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1. PURPOSE

1.1 To provide an analysis of all complaints received during the period 1 April 2007 to 31 March 2008 for social care services provided to Children, Adults and Older Persons and to report on compliments received. 

1.2
To compare these to the previous 12 months and to report on complaints investigated under Stages 2 and 3 of the procedure. 

2. ANALYSIS OF COMPLAINTS
2.2 Stage 1 (Informal or Problem Solving stage).

2.3 The following Bar Graph shows the number of complaints received by  

           quarter over the past two years, i.e. between 1 April 2006 and 31 March          

           2008.

2.4      The vast majority of complaints are resolved at Stage 1 of the procedure.  

The number of complaints received this financial year has increased by 14% compared to last year from 120 last year to 137 this year.  In the   financial year 07/08, the greatest number of complaints arose in the first and third quarters.[image: image1.emf]No. Of Complaints By Quarter0102030405001/04/199901/10/199901/04/200001/10/200001/07/199901/01/200001/07/200001/01/2001


2.5     The percentage of complaints reaching Stage 2 has increased significantly this year, up to 14.5%.  This is the highest level of Stage 2 complaints that we have ever experienced.  Although we aim to resolve as many complaints as possible at Stage 1, there are cases where we are unable to achieve this.  Moving to Stage 2, where an external investigator is appointed, is therefore often a positive move both for the complainant and the council.  

Year


Percentage of complaints
Total number of  




reaching Stage 2


complaints received

2001/2002


2.1%




145

2002/2003


3.4%




149

2003/2004


3.7%




191

2004/2005


4.5%




157

2005/2006


9.5%




116

2006/2007


7.5%




120

2007/2008


14.5%




137
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Complaints by Client Group 07/08

2.6     The pie charts below show the number of complaints received by each  

          client group for the last two financial years
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     In past years, Children’s Social Care accounted for around 50% of all  

           complaints with the other two sectors splitting the remainder broadly 

           equally between them.  In the year 2006/2007 Children and Families’ 

           proportion of complaints was 33% and this year it is has stayed at a  

           similar level of 34%.  

2.8      Adults Social Care has maintained a similar proportion of complaints this  

           year at 31%, and Older Persons Social Care is slightly down at 35%. 

2.9      In terms of actual numbers of complaints, of the additional 17 complaints  

           received in the year 07/08, the majority of these fell in the category of     

           Adults (nine) and Children (seven).   Older Persons has maintained a 

           similar level of complaints this year after having increased the number of 

           complaints received for the two previous years.

2.10
After seeing a significant increase in complaints last year, complaints about Financial Services have returned to an average level this year, although they remain in the top five.  The top three categories for this year all appeared in the top five last year.  Day Care for adults with a learning disability is the only category to appear in the top five this year but not last year.  Complaint numbers for this category have increased significantly from one last year to nine this year.  Dropping out of the top five this year is Fieldwork for adults with a learning disability, which had eight complaints last year and only five this year.  
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2.11 It is now interesting to look at the nature of the complaints that have been 

made.  As in past years, the majority of complaints for Adults and Children’s Social Care are about Staff Professional Practice.

2.12 The top three categories for the Nature of Children’s Complaint are the 

same this year as last year.  Examples of Children’s complaints that fall into the category of Staff Professional Practice are: 

· Complainant not happy with social worker’s response to allegation of physical abuse

· Complainant felt Core Assessment was biased

· Young Person did not want to move placements and felt that she wasn’t listened to

· Complainant’s daughter is in care and parent says she does not get sent school reports, photos, etc. 

· Parent unhappy that son is allowed to walk to school from Children’s Home
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2.13 The top three categories of complaints for Adults Social Care appeared in the top three last year, but in a different order.  The greatest number of complaints received was for Professional Practice of Staff.  Examples of these complaints include:

· Unhappy with coaching provided by Sensory Impairment Team - complainant walked into a post and broke her glasses

· Complainant did not feel that social worker had their mother’s best interests at heart

· Complainant felt that Social Worker lifted her (complainant’s) dress inappropriately

· Complainant said that Social Worker told her neighbour what happened in a recent meeting, breaching confidentiality  

2.14     Ranking second were complaints about Financial Arrangements that saw 

            the number of complaints staying at the same level of 17.  Of these         

            complaints, more than half (nine) were about the increase in cost of hot 

            meals at Portsmouth Day Service. 

2.15     Ranking third was Failure to Provide a Service and complaints about this 

            included Occupational Therapy, Hospital Discharge, Respite Care and 

            Mental Health Services. 
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3. PERFORMANCE

3.1
The complaints procedure states that complainants should be sent a full response to their complaint within 20 working days.  However, from April 2007 we are aiming to reply to complaints within 10 working days if possible and we will be measuring this in future.  An indication as to the extent to which the 20 working day target has been met can be seen here:

3.2     Adult Social Care

Full Reply


Financial Year

Financial Year

Performance     

2006/2007


2007/2008

(working days)

0-20 days


76%


 
72% (of which








43% within 10 days)

21-40 days


16% 



20%

40 + days


8% 



8%

3.3      Performance has reduced slightly for Adult Social Care this year, although it remains good at over 70% of complaints being responded to within 20 working days.  This year for the first time, we have measured the number of complaints that were responded to within 10 working days so we are setting the benchmark for this measure this year.

3.4     Children’s Social Care

Full Reply


Financial Year

Financial Year

Performance     

2006/2007


2007/2008

(working days)

0-20 days


71%


 
76% (of which










57% within 10 days)

21-40 days


26% 



17%

40 + days


3% 



7%

3.5      Performance has improved slightly for Children’s Social Care this year.  Some complaints will legitimately take longer to complete for example, if there are a number of staff to be interviewed.  However these figures show that the majority of complaints responses are completed in good time, and that complaints are therefore generally being recognised as important and valuable compared to other priority areas of work for the staff involved.  

