
 

1 
 

 
 
 
 
 
 

Everyone Working Together for 
all Children, Young People & 

Families to be Happy, Healthy, 
Safe and the Best they can be 

 
Annual Complaints Report  

2018-2019 
 

 
  

Page 99



 

2 
 

Contents 
1. Introduction .................................................................................................................................... 3 

2. Executive summary ......................................................................................................................... 3 

3. Update on actions from Annual Complaint Report 2017-18 .......................................................... 4 

4. Performance data 2018-19 ............................................................................................................. 5 

5. Advocacy and Engagement ............................................................................................................. 6 

6. Complaints made by children who are Looked After ..................................................................... 7 

7. Statistical Analysis ........................................................................................................................... 8 

8. Overall Themes ............................................................................................................................. 17 

9. Issues for Learning ........................................................................................................................ 18 

10. Conclusion ................................................................................................................................. 19 

11. Action plan ................................................................................................................................ 20 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Page 100



 

3 
 

 

1. Introduction   

Lincolnshire County Council is an authority that welcomes all feedback which may serve to 

increase understanding of the experiences of customers who receive services. With this in mind, 

the authority is keen to make use of complaints as a means of improving services for children 

and their families. It is anticipated that the speedy resolution of complaints will maximise the 

prospect of a good outcome.  

This report is written in compliance with the statutory complaints guidance issued by the 

Department of Education – Getting The Best From Complaints.  The report deals with complaints 

by children, Young People and their families received between the period of 1st April 2018 and 

31st March 2019.  This report is provided under the Local Authority Social Services and National 

Health Service Complaints (England) Regulations 2009. This report fulfils the Council's statutory 

duty to produce a report.  

This report seeks to outline the themes which arise from complaints received and identify any 

learning which may be required in order to improve service provision.   

2. Executive summary 

During 2018/19 there have been significant changes in relation to how complaints within 

Children's Services are managed. 

The implementation of a restorative approach to complaints has altered the way in which 

complaints are dealt with. The impact of this has been that complaints from 2018-19 are the 

lowest they have been in ten years, down from 158 (2017-18) to 119 of which only 7 were 

substantiated. If a customer expresses dissatisfaction, there is an expectation that staff will 

discuss what they can do to address this, with the aim of resolving issues without the need for a 

formal complaint. There have been more meetings between complainants and the Complaints 

Manager and/or Children's Service Managers in an attempt to mitigate and resolve matters face 

to face when issues of dissatisfaction are raised. The policy and procedures have been updated 

to reflect these changes. Additional practice changes in Children's Services have supported a 

more restorative way of working, for example the new Child and Family Assessment is done 

with children and families and the new care plan is also written with children and young people. 

Reports and assessments are starting to be written more frequently to children and young 

people and this is reflected in Quality Assurance (QA) work that has been undertaken. 

The Feedback Service has been brought back in house from March 2019. There have been 

additional resources deployed to support the service. This has improved frequency and value of 

the contacts between the Service and Children's Services. The Complaint Manager is scheduled 

to attend some locality events and Team Meetings to further raise the profile of complaints and 

the new service and procedures.  
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3. Update on actions from Annual Complaint Report 2017-18 

 

Profile of complaints and learning from them is not well embedded throughout the 

Directorate   

The QA Board is in place and is overseeing learning from complaints. A Practice Bulletin has 

been developed which is circulated directly to staff and is used to update on learning.  

Complaints process and reporting requirements are cumbersome   

A review of the complaints policy and procedures has been completed, resulting in new 

procedures and new processes. Lagan, a new reporting system is being utilised which allows 

reporting in real time. Recording of complaints onto the child's record has also been reviewed 

and a new process is in place. The impact of the latter is that children wishing to view their 

records in the future will find all their information in one place. 

There are a very low number of complaints made by children who are looked after and there 

is a discrepancy in the data provided by the Advocate Service.   

Teams have been reminded via dissemination of information from the QA Board of the need to 

ensure complaints are all forwarded to the Feedback Service. This message will be reinforced 

through the raising of the profile of the Feedback Team through scheduled visits to localities 

and teams  

Limited data provided by the Advocacy Service 

This was addressed and the Complaints Manager is to attend quarterly contract meetings with 

them in order to raise the profile of the Feedback Team and remove barriers to young people 

making complaints and improve reporting requirements. 

Lack of consistency across County in sharing learning from stage one. 

