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Executive Summary 

This executive summary highlights key points from the analysis of Children’s Social Care 

compliments and complaints for 2016/17. The report looks at the positive feedback 

(compliments) which has been received, the concerns which have been responded to 

through the statutory complaints process, as well as those concerns which have been 

responded to informally as comments and representations. 

Compliments 

The total number of Social Care compliments received remained consistent with the 

previous year; 196 as compared with the 200 recorded for 2015/16. Up until this year, the 

total had been steadily increasing since 2013/14. The professionalism of staff and the 

difference that these workers have made for them has been recognised by some children 

and families who have told us about the service they have received.  Fellow professionals 

have also taken the time to recognise and acknowledge high quality work they have seen 

being carried out by social care staff. 

Representations, concerns, and complaints dealt with informally 

A total of 104 Social Care concerns were received and managed outside the formal 

complaint process. This represents an increase on last year, when 53 concerns were 

managed in this way. 

Wherever possible and in line with best practice, the Complaints team will look to resolve 

concerns informally. We achieve this by following up concerns promptly, offering apologies 

where mistakes have been made, and agreeing any other necessary actions as soon as 

possible. Should the customer remain dissatisfied, they are made aware that their concerns 

can be investigated and responded to as a formal complaint.    

We continue to promote this way of responding to concerns as it is more likely to be effective 

and less time-consuming for managers. It also achieves more satisfactory outcomes for 

children, young people and their families. 

Complaints 

There were 168 Social Care complaints received in 2016/17, a slight decrease from the 171 

received the year before. Against a backdrop of increasing public expectations, the total 

annual number of Social Care complaints has been steadily decreasing since 2014/15, and 

we are hopeful this decrease might be sustained in coming years.   

Complaints have mostly been about communication, staff attitude and quality of service, with 

communication issues being the most frequently raised reason for complaint. 8% of Social 

Care complaints were found to be fully justified (upheld), 34% contained elements which 

were upheld, and 52% were not upheld.  This represents an improvement on the findings 

from the previous year.  

There were 5 formal enquiries by the Local Government Ombudsman in 2016/17, compared 

to 0 in 2015/16. This report provides examples of service improvement that have occurred 

as a result of complaints. It also sets out actions for improving our processes in 2017/18. 
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Compliments – an overview 

1. This section looks at compliments received. The table below compares the number of 

compliments received in 2016/17 with the number received in previous years.    

Compliments received by year 
 

2013/14 2014/15 2015/16 2016/17 

 
 

115 176 200 196 

 

2. Appendix 1 (page 14) shows a breakdown of the compliments received across 

Children’s Services teams. 

 

What positive things are people saying? 

Thank you all for your hard work, your time and your kind hearts (names of social workers).   

Thank you for getting us where we need to be. Home !! 

(Name of social worker) was warm, understanding and patient with me and my daughter. I 

felt understood and genuinely listened to. I did not feel judged in any way. 

I am seen by (name of social worker) regarding my sons social care and RAS [Resource 

Allocation System] assessments. She is very thoughtful + thorough with each process. I feel 

very much at ease + find it easy to relate to her + questions. She explains every process + is 

considerate with my sons needs / time.  

Appendix 2 (page 15) provides further examples of compliments received for the 

different areas of Children’s Services. 

Representations and Concerns dealt with informally – an overview 

 
3. The Complaints team continue to record these contacts, though they have been dealt 

with outside of the formal complaints process. As well as those concerns which may 

be resolved through a phone call or meeting, we also receive contacts where further 

explanation can clarify why particular actions have been taken. If the customer 

remains unhappy and further investigation might help to resolve those concerns, we 

will take the matter forward as a formal complaint.    

This approach to responding to concerns early on is highlighted in Getting the Best 

from Complaints, 2006, the Department for Education and Skills (DfE) guidance for 

local authorities on implementing the complaints procedures laid out in the Children 

Act.  

‘Solving the problem that generates complaints should be at the forefront of the local 

authority’s approach to responding to children and young people. Involving people 

and agencies in the community who provide independent advice can assist problem 

solving and may prevent dissatisfaction developing into complaints’  
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4. Children and young people have access to advocacy support from Barnardo’s. 

