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 Children’s Social Care Service
Complaints & Compliments

Annual Report 2015/16

1. Introduction

1.1 All councils with social care responsibilities are required to produce an annual 
report in respect of Children’s Social Care complaints recorded during the year. 
They are also required to provide relevant information about those complaints in 
order to assist learning and aid service improvement. The way these complaints are 
managed is determined by statutory regulation and guidance (‘Getting the Best from 
Complaints’, Dept for Education, 2006) from the Children Act 1989. 

1.2 This report demonstrates the importance we attach to customer feedback regarding 
the performance of our Children’s Social care services which includes GCC 
Safeguarding and Care services, Prospects Youth Support Services and 
independent reviewing officers and case conference chair teams.. By monitoring 
and analysing complaints and compliments, we are able to gain information about 
the services we deliver to a good standard, as well as those that need some 
improvement. In using this information, Children’s Services demonstrates its 
commitment to continuous improvement, best value principles and a blame-free 
learning culture.

1.3 The report is made available to staff, senior management, relevant scrutiny 
committees, and the general public.

2. Summary

2.1 The number of complaints Children’s Services received and responded to this year 
fell by 11% from last year (2014 / 15).

2.2 The number of compliments received, including compliments from professionals, 
exceeded the number of complaints.

2.3 The number of complaints received represents less than 1% of the number of 
referrals received by Children’s Services over the year.

2.4 Most Children’s Services complaints (96%) did not progress beyond Stage 1 of the 
complaints process.

2.5 In approximately half of the complaints Children’s Services received, the concerns 
raised were not found to be justified. 14% of the complaints were found to be fully 
justified.

2.6 Teams working with families where there are welfare and / or safeguarding 
concerns for children have received the most complaints.  It appears that the 
number of complaints received by such teams also increases where staff turnover is 
higher or there are leadership changes.
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2.7 There has been a noticeable improvement in providing timely responses to 
complaints.  All except one of the investigations undertaken at Stage 2 were 
completed at or close to the statutory timescale.   

2.8 The Local Government Ombudsman (LGO) has not found any fault or injustice in 
the complaints referred to them.  Of the 7 complaints they dealt with, 2 were 
referred back to the local authority for resolution and a further 3 were seen as 
premature. These 3 were taken forward to complete the remaining statutory 
processes.

2.9 Learning from complaints is taken forward in a variety of ways. It is disseminated in 
quarterly reports, shared via case summaries, raised in team meetings, and 
discussed in ‘Getting to Good’ meetings.

2.10 Complaints learning has supported procedural changes in relation to Single 
Assessments.

3. Children’s Services

3.1 The Children’s Services complaints procedure

In complying with legislative requirements (Children Act 1989), there are 3 stages to 
the Children’s Services complaints procedure. The 3 stages are :

 Stage 1 - Local Resolution

 Stage 2 - Independent Investigation

 Stage 3 - Independent Review Panel (who review the conclusions reached at 
Stage 2 and try to achieve resolution)

If a complainant is still dissatisfied following a Stage 3 review panel, it is possible for 
them to seek redress with the LGO.

3.2. Customer Complaints Policy

The council has a general complaints policy which it follows for complaints which do 
not fall within statutory processes such as the Children’s Services complaints 
procedure.

There are two stages which are:

 Stage 1 – Formal Complaint – Team Manager resolution
 Stage 2 – Formal Complaint – Senior Manager resolution

As with the Children’s Services complaints procedure, if a complainant remains 
dissatisfied following a Senior Manager resolution (Stage 2), it is possible for them 
to seek redress with the LGO.

4. Stage 1 representations 

4.1 The Complaints Team received 272 representations (not including compliments) 
about Children’s Services during 2015/16.  Of these, 68 were managed outside the 
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formal complaints process (Table 1), and a further 33 could not be accepted. The 
remaining 171 representations (complaints) were received and responded to 
following the first stage of the statutory process.  Analysis of complaints information 
relates to these 171 contacts.