4. COMPLAINTS REACHING THE FORMAL STAGE
4.1
Complaints reaching Stage 2 (Formal or Registration Stage) of the process.

4.2
During the period, as we saw earlier, the number of Stage 2 Investigations has doubled.  20 Stage 2 investigations were initiated compared to nine in the previous year.  Of these: 

· five were for Children’s Social Care 

· 15 were for Older Persons/ Adults Social Care  

4.3      We held more Stage 3 Review Panels than ever this year; a total of six     

           compared to one last year.  Previously we have not held any panels in     

           some years and certainly we would not expect to hold any more than two 

           in one year.  Of the six panels, four were for Children’s Social Care and 

           two were for Adults/ Older Persons Social Care. 

5. ADVOCACY

5.1     At Stage 2 of the procedure, all complainants are offered an advocate if  

          they would like one to support them.  At Stage 1, all Looked After Children        

          who make a complaint are given the details of the National Youth 

          Advocacy Service with whom the Council has a contract and whom the 

          young person can contact for help.  In practice, two Children’s complaints 

          received for the period 1 April 2007- 1 April 2008 were made by an  

          advocate on behalf of a service user.  A significant proportion of complaints

were made by relatives on behalf of service users for this period.  Other complaints were made by service users’ friends or carers.   

6. STATISTICAL DATA ABOUT THE ETHNICITY OF COMPLAINANTS 

Where complainants have filled in a form to make their complaint, we ask them to complete details of their sex, age, sexuality and ethnic group and to say if they have a disability.  However, for complaints that have been made over the phone or by letter we do not collect this information.  Up to March 2008, we have recorded the ethnicity of each complainant where it has been provided.  From April 2008, we will record all categories, as listed above, and will therefore be able to report on these figures too.  Complaints for this period have been made by people who describe themselves as being in the following ethnic groups:

Black or Black British Caribbean: 2  

Ethnic group unknown: 76

Muslim: 1

Refused to provide the information: 1

White: 4

White British: 52

White Irish: 1
7. PROPORTION OF COMPLAINTS UPHELD     

7.1     It is interesting to review the percentage of complaints that were upheld at 

          Stage 1, i.e. the proportion that were considered to be justified to some 

          degree by the manager who responded and investigated.

Category


Adults 
Childrens

Not upheld
53%
37%

Partially upheld
27%
43%

Upheld
12%
13%

Other (withdrawn, straight to Stage 2, etc.)
8%
7%

7.2     This shows that 39% of complaints for Adults Social Care were considered 

          to be justified at least in some way.  For Children’s Social Care, the figure      

          is 56%.  We therefore accept that more than half of Children’s complaints 

          made had some foundation and in some cases, actions will have been 

          proposed to improve the situation for the future. 

7.3     Examples of the types of improvements made or actions taken as a 

          result of Social Care complaints are:

· A new information leaflet was produced in May 2008 with the Local Safeguarding Children Board to explain to parents what happens if they are asked to attend a Child Protection Conference.

· Two new documents were produced and implemented for use when informing relatives on their rights when invoking the Mental Heath Act and what they can do in that situation.

· Further training for staff when chairing sensitive or important meetings where conflict or disagreement may be an issue.

· When a safeguarding alert is received we have implemented in the plan in addition to writing to relatives we will now also telephone them to advise of the situation, where possible.

· A young person stayed in a placement that she was going to be moved from as the result of the Senior Manager looked at her complaint

8. COMPLIMENTS

We also receive compliments and thanks for services we have provided.  For the period 1 April 2007 to 31 March 2008, we received 46 compliments for Adults Social Care Services and one compliment for Children’s Social Care services.  Adult Social Work Teams received the most compliments (14), followed by Edinburgh House (home for older people) receiving eight compliments, which was the most received for a residential care home.  Occupational Therapy received six compliments and the Carers’ Centre and the Sensory Impairment Team received four compliments each.  The remaining 10 compliments were split among other teams and care homes.        

9. SUMMARY

· Complaint levels have increased by 14% this year.

· 14.5% of complaints reached Stage 2 this year, which is a significant increase from last year.

· Complaints received about Financial Services have returned to an average level this year.

· The top three Service Areas this year appeared in the top five last year.

· The greatest number of complaints received for Adult and Children’s Social Care were about dissatisfaction with Staff Professional Practice. 

· Performance on full responses within 20 working days maintained a good standard for Adult Social Care although it was slightly down on last year.

· Performance on full responses for Children’s Social Care slightly improved this year.

· We introduced a new measure this year to gauge the number of complaints that were responded to within 10 working days so we can use this as a benchmark to begin comparisons in future.

· More than half of all complaints received about Children’s Social Care were considered by the manager dealing with them to be upheld to some degree.  

· The figure for Adults Social Care was lower at 39% of complaints being upheld to some degree.

· 20 Stage 2 investigations were carried out.

· Six Stage 3 Review Panels were held.  

· Adult Social Care received 46 compliments this year compared to 54 compliments last year.

The Complaints Managers will continue to support operational staff and managers in handling and responding to complaints and will be providing some training for them over the coming year.  We aim to increase our learning from complaints, to disseminate good practice and to achieve more service improvements as a result. 

………………………………………………………………………………………………

Complaints Managers for Social Care 

Mrs Sam Midgley and Miss Sarah O’Neill

Portsmouth City Council

Civic Offices

Guildhall Square

Portsmouth

PO1 2EP

Tel: 023 9284 1172

Email: socialcare.comments@portsmouthcc.gov.uk
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