Advocates are often able to support young people in achieving resolution to their 

concerns, without recourse to the statutory complaints procedure.    

 

5. The following are examples of concerns and representations which have been 

resolved informally : 

 

 Alternative arrangements made for parents’ contact with their children when delays 

or changes have occurred. 

 Explanations provided regarding the limitation of what Children’s Services can do – 

these might encompass such subjects as access for grandparents, custody issues 

between parents, or involvement in family arrangements to care for children. 

 Explanations provided regarding the reason for Children’s Services’ involvement – for 

example, a safeguarding concern being reported. 

 Parents who are unhappy with the level of support available to them and their child 

contacted to discuss what options are available – this applies especially before and 

during holiday times.  

 Agreement reached to make corrections to, and include comments in, assessments 

and reports before they are finalised. 

 A meeting with a line manager offered, where the customer’s concerns can be heard 

and talked through. 

 Distress felt as a result of Social Care involvement acknowledged, and a sincere and 

timely apology offered where appropriate. 

 Monies owed, or monies expected but not received, urgently followed up. 

 Requests for a change of social worker followed up promptly, with agreement about a 

way forward reached.  

 Explanations provided regarding the timescale in which documents, reports, and 

meeting minutes should be sent to customers, and apologies given if delays have 

occurred. 

Complaints – an overview  

6. Complaints about Children’s Services predominantly follow the statutory complaints 

process. Where concerns relate to customer service staff or are unconnected to the 

well-being of a child or young person with which Social Services is involved, 

however, the complaint will follow the council’s own complaints process.   

 
Details on the statutory complaints process can be found on www.gov.uk while the 

council’s complaints process can be found on the council website, 

www.gloucestershire.gov.uk.    

 
7. The table on the next page details the number of complaints dealt with at the various 

stages of the complaints process. It again shows a slight decrease in the number of 

complaints dealt with at Stage 1, against a backdrop of increasing public 

expectations. 

 

 

http://www.gov.uk/
http://www.gloucestershire.gov.uk/
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Number of Social Care or Corporate Social Care 
complaints dealt with at :  

During 
2014/15 

During 
2015/16 

During 
2016/17 

Stage 1 204 171 168 

Stage 2 7 7 4 

Stage 3 0 1 1 

 

8. The volume of complaints dealt with should be viewed in the context of all the work 

that is undertaken by Gloucestershire Children’s Social Care.  

26,656  The number of contacts received by Children’s Services (20,066 in 2015/16)    
614  The number of children who are in care (596 in 2015/16) 
457  The number of children subject to Child Protection Plans (580 in 2015/16)     
2,444  The number of children assessed as Children in Need (2,022 in 2015/16)      
7412  The number of Single Assessments completed (6062 in 2015/16) 

 
9. The total number of Children’s Social Care complaints received amounts to only 

0.6% of the total contacts dealt with by the service. 

 

10. Appendix 3 (page 17) records the distribution of complaints according to the 

Children’s Social Care team working with the child or young person. The figures 

show a similar distribution to 2015/16, with those on the frontline, where there is 

involvement with many families (for example, Referral and Assessment and Children 

and Families teams), receiving the most complaints. These teams usually work with 

families in situations where welfare or safeguarding concerns exist, and it is to be 

expected that those families may find the involvement of Social Care professionals 

difficult to accept.  

 

11. Complaints are usually either resolved informally or following an investigation and 

response at Stage 1 of the complaints procedure. Less than 3% of complaints are 

investigated at Stage 2. There were 4 Children’s Social Care complaints in 2016/17 

which required formal investigation (Stage 2).    

 

12. The table below contains brief summaries of those complaints and the outcomes of 

the investigations. 

 Summary of Complaints Outcome 

Case  A
  

This related to dissatisfaction with the way an 
assessment was undertaken, and the content of the 
subsequent report. 

Partially Upheld  

Case B This related to a dispute about the actions of 
Children’s Social Care in regard to a young person 
under a Special Guardianship Order. 

Partially Upheld 

Case  C This related to a dispute about the way safeguarding 
concerns were handled and contact was restricted. 