4 complaints received during the year followed the Corporate Complaints 
procedure. These were complaints from adults and related to matters other than 
children.

Table 1

5

23

10

30 Anonymous contacts

Informal Local Resolutions

MP / Councillor contacts

Requests for information / service

Representations managed outside the formal complaints 
process

4.2 Wherever possible, the Complaints team will try to achieve swift resolution to 
concerns raised with them.  Examples where this approach is adopted include:

 Where the concern requires rapid response, such as a concern about a 
contact meeting which is due to take place in the next few days.

 Where there appears to have been a misunderstanding and a timely 
response from a manager with an explanation and / or apology appears likely 
to be able to address the concern.

 Where the issues being raised are questions which can be addressed by 
responding with the information sought.

4.3 As detailed in Table 1, representations received about Children’s Services do not 
follow the complaints process when they are:

 Requests for a response from a county councillor or MP who is asking a 
question on behalf of their constituent.

 The complainant is anonymous, has not provided sufficient information to 
identify the child / children they are concerned for, or has not fully explained 
the nature of their concern / complaint.  Where a person’s concern is unclear 
and we are able to contact them, we will try to obtain further information from 
them about their concern.
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 The person notes that they wish to make a comment rather than a complaint 
– these comments are passed to the appropriate team manager who is 
encouraged to contact the person.

 The person has raised a concern previously and the further contact in 
question has not raised any additional issues.  Such contacts are considered 
and responded to on a case by case basis.

 The person is a professional.  Such contacts will be passed to managers to 
respond to with the appropriate line manager notified.  We would expect 
such concerns to be responded to, but the complaints process is designed 
for service users.

4.4 There are circumstances when it is possible for the Local Authority not to accept a 
complaint; these are set out in ‘Getting the Best from Complaints’.  We record these 
contacts as ‘refused’.  Those contacts we were not able to accept this year were 
generally refused for the following reasons:   

 The matters being complained about occurred over a year ago. Some 
concerns raised this year were much older that that, making them difficult to 
investigate effectively.

 The concerns were being raised by people who did not have parental 
responsibility for the child or children in question.  In such cases, we explain 
to the complainant why confidential information cannot be shared with them.  

 The issues in question are the subject of court procedures.  In some 
instances, the matter under complaint relates to a decision made by the 
courts and cannot be changed outside the court.  

People whose representations are refused will receive a written explanation as to 
why this has happened, along with details of further options open to them.   

4.5 Outcomes from Stage 1 Complaints

Table 2   
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There has been a fall (11%) in the number of Children’s Services complaints this 
year; this follows a steady increase in the number of Children’s Services complaints 
over the past six years.  It is too early to draw any conclusions in regard to this 
figure, but we are hopeful the decrease might be sustained in coming years.

Children’s Services continues to see a rise in the number of referrals it receives and 
the number of complaints they have dealt with represents less than 1% of the 
number of referrals.  A very small proportion of people receiving a service make 
formal complaints.

Table 3

80

58

2

25

6

Not upheld

Partially upheld

Terminated

Upheld

Withdrawn

Outcomes of Children's Services complaints in 2015-16

4.6 The vast majority of complaints Children’s Services receive are resolved at Stage 1.  
Overall, just under half of complaints dealt with at Stage 1 in 2015 / 16 have been 
found to have some justification, and we have recorded these as being either fully 
or partially upheld.    

4.7 It is positive that, following investigation, no fault by the authority was found in 
relation to just under half the complaints received.  Children’s Services can learn 
from even unjustified feedback, however, as it may still help us to change or 
improve practice, and enhance the experience of those we work with to potentially 
reduce people's need to complain.

4.8 A third of the complaints Children’s Services found to be fully justified concerned 
inaccuracies or parents guardians’ views being misrepresented / not included in 
assessments or reports.  This supported Children’s Services changing their 
processes so that assessments are initially provided to the guardian in draft form, 
enabling alternative views to be included before completion and any inaccuracies to 
be corrected.  Complainants with such concerns are now put in touch with the 
relevant team manager so the manager can take action in line with procedure.   
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4.9 Other recurring aspects in complaints found to be justified by Children’s Services 
related to undue delay, shortcomings with consultation, and other failings with 
communication.  Reminders have been given to teams about the importance of 
communication, including seeking the views of non-resident parents.   