Lack of consistency across county in sharing learning from stage one. This has been addressed 

with the advent of the QA Board and a plan for dissemination of information. This has included 

information being shared through Team Manager's Meetings so information is shared across all 

managers in a timely way. 

Lack of consistency in recording outcome and lessons learned from stage 2, 3 and 

Ombudsman. 

A review of the procedures and processes has led to a new feedback tool being developed for 

stage 2 and 3 complaints. Those dealing with complaints at this stage complete this tool which 

summarises in a more efficient manner the earning from the complaint and actions required 

can then be developed to address this. There has been a renewed focus on the process of 

receiving data from the Ombudsman and this is being received timely. 
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4. Performance data 2018-19 

 

1. Complaints definition 

A complaint is considered to be an expression of dissatisfaction about a specific incident or a 

given situation.  All complaints received by Lincolnshire County Council are dealt with under the 

following procedures;  

 Statutory complaints procedures  

 The schools complaints procedures  

 The council’s corporate complaints procedure.  

This report focuses on complaints that relate specifically to Children's Social Care (including 

adoption and fostering). School complaints and corporate complaints are dealt with separately 

and information about them is not included within the scope of this report.   

2. Complaints legislation  

The regulations require that every local authority appoint a Complaints Manager to ensure 

provision of a robust social care complaints and representation procedure to eligible service 

users. The framework for handling Children’s Social Care Complaints within England is laid out 

within the Regulations.  

3. Children’s Social Care Complaints Procedures 

 

Complaints Management:  

 

Lincolnshire County Council has a dedicated officer who is based within the Customer Feedback 

Team.  Complaints can be made at any point in the local authority with all complaints being 

forwarded to the Feedback email account. The mail box is managed by the Customer Feedback 

Team who will view all complaints. Where complaints may be ambiguous, the complainant will 

be contacted in order to gain greater clarification. When a complaint is received directly from a 

child or young person, discussions are held with the Social Worker allocated to the child in 

order to ascertain whether additional support might be required by the child in order for them 

to pursue their complaint.     

 

The Complaints Officer's role is to ensure that all complaints which are received are responded 

to in line with the Statutory Complaints Procedure and to this end they will chase responses to 

ensure that these are sent out within specified timescales. In addition the Complaints Officer 

will ensure that information in respect of complaints is recorded in order that themes and 

issues can be identified.  

 

Complaints Procedure  

 

There are various stages to the complaints process which are outlined below. It should be noted 

that whilst there are clear timeframes for complaints to be addressed at each stage of the 
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complaints process, there will, on some rare occasions, be a 

need to extend this timeframe. This may include the complainant child requiring an advocate. If 

additional time is required the complainant will be notified of this at the earliest opportunity.  

 

Stage one – Local Resolution  

Complaints received are forwarded to the appropriate manager to address the concerns. An 

acknowledgement is sent to the complainant within one working day and in most cases a full 

response will be provided within ten working days. In some circumstances i.e. where the 

complaint is particularly complex a further ten days is permitted to address the complaint. 

When this is the case the complainant will be notified.  

 

Stage two – Independent Investigation  

When an individual is dissatisfied with the outcome of the stage one complaint they are able to 

request an independent investigation.  The timeframe for this stage of the complaints process is 

25 working days with an extension to 65 working days.  

 

Stage three – Review Panel 

If the complainant remains dissatisfied with the outcome of a stage two investigation they may 

request an independent panel to review how the complaint was handled. The panel must meet 

within 30 working days of the request.  

 

It should be noted that whilst the internal process concludes at stage three, if the complainant 

remains dissatisifed with the outcome they are able to approach the Local Government 

Ombudsman. This report does not extend to any issues addressed at this level.    

5. Advocacy and Engagement  

 

Lincolnshire County Council commission TotalVoice Lincolnshire to provide independent 

advocacy for adults and children and young people who might wish to make a complaint.  The 

children's element of this contract is sub contracted to Barnardo's.  All children and young 

people who wish to take advantage of this service are able to do so, in addition any child or 

young person who become Looked After or who become subject to Child Protection procedures 

are provided with an advocate unless they specifically express that they do not want one.  The 

Complaints Officer ensures that children and young people are aware of this service when they 

seek to make complaints. 