Partially Upheld 

Case D This related to dissatisfaction with communication and 
Children’s Social Care’s level of involvement. There 
was also dissatisfaction with the content of reports 
and assessments. 

This Stage 2 
investigation has not yet 
concluded. 
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13. There have been other complainants who have indicated they were dissatisfied after 

receiving a Stage 1 response. In these instances, the manager of the Children’s 

Social Care Complaints team, working in line with Restorative Practice approaches, 

communicated with the complainants about alternative ways their concerns might be 

resolved, without the need for further investigation. This has led to 16 requests for 

escalation to Stage 2, outside of the 4 already detailed, not formally progressing 

beyond the first stage of the complaints process.  

 

14. There has been 1 Stage 3 review panel held this year, for a complaint investigated at 

Stage 2 in 2015-16. The panel upheld some further points of complaint relating to the 

safety and appropriateness of a placement, the adequacy of arrangements made for 

education, and the robustness of the review process. The Director of Children’s 

Social Care acted on the recommendations made by the review panel.   

 

15. In 2016/17, 8 complainants referred their concerns regarding Gloucestershire 

Children’s Social Care to the Local Government Ombudsman (LGO). 3 of the 

referrals were identified as premature, with 2 not having completed the complaints 

procedure and 1 not having been raised with the Council previously. In 2015/16, 

there were 7 referrals but none led to investigations. 

 

16. The LGO carried out an investigation into 5 Children’s Social Care complaints, 

finding fault in 2 cases and accepting the council’s earlier acknowledgement of 

shortcomings in practice and procedure in another. Financial remedies were 

recommended and made in these 3 cases. In the 2 remaining cases, the council was 

not found to be at fault. 

Reasons for complaint 

17. This section of the annual report analyses the reasons for complaints and identifies 

trends. 

 

18. From the information gathered, the following themes have been noted. 

 

 48 complainants described dissatisfaction at not being given or sent information 

when expected. 

 A further 16 people complained that they were not notified, or given insufficient 

notice, regarding events or meetings. 

 33 complaints included comments about ‘unhelpful’ members of staff and a further 

27 reported that staff had displayed rude or aggressive behaviour. 

 16 people raised concerns about the competence of a worker, sometimes linking 

this to the fact that the worker was newly qualified. 

 Dissatisfaction with the quality of information was noted by 33 people, who raised 

concerns that there were errors in the document(s) they received. 

 Feedback from 21 people suggested that the involvement of Children’s Services 

had been detrimental to the well-being of their family and relationships. 
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19. There can be multiple reasons for complaint, which is why the total number of 

complaints and total number of reasons given for complaint are different. The chart 

below gives a breakdown of the reasons given for complaint in 2016/17, as 

compared to 2015/16. The distribution of complaints across these nine categories 

has changed slightly, with more complaints concerning communication and staff 

attitude compared with last year. Quality of service is the third most likely reason 

people give for making complaints.    

 

Social Care complaint outcomes 

20. The chart below details the outcomes of the 168 Stage 1 Social Care complaints 

received in 2016/17. Overall, 42% of them were found to have some justification, and 

were recorded as being fully or partially upheld. This represents a decrease in the 

number of complaints where, following investigation, fault was found to have 

occurred, falling from the 48% recorded for 2015/16.   
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Improving services as a result of complaints 

21. This section looks at what actions have been taken to improve service delivery as the 

result of feedback. 

 
22. Many actions which result from complaints are to do with improving outcomes for the 

individuals or families concerned. They are also a useful reminder to staff members 

and teams about improving performance and customer perception, drawing attention 

to best practice and current procedures. 

 

23. Below are examples of service improvements that have been made as a result of 

complaints.   

Issue 
 

Action 

Several complaints were received where 
people were unhappy with the decision 
reached at a Child Protection Conference. 

The Child Protection chairs were reminded 
that, as well as reminding parents about the 
Children’s Social Care complaints procedure, 
they should also explain the process via 
which parents can challenge conference 
decisions. The information sent by the Child 
Protection Conference team is also to be 
reviewed to see whether it can better explain 
the process. 
 

Family members have complained about the 
outcomes of Viability Assessments, 
undertaken as part of court procedures. 