Table 4

4.10 Table 4 shows which teams have received complaints.  The figures for many teams 
are broadly similar to those from the previous year (2014/15), with some 
exceptions.   As has been noted in previous years, teams working with a higher 
number of families (Referral and Assessment teams and Children and Families 
teams) often receive more complaints than other areas of the service.  The work 
undertaken by these teams usually occurs in situations where there are welfare and 
/ or safeguarding concerns and parents may find it difficult to accept the decisions 
professionals are making. 

4.11 There is a greater disparity between the number of complaints received about 
Children and Families teams in 2014/15 and 2015/16 than is present with other 
teams.  2 teams (Cotswold and Tewkesbury) have seen the number of complaints 
about them substantially reduce whilst the Gloucester and Cheltenham teams have 
received considerably more.  

4.12 Gloucester Children and Families teams are now separated into six pods by 
geographic location. There have been leadership changes and agency staff have 
been used regularly, both situations perhaps contributing to the increased number 
of complaints.  Few of the complaints received, however, were partially or fully 
upheld.  The Cheltenham Children and Families team has also had a change of 
manager and temporary management arrangements in place during this year.  A 
third of their complaints were found to have some justification with two being fully 
upheld.  The Cotswold Children and families team experienced staffing shortages 
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and sickness in 2014/15 which appeared to contribute to an increased number of 
complaints at the time.  Both the Cotswold and Tewkesbury teams have had more 
stable staffing in 2015/16. 

Table 5

4.13 Reasons for Complaint 

Table 5 provides a breakdown of the reasons behind the complaints received by 
Children’s Services in 2015/16.  Complaints will often be about more than one 
issue.   

The distribution of reasons across the nine listed categories is similar to that 
recorded last year.  Most complaints are about: 

 a decision made by Children’s Services which is either unwelcome or 
disputed

 the quality or appropriateness of a service
 the attitude or behaviour of staff
 communication

Within these areas, the following themes have been noted :

Quality of Service 

 Dissatisfaction with the accuracy of reports and responses, including spelling 
mistakes, grammatical errors, and incorrect, out of date or previously 
corrected information

 Lack of balance, and a perceived bias in assessments and reports  
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 A belief that Children’s Services are not doing enough
 Parents and other interested parties not being kept involved or consulted 

sufficiently 
 Lack of consistency as a result of staff changes

Communication:

 Not being kept informed in a timely way about changes / meeting dates / 
events being cancelled 

 Delays or failing to respond to telephone calls or emails
 Issues about information sharing and security, including letters going to 

incorrect addresses or being shared inappropriately with people 

Staff attitude:

 Concern about the attitude of the members of staff and perceived bias
 Dissatisfactions with unprofessional practice and behaviour – rudeness; 

unhelpful; insensitive; bullying; aggressive and threatening; intimidating; 
dismissive

 Not feeling listened to

Unwelcome or disputed decisions:

 Where action is taken because of Child Protection concerns
 Decisions related to the provision of services and funding for Children with 

Disabilities
 The outcome of assessments
 Decisions about the amount and frequency of contact and any changes 

made with this
 To share information or  consulted with others or people

4.14 Timeliness of response 

Table 6
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4.15 Complaints being dealt with by Children’s Services at Stage 1 should be responded 
to and concluded within 10 working days of receipt. The response time may be 
extended to 20 working days if the complaint is complex or if staff members 
important to the investigation are absent. 

4.16 It is pleasing that there has been a significant improvement in the provision of timely 
responses to complaints.  The Complaints team supports this by:

 Discussing with managers, at an early stage, whether they anticipate needing the 
additional 10 working days to respond to the complainant, and advising the 
complainant of this as soon as possible

 Reminding managers when they are due to provide Stage 1 responses before the 
deadline, and once the deadline has been reached.

