of this information much 
easier and ensure a consistent approach from case to case, this information is 
recorded at a central location within a child’s records”. Needs further discussion 
at CIB.

4. Complaints Tracker

4.1 The table below shows a summary of the latest version of the open complaints 
tracker which is used for support in monitoring complaint responses in the service 
areas in Children’s Services.

4.2 There are an increasing number of complaints/concerns that have not been 
responded to or which are out of timescale.  Teams are provided with details of 
each complaint and open complaints exceeding the 20 working day deadline for 
response are highlighted in ‘red’, those with working days between 10 and 20 are 
‘amber’, and those below 10 working days are ‘green’.



Open complaints by 
procedure type 
(06/10/2017)

A&C B&SL C&E Countywide TOTAL

Children Act (Stage 1) 5 7 1 0 13
Children Act (Stage 2) 2 3 0 1 6
Children Act (Stage 3) 2 0 0 0 2
Corporate 3 1 1 1 6
Concern/Enquiry 17 16 2 1 36
TOTAL 29 27 4 3 63



Appendix 1 - District Performance Summary 

Overview

Total* Car/Ede All/Cop Bar/SL

Ref Area and Procedure

Ta
rg

et

CA Corp CA Corp CA Corp CA Corp

9 3 1 0 2 2 5 0
2.1 No. of new complaints -

       

100% 100% 100% 100%
2.2

Cumulative % of those 
responded to that were 
resolved at Stage 1 
(CA only)^

90%
+    

*Includes complaints that are countywide and not specific to a district
^Please note that the performance criteria is measured by complaints responded to during the period rather than those 
closed during the period.  This is to provide a more current indicator as some cases may be open for a long period of 
time, often in excess of 12 months. 

Key
 Numerical increase (colour of arrow indicates if this is desirable or undesirable against target)
 No change
 Numerical decrease (colour of arrow indicates if this is desirable or undesirable against target)

Further Analysis of Children Act Complaints Processed during Q2 
2017/18

Ref Area Target Total* Car/Ede All/Cop Bar/SL
8% n/a 0% 10%

4.1
% Stage 1 responses made 
during the quarter within the  
statutory timescale (20 days)

100%
   
14

(12)
3

(3)
7

(7)
4

(2)4.2

Stage 1 outstanding 
responses at end of quarter
(no. of which are out of the 20 
day maximum timescale)

0
   

0 0 0 0
4.3 No. of Stage 2 investigations 

instigated
=<10% of 

Children Act 
complaints    

1 0 1 0
4.4 No. of Stage 3 panels 

instigated
=<2% of 

Children Act 
complaints    

0 0 0 0
4.5 No. of complaints received  

rated as high risk this quarter -
   

*Includes complaints that are countywide and not specific to a district

Complaints received during the quarter – by procedure type (Q2)
Ref Procedure Jul Aug Sep Total
3.1 Children Act 4 3 2 9
3.2 Corporate 1 1 1 3
3.3 Concern/enquiry 14 10 14 38

Total 19 14 17 50





Further Analysis of Corporate Complaints received during Q2 2017/18



Appendix 2 – Compliments received July to September 2017

Ref Receipt Date District Summary
Access & Inclusion (Non Social Care)
CSD/0053-17 13/07/2017 14:14 South Lakeland + Barrow EXTERNAL - from Care Home Manager re Laura Fitzgerald-Park (Snr A&I Officer): "I would 

like to formally let you know just how grateful both myself, and one of the young people in our 
care home is for all the work and commitment Laura has given to ensure she has access to 
an education, this YP joined us in early February this year with no provision in place, and had 
been out of education for such a long time, in regards to education and future choices this YP 
was in a vulnerable place, Laura has been the driving force to ensure she has  had every 
opportunity available to her to achieve her short and long term goals. With great thanks to 
Laura, this YP has been accessing home tuition which has gone extremely well and is in the 
process of enrolling at Kendal College this September. I am confident enough to say that 
without the help and commitment from Laura this would not have been the case. I am aware 
that this is part of the LAC care plan and the responsibility of the home authority and Laura 
has no  legal responsibility for Chloe's education, however she has worked above and beyond 
her role to ensure this YP living here has access to an education, and has given her a strong 
platform to build her future from and achieve her full potential."