A standard letter drafted by one team has 
been shared with other teams so that 
families receive a clear explanation of how 
they can take any dissatisfaction forward. 
 

There have been a number of complaints 
where the actions of agency workers have 
been raised as complaints, but the worker 
has ceased working for the authority. 

One area of Children’s Services had made 
arrangements for agency workers to return 
their notebooks to their team managers 
before leaving. It has now been 
recommended that this practice be adopted 
by all teams.  
 

We received a complaint in relation to a 
perceived lack of clarity in the processes of 
Early Permanence (Foster to Adopt) 
services. 

Liaising with other service areas, the team 
have compiled a fact sheet and amended 
their letter templates to make their processes 
more clear.   
 

A complaint was made to a Children & 
Families team regarding delays in achieving 
a timely permanent placement for a young 
child. It was believed the difficulties 
encountered were exacerbated by several 
changes in case worker.  
 

The team acted to remind staff of recording 
policy, and use of a recording template was 
taken forward. It is hoped that this will 
improve the handover process when case 
workers change. 
 

There were comments and concerns raised 
by young people and carers in regard to 
Leaving Care services. 

In regard to young people wishing to remain 
with foster carers after their 16th birthday, 
guidance on ‘Staying Put’ arrangements has 
been promoted among staff members. 
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A parent concerned about the level of 
experience a social worker had in regard to 
working with children with disabilities made a 
complaint.  

The DCYP team arranged for staff to attend 
refresher training, to help them in focusing 
on the particular needs of children with 
disabilities.   
 

The way in which a safeguarding referral 
was managed by the council generated a 
complaint. 

Changes were made to the processes of the 
Children’s Helpdesk, and Customer Services 
Officers were given further training. 
 

Several parents with children in the care of 
the local authority have raised concerns that 
they are not being kept informed of 
significant events or changes in their 
children’s lives. 

The Permanence team has sought to make 
their processes for keeping parents informed 
more robust. 
 

 

24. Learning from Stage 2 complaints has included: 

 

 Reminding managers and deputy managers of their responsibilities in regard to 

supervision and oversight of student and newly qualified social workers. 

 Reminding teams of their role in monitoring health needs, including children in care’s 

attendance at medical appointments. 

 Reminding teams about delegation of authority, and the parental responsibility of 

Special Guardians. 

 Reminding staff, through refresher training, of ‘Working Together 2015’ and their 

responsibilities in regard to communicating with parents.  

 

25. Learning from Stage 3 and LGO findings has included: 

 

 Updating the Complaints team’s standard operating procedure and documents to add 

checks that Statements of Complaint are signed, and clarify what is expected of the 

complainant and investigators.  

 Identifying how the ‘voice of the child’ will be obtained when arranging a Stage 2 

complaint investigation, particularly when the complaint is made by someone else. 

 Changes to the auditing of Children in Care reviews to check the practice of 

Independent Reviewing Officers and that issues raised in reviews are being followed 

up robustly. 

 Strengthening of checking processes by the Financial Assessment and Benefits 

(FAB) team when their calculations are queried. 

 Organisational changes to provide greater consistency in the management of Special 

Guardianship applications. 

How quickly are we responding to complaints? 

26. This section looks at our performance in relation to the standards expected for 

responding to complaints. The aim is to acknowledge all complaints within 2 working 

days and to respond to them within the statutory timescales. The statutory timescale 

for response is 10 working days, though this can be extended to 20 working days if 

the complaint is complex or if staff important to the investigation are absent. 
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27. 95.23% of complaints were acknowledged within 2 working days. The reasons for 

delays in acknowledging complaints include : 

 

 Complaints not being sent directly to the Complaints team. 

 The Complaints team not being able to obtain from Children’s Services information 

necessary to the acknowledgement (i.e. the name of the person who will be 

responding). 

 Complaints incorporating multiple issues, where it has taken time to establish the 

team or teams who will be responding. 

 

28. The table below shows our performance for responding to complaints at Stage 1 on 

the process.   

 2014/15 2015/16 2016/17 

% of Social Care complaints responded to 
within agreed timescale (between 10 and 
20 working days 

 
58.97% 

 
76.16% 

 
82.14% 

 

Reasons for late responses include: 

 The detail and complexity of the complaint.  