.     
4.17 In those instances where there have been delays in response, around a quarter 

were no more than one or two days late.  Where complaints have been delayed for 
longer than this, it has most frequently been because the manager writing the 
response or staff members connected with the case have been on annual or sick 
leave.

4.18 The Complaints team hope to sustain and improve the timeliness of complaint 
responses in coming years, through its systems of reminders and negotiation.  It will 
also continue to engage with complainants when responses are overdue and make 
them aware that efforts are being made to expedite response.

5. Stage 2 Independent Investigation Analysis

5.1 Wherever a complainant remains dissatisfied with the response at Stage 1, they 
can request escalation to Stage 2, an independent investigation. ‘Getting the Best 
from Complaints’ is the government guidance which we follow for investigation of 
complaints at Stage 2:

 
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/2738
95/getting_the_best_from_complaints.pdf 

5.2 Independent investigating officers were employed for all of Children’s Services 
Stage 2 investigations in 2015/16.  These officers were suitably experienced people 
who were paid on a sessional basis.  Within the immediate South West region, a 
local pool of independent investigators and independent people has been 
established for Stage 2 investigations and Stage 3 panels. The pool is managed by 
a subcommittee of the South West Social Care Complaints Managers Group, made 
up from participating authorities. The subcommittee provides a quality assurance 
role, an annual training event, and resources to aid the writing of reports. The 
subcommittee negotiates rates of pay and other terms and conditions.  This enables 
the quality of work to be maintained and the cost of commissioning these services 
to be monitored across the region to ensure value for money. In addition, the 
recruitment process to select candidates for the pool includes the provision of a 
comprehensive training programme, relevant to the role to which candidates have 
been recruited. Access to the South West pool is currently administered by Bristol 
City Council’s Children’s Services department.

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/273895/getting_the_best_from_complaints.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/273895/getting_the_best_from_complaints.pdf
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5.3 The overall cost of Stage 2 investigations for 2015/16 was £20,300.  Access to the 
pool of investigators is an important resource for achieving effective investigation of 
Stage 2 complaints.   The Children’s Services Complaints Manager maintains an 
active role with colleagues in the South West Social Care Managers Group to 
monitor and develop this resource. 

5.4 Number of Stage 2 Complaints

There have been 7 complaints in 2015/16 which have been progressed to Stage 2 
of the Children’s Services complaints procedure. This represents 4% of the 
complaints received during the year.     

            The number of complaints investigated at Stage 2 remains low, and we are mindful 
of legislation in relation to the statutory complaint procedures. This sets out the 
process by which complaints should be escalated.  While making arrangements for 
a stage 2 investigation (finding and appointing an available independent investigator 
and independent person), we might also offer a meeting with the complainant(s) in 
question.  Such a meeting would typically involve the manager of the Complaints 
team and a service area lead or team manager. The purpose of such meetings is to 
gain understanding as to the desired outcome of the complainant(s), and to see if it 
is possible to achieve this, resolving the complaint at an earlier stage. 

Meeting with complainants at this point, before a Stage 2 investigation, has proved 
to be effective in a number of cases, and complaints have been resolved without 
the need for further investigation. 

5.5 Stage 2 investigations summary:

Table 7

Summary of Complaints Outcome and actions

Ms P & Mr 
Q 

Failure to follow policies 
and procedures within 
timescales (including 
complaints). Inappropriate 
information sharing. 
Failure to consult with 
relevant professionals. 
The complainants being 
left feeling harassed and 
victimised.