1 Row(s)

SEND (Non Social Care)

CSD/0044-17 03/07/2017 10:21 South Lakeland + Barrow EXTERNAL - Email rec'd from parent to Carole Banks (SEND Specialist Advisory Teacher): "I 
can't thank all of you enough for all the good you've done for xxx (and me, too).  I really hope 
we find the same kind of support in xxx."

CSD/0050-17 07/07/2017 13:01 South Lakeland + Barrow EXTERNAL - Email rec'd from Headteacher re Kate Holliday (HLTA with SEND Teaching 
Support Team): "...I just wanted to pass on how highly I regarded your support for me, the 
staff and students at JRS.  It has been a challenge getting myself up to speed with the 
challenge of so many complex ASC students in mainstream and without you personally going 
the extra mile for students here I have no doubt that the students, and the school, would be 
significantly worse off. Thanks again for all your support."

CSD/0059-17 24/07/2017 10:13 South Lakeland + Barrow EXTERNAL: Email from parent to Kate Holliday (Higher Level Teaching Assistant) "Just 
wanted to say thanks for taking XXX to Kendal on Monday, he loved it and its really given him 
something to aim for,  He had a great time with you two as well and was really full of it all 
when he came home."

CSD/0095-17 08/09/2017 11:48 South Lakeland + Barrow EXTERNAL: Email from Zoe Benson (SEND SW) re Sarah Stephens (SEND SW): "Just 
spoke to .... mum, XXX.  She is a positive frame of mind and was talking about how in the 
past all professionals haven't had faith in her and this impacted on her confidence, and ability 
to parent.  She said that the only professional who was supportive and believed in her was 
Sarah Stephens and this really helped her confidence.  She was very grateful to Sarah and 
spoke very highly of the support she gave. Thought this would be nice to share with Sarah, 
XXX feels Sarah has made a real difference to her family."

CSD/0105-17 26/09/2017 12:55 Allerdale + Copeland EXTERNAL: Email rec'd from parent via HeadTeacher re Pam Fairhurst (EP): "..following the 
family meeting this week for XXX's EHCP....extremely complimentary about all the 
professionals invovled and very grateful for the way that the meeting was conducated and all 
the contributions....said that he had learnt a lot about his son and his needs from the 



professionals there and commended them on their honesty, sensitivity and knowledge.  He 
felt that everyone was listened too, worked together in a very positive way and he felt 
confident of the best possible outcome for his son...."

5 Row(s)

Children Looked After and Leaving Care (Social Care)

CSD/0073-17 11/08/2017 15:53 Carlisle + Eden EXTERNAL: Email rec'd from Adoption Social Worker (Family Care) re Jayne Moffet (SW): "... 
how impressed I have been by the boys' SW Jayne Moffet throughout the process.  I am the 
SW for the adopters xxx, and I have worked with Jayne for almost two years now ....I work 
with many children's SWs across the country and Jayne definitely stands out. She has put the 
boys first throughout and has been very mindful of their previous disruption.  The boy's 
adopters have fed back to me that ... Jayne was helpful, even from the other side of the 
country, and they particularly appreciated what they described as her 'practical' approach.  
Jayne is consistent in always following through with what she says she will do, and her 
delivery of reports/documents is excellent, often prior to the deadline.  I have always found 
Jayne friendly and supportive towards myself as a colleague.  I did Jayne's job for many years 
and am well aware of how intensely stressful it can be; I have observed that she is calm in a 
crisis and does not lose her sense of humour.  Overall I have found Cumbria a good local 
authority to work with, with good systems, and I would have no hesitation working with 
Cumbria again, despite the significant distance involved.  I would also like to mention that I 
found working with a number of other Cumbria workers such as Jean Sadler and Yvonne 
Eardley a very positive experience."

CSD/0085-17 29/08/2017 15:18 Carlisle + Eden EXTERNAL: From adoption agency re Jayne Moffet (SW); "....how impressed I have been by 
XXX SW Jayne Moffet throughout the process... Jayne definitely stands out.  She has put 
XXX first throughout and have been very mindful of ...previous disruption ... adopters have fed 
back to me that ...Jayne was helpful, even from the other side of the country, and they 
particularly appreciated what they described as her 'practical' approach.  Jayne is consistent 
in always following through with what she says she will do, and her delivery of 
reports/documents is excellent, often prior to the deadline.  I have always found Jayne friendly 
and supportive towards myself as a colleague.  I did Jayne's job for many years and am well 
aware how intensely stressful it can be; I have observed that she is calm in a crisis and does 
not lose her sense of humour.  Overall I have found Cumbria a good local authority to work 
with, with good local authority to work with, with good systems, and I would have no hesitation 
working with Cumbria again...I would also like to mention that I found working with a number  
of other Cumbria workers such as Jean Ssdler and Yvonne Eardley a very positive 
experience."