 The nature of the complaint requiring a number of people to be interviewed and / or 

records to be read. 

 The person investigating the complaint / involved staff members having other work 

commitments, delaying the investigation. 

 Annual leave and sick leave of key members of staff. 

 

29. The Complaints team endeavour to keep complainants informed where there are 

likely to be delays. They also endeavour to contact complainants when they become 

aware that a response has not been given, to say that they are ‘chasing’ the 

response on their behalf. 

Where managers have identified they will not be able to achieve the usual 10 working 

day response time at Stage 1, the Complaints team continue to work with them to 

negotiate a longer timescale. 

30. Three Stage 2 investigations from 2016/17 have been completed, one of which was 

completed within the extended statutory timescale of 65 working days. The timescale 

begins from the date the Statement of Complaint is signed and ends on the date the 

Adjudicating Officer sends their response. The other two responses exceeded this 

timescale, but the delays were not excessive. One Stage 2 investigation is still 

ongoing. 

The Investigating Officer at Stage 2 keeps complainants informed of their progress 

during the investigation, while the Complaints team will inform them of any delays in 

the Adjudicating Officer’s response.   
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31. A Stage 3 Review Panel should be held within 30 working days of the date we 

receive the request for it to take place. The panel held during 2015 -16 did not meet 

this timescale but there were a number of factors which contributed to this, including 

difficulty in finding a date when all parties could attend. 

 

Who is using the complaints procedure? 

 
32. This section looks at who is raising issues, complaints or concerns in regard to 

Children’s Social Care, and offers some analysis of the equalities and diversity data 

which has been returned to us. This information helps us to consider whether we 

need to undertake further work on the process’ accessibility. 

 

33. The following key points can be identified in regard to the people using the Children’s 

Social Care complaints process who answered our equalities monitoring questions : 

 

 Complaints from children and young people themselves (or via an advocate) 

represented around 5% of Children’s Social Care complaints. 

 70% of complaints were made by parents. 

 Foster carers and Special Guardians represented 8% of complaints made. 

 More complaints were received by women (59%) than men (41%). In 2015/16, 68% 

of complainants identified as women, and 32% as men, though we were previously 

unable to differentiate between questionnaires completed by those complaining 

about Children’s Social Care and those complaining about other areas of the council 

(e.g. Adult’s Services, Highways etc.) 

 92% of complainants considered themselves to be British. 

 Around 8% of complainants considered themselves to be disabled. 

 

34. The Complaints team has accessed an interpretation and translation service this 

year, and arranged for letters to a complainant to be translated into their native 

language. 

 

35. In 2017/18, we will further review our analysis of equalities data, as well as the 

means by which it is collected. 

How are children and young people supported to raise concerns? 

36. Barnardo’s continues to provide an advocacy service which supports young people in 

complaining about the actions of Children’s Social Care. Their advocates are familiar 

with the statutory complaint process and information about the service is included on 

the council’s website, on the Children’s Social Care complaints page. 

Of the 12 young people who raised concerns this year, 4 were supported by 

Barnardo’s advocates in making their complaints.     

Young people are also supported by Barnardo’s in raising concerns, informally, with 

the social worker or team with whom they are working. This is in line with best 

practice, and the Complaints team is not usually made aware when such 

interventions have been successful in resolving a young person’s issues. 
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37. There is no statutory requirement to offer advocacy for adults raising complaints 

relating to their children. It has been possible at times, however, for provision to be 

found for people who require additional support. 

Actions for 2017/18 

38. Below is an outline of actions the Children’s Social Care Complaints team manager 

will seek to address in 2017/18. The progress of these actions will be documented in 

the next annual report. 

 

 We will continue to work with Children’s Services to identify and manage concerns 

informally in order to achieve timely resolution of concerns. 

 We will work with key staff in Children’s Services to monitor and improve the quality 

of complaint responses, hopefully reducing the number of escalated complaints. 

 We will encourage the use of restorative practice approaches in Children’s Services. 

 We will review the guidance and support we offer to Children’s Services staff who are 

responding to complaints. 