One aspect of the complaint was 
upheld and an apology given to 
the complainant. Action was 
taken to address the failing.  The 
adjudicator recognised that there 
was learning from the complaint 
which would be pursued within 
social work training.
This complaint was also 
reviewed at Stage 3 (see 6.2)

Mr R Disagreement with the 
actions and decisions 
taken by Children’s 
Services, and information 
included in a subsequent 
report. Unhappy that he 
was given incorrect advice 
/ information, was not 
given information he asked 
for, and was not provided 

Some aspects of this complaint 
were upheld and apologies were 
given.  The complainant was 
offered the opportunity to detail 
any further inaccuracies in 
reports so they could be 
corrected.  Learning and 
reminders for social care staff 
were identified from the 
complaint including the need to 
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with help in obtaining 
assistance from another 
agency. Confidentiality 
was breached. A member 
of staff continued to be 
involved after it was 
agreed that they would not 
be.

record decisions and tighten 
procedures for checking and 
signing letters and reports.

Mr S Mr S complained that 
Children’s Services failed 
to assess his child’s needs 
or provide an appropriate 
placement.  Mr S believed 
there was poor inter-
agency working and 
communication, that 
statutory duties were not 
met, and that there was a 
failure to listen to parental 
concerns.

The part of Mr S’s complaint 
which related to the complaints 
process was upheld. All other 
aspects were either not upheld 
or findings could not be reached 
in regard to them.  The 
investigation was hampered as 
health colleagues were unable to 
share information without the 
consent of the young person 
concerned.  

The investigators’ 
recommendations were 
accepted.  These related to 
protecting young people at risk 
of exploitation; use of placement 
agreements; developing 
information-sharing protocols 
and strengthening the monitoring 
role of IROs to follow up issues 
raised in reviews.

Mr S remained unhappy and 
requested that his complaint be 
escalated for review at Stage 3 
of the Children’s Services 
complaints process. 

Mrs T The complainant was 
unhappy with the 
procedure whereby 
financial support for her 
child with disabilities 
ceased, the delays in 
dealing with her complaint, 
and the outcome of an 
assessment.

Elements of the complaint were 
upheld and apologies given. 
Redress for the failure to provide 
Mrs T with proper notice was 
also given.  Learning from the 
complaint was recognised in 
regard to avoiding undue delay 
in taking complaints forward.

Mr & Mrs U Mr & Mrs U complained 
about information used by 
the local authority; they 
believed it was of poor 
quality and inaccurate. 
This led, in their opinion, to 
the council incorrectly 

Elements of the complaint were 
upheld and apologies given.  
Some practices relating to 
sharing information, offering 
support, and obtaining 
signatures / permission fell 
below expected standards.  
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deciding to place their 
children on Child 
Protection Plans.  Mr & 
Mrs U were concerned 
about a lack of support 
being offered to them, and 
did not think enough care 
and sensitivity was shown 
when handling personal 
information.  Mr & Mrs U 
were also critical of the 
process in place for 
rebuilding their relationship 
with their children.

Learning was identified in regard 
to the following :

 recording actions and 
outcomes agreed during 
staff supervision.

 strengthening checks to 
ensure statutory 
paperwork is completed.

 case transfers being 
timely and, when cases 
are closed, information 
about access to support 
being included in 
correspondence with 
families. 

Mr & Mrs V Mr & Mrs V believed that 
Children’s Services were 
prolonging the risks to a 
child by not fulfilling their 
responsibilities in relation 
to a Child Protection Plan.   
They were concerned 
about the quality of a Risk 
Assessment and the 
authority’s record-keeping, 
citing a failure to include 
information that they had 
provided in records, not 
making corrections to 
records, and the continued 
use of information they 
thought to be false.  Mr & 
Mrs V believed Children’s 
Services were biased and 
ignored relevant 
information.

There were some aspects of Mr 
& Mrs V’s complaint where no 
findings could be made.  The 
investigator did not uphold any 
of Mr & Mrs V’s other complaints 
or points of concern.  
Recommendations were made 
by the Independent Investigator 
and these were accepted. These 
related to :

 reminding partner 
agencies and 
professionals of their 
safeguarding reporting 
responsibilities, especially 
in relation to timeliness.

 reminding staff to 
differentiate between 
facts and their own 
comments and opinions in 
reports.