 

There are only two cases where Barnardo's were involved and these were in relation to young 

people being supported to make a complaint.  Both complaints were at Stage 1 and there is no 

record of either being escalated to Stage 2/3. Due to Barnardo's reporting system there is no 

information available on the specifics and therefore no further analysis is available. 

 

There is always concern that children and young people are unaware or not confident enough 

to make a complaint which is one of the primary purposes for the Children's Statutory 

complaint process, however children and young people who are in the system have Social 
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Workers and so if they complain the issue should be resolved 

locally if the Social Worker is in the position to assist them.  All Social Workers are aware that 

children and young people are entitled to an advocate and any children within Child Protection 

or Looked After Children (LAC) are provided an advocate automatically unless they opt out. 

6. Complaints made by children who are Looked After  

 

As soon as a child starts to be looked after by the local authority they are provided with a 

"coming into care kit." This provides them with information as to how they can express any 

feelings of dissatisfaction they may have including making formal complaints.  There are 

however a number of informal dispute resolution options which are available to children and 

young people who are in the care of the local authority. These include the following:-   

  

Independent Reviewing Officers:  The Independent Reviewing Officer has a duty to engage with 

children and young people to ascertain their views in respect of their care plans and also to 

advise them of their entitlements including their right to complain. Children are encouraged to 

attend their reviews in order that they are aware of their plan and are able to comment on this. 

Where children's wishes are contrary to the plan, the Independent Reviewing Officer is able to 

escalate matters on behalf of the child in order to resolve matters in a timely manner. Where 

children and young people continue to be dissatisfied, the Independent Reviewing Officer is 

able to support young people in making formal complaints.   

 

Regulation 44 Visits: The Regulation 44 Officer is an Independent Visitor who visits all 

residential homes within the authority on a monthly basis. An integral part of the role of the 

Independent Visitor is to talk to children, young people and their families about their 

experiences of the residential home. The Regulation 44 Visitor is able to engage in discussions 

with the homes manager in order to resolve any issues which the child may identify.  Where this 

early attempt at resolution is unsuccessful, the Independent Visitor is able to support the young 

person in making a formal complaint.  

 

Social Workers: Social Workers meet with children on a regular basis. A fundamental part of 

this visiting is ascertaining the wishes and feelings of children and young people. Where 

children are unhappy with the level of care which they are receiving, their social worker will in 

the first instance work with the child to see whether changes are able to be made which would 

comply with the child's wishes. Social Workers are able to direct children to the advocacy 

service if they wish to pursue a formal complaint.  

 

Level of complaints for children who are looked after have remained very low. For the year 

2018-19 there was only one formal complaint made by a child who was looked after, which was 

the same level as for the previous year.  

 

This complaint was made on 1 April 2018 by a 17 year old. The complaint was received from a 

young person (YP) who was a national of Afghanistan and entered the UK in 2015.  An age 

assessment was carried out and at that time he provided his date of birth.  However he then 
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requested a second assessment as he was considered to be a 

16 year old by Children's Services rather than a 14 year old as he stated.  During this period he 

had a Social Worker who soon left and then another and felt neither took responsibility to 

resolve the situation.  He stated he found this particularly distressing given what had occurred 

in his country of origin.  The young person was dissatisfied with the Stage 1 response and 

escalated to Stage 2.  Neither of his two complaints were upheld and as such he did not receive 

an offer of financial compensation which was his desired outcome as he also recognised he was 

at no financial loss.  The complainant requested an escalation to Stage 3, however once asked 

to provide the reasons for the request there was no further communication and subsequently 

the case was closed. 

 

There were a further 3 complaints however these were not made by children or young people 

under the care of the authority; they were from relations.   

 

One of these complaints was in relation to a mother who was unhappy around the lack of 

communication she was receiving from her children's new Social Worker. This complaint was 

found to be unsubstantiated due to a lack of evidence to support the mother's claims of 

attempts made by her to contact the Social Worker. Although there was nothing to support the 

mother's claim she was provided with the Social Worker's Line Manager's contact details in case 

of future issues. 

Another complaint was received by grandparents about the way Children's Services were 

treating his son and family. The complaint was partially held, not because of the removal of the 

overnight support service but because this hadn’t been effectively communicated. The 

grandparents requested a Stage 2 but the Complaints Manager liaised between them and 

Children's Services and the case was closed.  The fourth LAC complaint was made in relation to 

the same case but came from the child's father who received a Stage 1 response. 

 

7. Statistical Analysis  

 

This section provides performance statistics relating to the management and handling of all 

children’s social care complaints received in the 2018/19 financial year.  