 We will continue to monitor key complaint trends and themes with senior Children’s 

Service managers to identify possible improvements. 

 We will review our processes for gathering equalities data to support further analysis. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Caroline Jones 
Children’s Complaints Manager  
Gloucestershire County Council 

July 2017 
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Appendix 2 

 
Compliment 
received from 
parent for 
Families First 
team 

 
‘Good morning. I would just like to share with you my relief; gratitude and 
amazement that support for families is available to us when we really need it. We 
have recently spoken with our SENDCO and Class teacher at Aylburton C of E and 
very soon afterwards (within a week!) were contacted by XXX and days after, XXX, 
to organise a meeting to discuss and put into place support for our three children 
(10,10,9 years), and ourselves as struggling parents; both in our own relationship 
and trying to deal with the very real issues our three children are experiencing. This 
kind of support was never available when I was a child. We are sooo lucky we have 
and are given opportunities through funding, that recognises the great life changing 
opportunities these support structures give us. I have high hopes, before I have even 
met XXX (no pressure!). If my parents had had this support available, then perhaps 
my siblings and I wouldn't have had such a unbalanced and tricky time growing up, 
and of course found forming subsequent relationships so difficult, etc. 
 
With much thanks indeed  
XXX’ 

 
Compliment 
received from 
parent for 
Referral & 
Assessment team 

 
‘SW explained everything really well. She was honest to us and told us what we 
needed to do. SW came and read through the assessment with me and explained 
things which was very helpful as it  helped me understand it. 
 
FIS - gave information about Glosfamilies sending out a FIS leaflet’. 

 
Compliment from 
CYPs for Children 
& Families team 

 
‘Dear XXX, 
 
Thank you for all of your help and support over the last few months. You have really 
made a difference for all of the family. Thank you also for your sensitivity in how you 
handle everything. Wish you all the best in your new job. With love, 
 
XXX, XXX, XXX + XXX’ 

 
Compliment from 
an ex-service 
user for the Youth 
Support Service 
11+ 

 
Dear XXX, 
 
I just wanted to take this time to thank you and the post 11 team for all your help and 
support throughout my time with you. 
 
When I first cam into the team I had a lot of issues and found it very difficult to adapt. 
 
Through the years I would find new situations very stressful and hard to cope with, 
but with all of yours help and support, being felt welcome at Windsor house and the 
groups I've attended there has helped me work through and over come this issue. 
 
Now I feel comfortable and settled within my life and being granted this loan for the 
barbering course is the next step to starting my career. I am so excited for my first 
day of college and also the day where I am fully qualified and receive my barbers 
certificate. Then I can start the next step of my life working in a professional barbers 
shop, which I can't wait for. So once again a big thank you to you and the rest of your 
team! 
 
Yours sincerely 
XXX 
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Compliment from 
a parent for 
DCYP team 

 
‘Dear XXX, 
 
Thank you for your letter and all you have done as lead professional for our family so 
far. 
 
It has made a change in our life and the only thing we are regretting is that it didn’t 
happen earlier. 
 
Please, find enclosed a signed copy of XXX’s assessment and plan. 
 
We wish you the best for the future as well! 
 
Kind regards, 
XXX’ 

 
Compliment from 
a foster carer for 
Adoption team 

 
‘Hi, 
 
I just want to say thank you for the support. It might not seem that I appreciate the 
support or I might not seem grateful when I question things, but I do appreciate the 
support that you give. 
 
It would be very easy to have stepped back or not be as supportive or proactive as 
you are. 
 
THANKYOU from XXX and me. 
 
I have an appointment with CYPS (XXX) on the 27th. 
 
XXX’ 
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Families First Plus (Gloucester)

Families First Plus (Cotswold)

Families First Plus (Cheltenham)

Emergency Duty Team

Diversion & Placement

DCYP 0-25

Contact Team

CiC under 11

CiC 11 - 25

Children's Helpdesk

Child Protection Conference

C & F (Tewkesbury)

C & F (Stroud)

C & F (FoD)

C & F (Cotswold)

C & F (Cheltenham)

Allegations Management

Adoption

Number of Children's Social Care complaints received, by team, 
in 2015/16 and 2016/17 

2016/17

2015/16