5.6 Timeliness of response 

The statutory guidance states that Stage 2 complaints should be completed within 
25 working days; where the issues are complex or staff members important to the 
investigation are absent, however, this can be extended to 65 working days. 

Investigations are determined to have begun on the date the complainant confirms 
their agreement of the Statement of Complaint.  7 complaints were taken to Stage 2 
in 2015/16, which led to 6 completed investigations as the complaints from two 
family members were investigated together.  3 of the complaints were completed 
within the 65 working day timescale, with a further 2 only being delayed by a few 
days.  The other investigation was significantly delayed, initially due to the 
complexity of the complaint and latterly as a result of a change of investigator when 
the original investigator had to withdraw because of ill health.  We expect the 
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investigating officer to maintain contact with the complainant during the course of 
their investigation and advise them of the progress of their investigation and any 
potential delays.   In general, complainants who seek a further investigation are 
expecting a thorough examination and understand when investigations take longer 
than the statutory timescale.

6. Stage 3 Review Panel 

6.1 Following a Stage 2 investigation, complainants can request a review of their 
complaint by a panel comprised of three independent people.  

www.gov.uk/government/uploads/system/uploads/attachment_data/file/273895/getti
ng_the_best_from_complaints.pdf    

6.2 There has been 1 Stage 3 review panel held this year. 

The Director of Children’s Services acted on the six recommendations made by the 
review panel.  The recommendations specific to the case were followed up while a 
general reminder was issued about providing leaflets about safeguarding 
procedures to families.   Learning was shared about complaint responses and the 
co-ordinating role of the Complaints team.

7. Local Government Ombudsman (LGO)

7.1 If a complainant is dissatisfied with the response to their complaint, they have the 
right to take their complaint to the LGO.   The LGO will usually only accept referrals 
that have previously been considered through the local authority’s complaints 
procedure. Under the regulatory reforms, however, the LGO does now have the 
discretion to investigate if there is considered to be no benefit in the authority 
considering the case first.

7.2 In this reporting period, there have been 7 complaints referred to the LGO regarding 
Children’s Social Care. In the previous year, 6 complainants took their concerns to 
the LGO.  

7.3 Below is a brief summary of the LGO’s findings:

Table 8

LGO decision and findings

Mr A The LGO closed the case after initial enquiries as investigation would not 
have achieved the outcome the complainant was seeking.

Mrs B Mrs B withdrew the complaint as the matter was resolved by the council.

Mrs C The LGO closed the case after referring the matter back to the council 
who provided Mrs C with a response to her concerns.

Ms D
LGO discontinued their investigation as the council agreed to an 
independent investigation at Stage 2 of the statutory Children’s Services 
complaints procedure.

Mrs E The LGO decided the complaint was premature and recommended that it 
be dealt with by the council in the prescribed timescales

http://www.gov.uk/government/uploads/system/uploads/attachment_data/file/273895/getting_the_best_from_complaints.pdf
http://www.gov.uk/government/uploads/system/uploads/attachment_data/file/273895/getting_the_best_from_complaints.pdf
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Ms F
The LGO decided the complaint was premature and recommended that 
the council deal with it under the stage 3 process or advise the LGO if 
this could not be achieved.

Mr / Mrs G The LGO closed the case after initial enquiries. This was because the 
LGO cannot investigate what happens in court.

 
7.4 The LGO provides oversight and is a source of external scrutiny in relation to 

Children’s Services’ effectiveness. This applies both to the services provided by 
Children’s Services and the way they respond to complaints.  There has been no 
significant learning or need to review practice following from any of the complaints 
escalated to the LGO.

8. Learning and Service Improvement

8.1 It is important that the council uses the information received from people who raise 
concerns and complaints to learn and improve the service.  Individual team 
managers remain responsible for taking forward learning and following up actions 
identified and agreed as part of their response to complainants.

8.2 Information and learning gathered from complaints has often been mirrored in the 
last year by feedback provided via Customer Feedback forms.  Learning from 
complaints is combined with feedback learning and is included as part of the Social 
Care audit framework.  This enables managers to monitor whether improvements 
are being achieved.