Complaints received 

There were a total of 119 complaints in total, a decrease of 24.7% compared to the previous 

year (2017-18) when there were 158.  This year is the lowest recorded figure in over ten years. 

This was in comparison to last year which had been one of the highest figures over the 10 year 

period, the greatest being 188 in 2013/4 and the previous lowest at 128 in 2016/17. In relation 

to the number of complaints made in the year, the breakdown by quarter is as follows: 

Q1-29 

Q2-32 

Q3-30     

Q4-28 
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Table 1: Comparison of complaints for 2016/17, 2017/18 and 2018/19

 

Table 2: Summary of number of complaints over the last ten years  

Year 
2009- 
2010 

2010- 
2011 

2011- 
2012 

2012- 
2013 

2013- 
2014 

2014- 
2015 

2015- 
2016 

2016-
2017 

2017-
2018 

2018-
2019 

No of 
complaints 

130 180 158 146 188 130 146 128 158 119 

 

Complaints by service area 

Analysis has been undertaken as to which service areas received complaints and within that the 

outcomes of those complaints. As can be seen in Table 4, North Kesteven received the highest 

level of complaints (14), closely followed by South Holland (13) and West Lindsey (12).  

However in each of those three (and most other areas) the complaints were considered 

unsubstantiated.  Indeed the level of substantiated complaints is very low overall, just 7 of the 

total 119 complaints made were found to be substantiated. 

Fostering, Adoption and Children with Disabilities were the only areas where the level of 

partially substantiated complaints outweighed their unsubstantiated complaints. However 

these three areas, plus LAC saw an increase on last year while other areas saw a reduction in 

the number of complaints.  East Lindsey (combined) saw a significant drop in their numbers 

from 29 last year to 13 this year. Lincoln, West Lindsey and South Kesteven also saw a notable 

decrease from 2017/18's figures. It is of note that only three areas had any fully substantiated 

complaints.  These are reflected as follows: 

- Lincoln (3) 43% 
- South Kesteven (3) 43% 
- East Lindsey South (1) 14% 
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Please note 5 complaints remain open at the time of writing 

but have not exceeded their statutory time frames. 

Table 4: Complaints by service area  

 

 

Complaints by Stage  

There were 119 initial complaints that were made and responded to under Stage 1 of the 

process.  Eleven complaints (9%) were handled at Stage 2.  Four complaints (3%) escalated to 

Stage 3 hearings, three that had gone through the whole process during that year and one from 

prior.  Although these escalations have been dealt with in this year they may not necessarily 

have originated in this year due to the timeframes associated in dealing with them. 
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There were eight contacts to the Local Government Ombudsman (LGO) that the authority has 

been made aware of, two of those also crossed over into Corporate as well as Statutory.  The 

LGO's formal report is not received until the summer and therefore we do not have the full data 

at this stage to report on.  However based on the information available 4 were listed as 

premature contact; in 1 the decision was made not to investigate; 2 no fault was found, 

although in one of those although there was no fault regarding the issue raised there was fault 

in a delay in responding; the final contact we have received is only a draft decision at the time 

of writing which is being considered and responded to.  

Complaints by category  

All complaints received are defined by category.  In order to ensure that the categories reflect     

the information received there are a number of broad classifications. Of those found to partially 

(39) or wholly (7) substantiated the highest category of complaint by far was due to 'conduct 

and attitude' of staff which is a repeat on last year as the single greatest issue.  The categories 

are as follows: 

 Conduct and Attitude 14 (30.4%) 

 Insufficient Service 7 (15.2%) 

 Disagree with Decision 5 (10.9%) 

 Procedure 5 (10.9%) 

 Lack of Communication 4 (8.9%) 

 Disagree with Assessment 4 (8.9%) 

 Delay in Service 4 (8.9%) 

 Breach in Confidentiality 3 (6.5%) 

 

The visuals below illustrate the breakdown by substantiated and partially substantiated 

outcomes: 

8 

4 

11 

119 

0 20 40 60 80 100 120 140

LGO

Stage 3

Stage 2

Stage 1

No. Of Complaints 

No. Of Complaints
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Table 6: Complaints by category  

 
 

 
 

There were a further 69 unsubstantiated complaints, 1 withdrawn and 5 cases which currently 

remain open.   
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Outcomes of complaints  

 