CSD/0104-17 26/09/2017 12:12 South Lakeland + Barrow EXTERNAL: Thank you card received from Mum to Liz Allen (SW): "Thank you for making me 
the happiest Mum in the world.  Without your time, care efforts and support to XXX and I we 
wouldn't be here now. So thank you deeply."

3 Row(s)

Safeguarding Hub (Social Care)
CSD/0086-17 29/08/2017 15:41 Countywide EXTERNAL: From Sexual Health Nurse @ Cumbria Partnership NHS Trust: "I would just like 

to say after recently sending in a single contact form, I was very imprssed to receive a prompt 
and detailed letter updating me on what decisions had been made.  I think when agencies 



communicate well together the overall result is always going to be a positive one."
1 Row(s)

Support and Child Protection (Social Care)

CSD/0069-17 07/08/2017 14:44 Allerdale + Copeland EXTERNAL: phone call from Grandparent re Trish McConville (SW) - had provided more than 
an excellent service.  She had been very supportive, caring, very experienced and totally 
professional and had talked her through every step of the way whilst she was trying to get 
guardianship of her grandson.  Also re Alison Steele from Carlton Road Services who had 
carried out a parenting assessment on her son and had been incredibly supportive, gave 
great advice and was lovely.

CSD/0094-17 08/09/2017 11:41 South Lakeland + Barrow Email rec'd from CCC Solicitor re Kaz Zaboklicki (SW): "Counsel has passed on - please 
thank Kaz for his excellent work on this case - he was a pleasure to work with."

CSD/0098-17 14/09/2017 09:45 South Lakeland + Barrow EXTERNAL: Email from foster agency re Lauren Penney (SW): I would like to thank Lauren 
Penney for all of her hard work supporting xxx and our agency carers xxx.   Since working 
with  Lauren  she has remained available to the carers  for advice and guidance regarding  
contact, health, education, safe caring and risk management  via the telephone/ e-mail and 
text or face to face at the  placement address which the agency appreciates has required her 
to travel regularly  to the North East. When communicating with xxx, Lauren has always 
provided the carers with her full  attention, took  time to understand the points they have made 
and asked  questions as appropriate. Lauren's  professional approach has supported xxx to  
identify any problems experienced by the siblings and enabled the carers to review related 
information, develop and evaluate options and implement solutions whenever possible. I feel 
that Lauren's  measured and considered response towards the siblings needs and those of 
the  carers  has  demonstrated an empathetic and insightful attitude towards the role of 
fostering. I believe that Lauren's understanding nature has instilled a sense of confidence in 
both siblings and carers that they will be listened  to and supported  no matter what the 
circumstances.  xxx have both commented on Lauren's ability to effectively communicate and 
listen to  themselves and the siblings  which has improved the collaboration process. Lauren 
has continued to be available to myself and the agency for information sharing which has 
supported informed decision making throughout the siblings  placement. Lauren's 
conscientious attitude has  helped xxx  to support the siblings integration to a new schools  
and transfer to mainstream education,  form friendships, be involved in stimulating activities, 
make sensible decisions and remain healthy.  I feel that observations of Lauren's interactions 
with the siblings reflects the LASW's   ability to form a trusting and open  relationship where 
the older child has been comfortable using the LASW as a confident to share any problems he 
may have which have been addressed.  Lauren has  ensured that whenever required, 
referrals for the siblings to more specialist services has taken place to improve the social and 
psychological functioning  of the young people and she has continued to  demonstrate her 
support for the carers and the siblings whose  situation and position she has always 
represented and promoted."

CSD/0100-17 18/09/2017 10:07 Carlisle + Eden EXTERNAL: Letter from Children's Guardian CAFCASS re Terry Preston (SW): "...Despite the 
difficulties that were encountered at the commencement of these proceedings a good 
outcome has been achieved for both children.. The allocated Social Worker Terry Preston 
established good working relationships with all invovled and in my view this contributed 
signficantly to XXX's parents not actively opposing the Final Orders and led to a swifter 
resolution for XXX."

4 Row(s)
Total 14 Row(s)