Table 7: Outcome of complaints made:  

 

Stage 2/3 complaints 

11 Stage 2 and 4 Stage 3 complaints were handled over this period.  Due to the complexities, the 

nature and number of complaints within each stage 2 and 3, it is difficult to make a direct correlation 

and analysis though nevertheless themes and learning from these are vitally important. A summary 

follows of each of the escalated complaints, although this does not highlight those complaints which 

were escalated but where work was carried out with those complainants to resolve the issues or 

enable desired outcomes. Two North Kesteven (NK) Stage 2 cases are ongoing and therefore it is not 

possible to report on these outcomes at this time.  However at Stage 1 one was Unsubstantiated and 

was categorised as Disagree with Decision; the other was Partly Substantiated and was around 

Breach of Confidentiality and Procedure. 

Stage 2 Complaints 

The majority of complaints escalated to a stage 2 related to the perceived conduct and attitude of 

staff when interacting with service users, making up almost one fifth of all complaints escalated to 

stage 2. This was followed closely by Services Users who disagreed with assessments, the quality of 

services received, delay in a service which was promised and disagreeing with a decision made about 

their case. It should also be noted that the figures for quality of service, delays in service and service 

which was lacking, when combined equated to over one third of all complaints escalated to stage 2. 
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The table below gives a breakdown of the reasons for complaint 

escalation. 

Stage 2 Complaint Reasons 

 

 

Work should be undertaken to determine if services are being delivered to the standard that is 

expected and, if not, how service delivery to service users could be improved and streamlined. 

It is encouraging to see that more than half of the complaints escalated to stage 2 were found to be 

unsubstantiated but should be noted that over one third were upheld. This is a significant portion of 

the complaints escalated to stage 2. The following diagrams shows the outcomes of all completed 

stage two complaints and the reasons behind complaints which were found to be substantiated. 
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Stage 2 Complaint Outcomes 

 

 

Stage 2 Substantiated Complaints Breakdown 
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Of the substantiated complaints the vast majority were in relation 

to the conduct and attitude of staff. It is also important to note that reason for complaint which had 

the next highest substantiated rate was lack of communication from staff with the service user. With 

the combination of these figures we can see that more than half of all substantiated complaints 

were in regards to the way in which staff had behaved, whether this was through their direct 

conduct whist interacting with service users or through not maintaining contact with service users. 

These figures suggest work needs to be undertaken in ensuring that staff are aware of expectations 

of their professional working behaviours. In addition, with all of the complaints escalated to stage 2 

being unsubstantiated at stage 1, there is a likelihood that clarification may be required around the 

depths to which an investigation of a complaint must go to in order to ensure a fair outcome in the 

first instance; any training or guidance needed will be undertaken by the Customer Relations and 

Complaints Manager. Findings during the review of stage 3 complaints also reflect this. 

Stage 3 Complaints 

Of the 11 complaints which were escalated from stage 1 to stage 2, only 3 of these further escalated 

to stage 3 of the complaints process. There were however 4 stage 3's handled during this period 

with one of these cases being an escalation of a stage 2 completed in the previous year. 

One of these stage 3 complaints, received from a service user based in North Kesteven, was 

suspended due to court proceedings beginning, these proceedings have only recently concluded. 

The remaining 3 cases saw all three complaints being partly substantiated despite being 

unsubstantiated in the previous two stages of the process. 

This suggests that additional complaints training may be required in order to ensure that complaints 

are being investigated by managers thoroughly and consistently. In addition Managers should be 

made aware that at any stage they are able to seek guidance from the Customer Relations and 

Complaints Manager. 

Compliments 

The table below illustrates the compliments recorded for this annual period, however it should be 

considered that it is unlikely that all compliments are noted and consistently recorded for reporting 

purposes.  Nevertheless it is positive that 23 were recorded, with 9 relating to Lincoln; 6 for South 

Kesteven; 3 for West Lindsey; 2 for Children with Disabilities (CWD) and one for each of North 

Kesteven, LAC and Fostering. 

Lincoln Thanks from parent for getting the child into an appropriate school 

Lincoln Thanks from family 

Lincoln Thanks from family 

SK 
Positive feedback from a child – Social Worker is very nice, the child likes seeing her, 
she is kind and listens 

SK Praise from a Team Manager on learning of positive feedback from a parent 

SK Praise from Practice Supervisor for court appearance 

SK 
Praise from Children's manager for court appearance and overall dealing with case and 
family 
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SK Praise from LCC Quality and Assurance department re quality of written assessment 

SK 
Praise from Quality and Assurance department regarding overall dealings with the case 
and family 

LAC  Thanks from a former LAC of LCC who's further education was part funded by LCC  

Lincoln Thank you letters and card from mum and children 

Lincoln Thank you card from parent and child 

Lincoln Thank you from parent for help  

NK  Positive feedback from mum for 'amazing Social Worker'  

Lincoln Compliments to Social Worker from grandparent 

Lincoln Thanks from mum with a new baby 

Lincoln 
Social Worker going above and beyond, involving the family with planning, continued 
communication and invites to all meetings etc. 

WL Thanks to Social Worker 

CWD Satisfactory placement at a mainstream school with appropriate support 

WL Pleased with work done, compliment from parent 

WL Support with staff move 

Fostering Thanks from new foster carers for assistance 

CWD 
Compliments for Children's Social Services from parent of child with disabilities for 
their help in finding activities 

 

8. Overall Themes  

 

It is extremely positive that the overall complaints numbers have decreased.  However, for the third 

year running the overwhelming basis for complaints has been the perception of workers' conduct 

and attitude towards service users. In terms of substantiated complaints these are minimal but it is 

reassuring that issues with communication, procedure and delay in service do not feature this year 

as they did last.  There is however a substantiated complaint relating to a breach of confidentiality 

this year which is of concern and this is also the case with the partially substantiated complaints.  

This may be as a result of the general public's greater awareness due to the introduction of GDPR.   

There was just one young person who made a complaint in this year period.  At the present time 

there can be no real confidence that this low number reflects the reality of the experiences of 

children and young people. Work needs to be undertaken in order to ensure that all children who 

are looked after are aware of the complaints process and are able to fully access this process.  

In terms of partially upheld complaints, following staff conduct and attitude, the category 

'insufficient service' has seen an increase on last year.  Otherwise a similar pattern to previous years 

follows with regards to disagreeing with decision; procedure; lack of communication; disagreements 

with assessments and delays.  As mentioned above confidentiality breaches also appear this year.  

It is anticipated that as workers begin to engage in more relationship based practice, some of the 

issues around the perceived attitudes of workers will be addressed.  
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There has historically been a lack of consistency across the 

authority in ensuring all complaints are registered with the Feedback Team. Whilst it is difficult to be 

confident the general consensus is that this has improved.  Another continued improvement this 

year is in the number of outcome forms that were provided, although this was following input and 

chasers from the Feedback team.  Moving forward we will see a change with the information being 

captured on the new complaints system, Lagan. 

When complaints escalate to stage two and three of the process, there is a need to ensure that 

learning takes place and that this is communicated throughout the directorate.  The Complaints 

Manager will be more actively engaged in this process and working with service areas ensuring this 

occurs.  

9. Issues for Learning 

 

As previously stated, much of the learning in terms of complaints takes place at the time of the 

conclusion of complaints, with clear messages being fed back to individuals or teams in terms of 

changes that might be indicated. The learning from complaints is currently limited to individuals and 

managers and not collated centrally in a timely way. Some basic awareness raising and 

implementation of some changes to practice is required.  

The Customer Feedback Team has recently been brought back in-house and a new Policy document 

is in the process of being agreed.  This has resulted in a renewed focus, working towards new and 

improved collaborative ways of working in terms of using the information generated to improve 

services.  The new complaints system will enable the Complaints Manager to deliver and work with 

current data.  This should serve to improve learning and timeliness and enable the Quality Assurance 

Board to better track implementation of any actions and learning identified. The Feedback Team will 

take on the ownership of complaints on behalf of Childrens Services and early resolution is to be a 

key focus from the first contact and throughout the process.  Therefore the training in relation to 

complaints is under review as the message to be delivered has changed from previous years. 

It is pleasing to see the number of compliments recorded and the nature of them. These 

compliments also offer worthwhile learning and an indicator of the positive practices primarily by 

individual staff members which are acknowledged by service users and others. 

Performance reporting 

As of the 1 April 2019 the new Complaints database Lagan went live.  This means a move away from 

spreadsheets and the use of Outlook for managing and recording complaints and will enable more 

reliable and timely reporting without the level of human input previously required to carry out the 

reporting function. Information about complaints and compliments will be presented quarterly to 

the Quality Assurance Board and twice a year to CMB. 

Quality assurance 

A corporate complaints group has continued to take place throughout the last year which has 

assisted in identifying good practice and areas for improvement.  Whilst this information is useful to 
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take forward the group will no longer continue as the Feedback 

Team will be responsible for working towards restorative practice and providing these Stage 1 

responses going forward and service areas will feed into that rather than handle the complaint 

themselves.  The Complaints Manager will continue to work with Children's Managers on the early 

resolution and handling the Stage 2/3 process. As described above the improved reporting and 

relationships will be fundamental in achieving this. 

10. Conclusion 

 

The number of complaints received in 2018/19 was lower than those received in the preceding 10 

years and a significant reduction on the previous year, although that year was one of the highest 

received in the last ten year period.  

There is also some work to be done to consider the volumes of complaints by area with NK as a 

starting point and a comparison made to the number of cases they handle.  Also a consideration of 

the increase in complaints relating to Fostering, Adoption and CWD, particularly as a good 

proportion were partially substantiated. 

It is clear that the perception of conduct and attitude of staff remains a significant area of concern 

for complainants. Whilst there is an appreciation that this is not a service area where the authority's 

involvement is rarely requested or indeed welcomed, there are lessons to be learned and work to be 

done in improving this.  Staff members should still be aware and skilled sufficiently to engage with 

families in a manner which is both supportive and challenging of them.   

The planned changes that are already in motion with regards to the Feedback team returning to LCC 

from Serco, the introduction of Lagan and changes in working practices can only be positive in terms 

of managing, resolving and learning from the complaints received. 
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11. Action plan   

 

What we are worried about What needs to happen Time frame Measure 

Noticeable patterns in 
complaints not reported 
consistently throughout year 
due to lack of facility for this. 

Reporting utilised to 
provide any relevant 
information on a quarterly 
basis with any obvious 
emerging trends feedback 
monthly 

To commence 
immediately 
 

Lagan reporting system 
utilised for up to date 
reports 
 

There are a very low number 
of complaints made by 
children who are looked after 
and there is a discrepancy in 
the data provided by the 
Advocate Service.   

Review of advocacy 
contract to provide more 
detail around complaints 
 

Customer 
Relations and 
Complaints 
Manager to 
attend quarterly 
meetings in 
attempt to get 
that quarter's 
data during that 
meeting. A lack of 
consistency in 
this information 
could be 
improved by this 
service being 
looked after by 
the Quality and 
Standards 
Manager. 
 

 Improved data provided 
 

Lack of consistency in sharing 
learning from stage one. 

Customer Relations and 
Complaints Manager to 
ensure that they are able 
to identify lessons learnt at 
stage one and that this 
information is provided to 
the Quality and Standards 
Manager who will manage 
an action plan and 
disseminate learning via 
the QA board. 
 

To commence 
immediately 
 

Greater understanding 
as to how practice can 
be improved. 
 

Lack of consistency in 
recording outcome and 
lessons learned from stage 2, 
3 and Ombudsman. 

At stage two and three of 
the complaints process, a 
process of completing the 
complaint in Lagan to be 
completed by the 
Customer Relations and 
Complaints Manager and 
reported on quarterly.  A 

To commence 
immediately 
 

Improvement in 
timeliness of data and 
learning 
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new feedback form and 
process to be implemented 
in order extract relevant 
data. 

Lack of central collation of all 
learning outcomes in order to 
report countywide. 

Customer Relations and 
Complaints Manager to 
collate all outcomes and 
report to CLT biennially. 
 

To commence 
immediately 
 

Utilise the new Lagan 
reporting system to 
provide consistent data 
across services 
 

Lack of communication 
between the Customer 
Feedback Team and service 
areas in order to accurately 
collate data. 
 

Team has moved back in 
house and a new way of 
working is being 
introduced. Customer 
Relations and Complaints 
Manager to potentially 
attend some face to face 
events in order to provide 
details and training in 
complaints and what is 
required from services. All 
information provided to 
service in regards to a 
complaint immediately 
provided to the Customer 
Feedback team so that 
data is collated centrally 
and dealt with 
appropriately. Actively 
communicating with 
services in order to 
attempt early resolution 
and building relationships 
with customers in order to 
act as their 'Liaison'. 
 

On-going Improvement in 
relationships with both 
customers and service 
allowing a better service 
to be provided 
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