8.3 Quarterly reports about complaints are shared at a meeting which the Operational 
Director – Children’s Safeguarding & Care and service area leads attend. The 
report is subsequently shared with all Children’s Services team managers.  

8.4 Information and learning from complaints which is specific to certain teams is 
provided for Performance Panels. This is to inform the panel’s discussion with the 
relevant team managers. 

8.5 The Complaints Manager worked with the Customer Feedback Manager to create 
some ‘Back to Basic’ training for Children’s Services teams entitled ‘Why it is 
important to listen to what families tell us about our services’.

8.6 We are working with the council’s Communications team to produce a poster for 
Children’s Services teams highlighting learning from feedback. 

8.7 Children’s Services recognised that there have been times during the year where 
some children and families have experienced several changes of social worker.   
The teams working with Children in Care were asked to make sure that those 
children were properly notified about such changes.

8.8 Services for Disabled Children and Young People were aware of an increase in 
complaints.   The Lead Manager has taken forward learning from complaints to 
improve explanations to families.  The service is working to address the shortage of 
suitable respite placements for disabled children and young people.
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8.9 Where complaints highlight points of general learning for children’s services this 
may be shared at ‘Getting to Good’, reminder emails to team managers or case 
summary learning

9. Children’s Services Compliments

9.1 The Complaints team is also responsible for maintaining a record of compliments 
received.  These compliments are shared with managers and senior managers who 
will often contact the staff member or team directly to offer their own congratulations 
and recognition of good practice.    

Features of Compliments

9.2 There were 200 Social Care compliments recorded by Children’s Services (table 9 
& 10); this is a 13.5% increase on last year.

Table 9
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9.3 While a number of compliments relate to staff’s day to day work being of a high 
professional standard, a significant number also occur in recognition of a specific 
piece of work being excellent or occasions when staff have gone the extra mile 
when working with a family. 

9.4 Many compliments are received from professionals, either from other services 
provided by the authority or from outside agencies. These compliments tend to 
concern the professionalism shown by individual workers, and often express 
admiration for the way difficult situations were handled, or the way difficult 
information was shared with families in formal settings (such as Child Protection 
Conferences). Many compliments are also received directly from customers, 
whether those be parents, carers or the young people themselves. These 
compliments tend to be about the quality of the relationship between the service 
user and the worker providing a service, and the overall impact this has had on the 
customer. 

Below are examples of both types of compliment:

 ‘X on all the work she does to support her carers she has mainly carers with 
very hard teenage placements, I don’t feel she is praised enough or realizes 
how much we do appreciate the work she puts in behind the scenes’

 ‘X provided me with a list of very useful organisations and groups for me and 
my autistic son to approach. 

My children instantly warmed to X. She is definitely someone who is in the 
right job! As soon as she walked through the door she put me at ease. To 
have S / services come to my house has been very worrying and 
embarrassing but because X was so kind, caring and compassionate, my 
worries soon ebbed away. 

I only have good things to say about my brief experience with Childrens 
Services. It’s such a shame that only bad things are reported through the 
media and hearsay. I’m eternally grateful that we had such an amazing lady 
come and see us who was informative, compassionate, kind, caring and very 
articulate’.

 ‘I have learnt a lot from doing the Triple P. It has helped me understand my 
daughter and her needs more. It as also helped me deal with bad situations 
more effectively.

My mum has changed a lot which is good because now we do way more 
things together and I’m so pleased she stuck to the triple P thing I feel like it 
has made a huge change in our lives. So thank you for doing it with my mum’

 ‘I realise you are Newly Qualified and I am struck by your Determination, 
Commitment and sheer Enthusiasm for the work you do to support Families’ 
experiencing Challenges, and always coming back to ‘the child at the Centre’ 
as that is what it’s all about, and not getting too ‘wrapped up’ in the Parents 
issues.  I wish you well in your Career and look forward to working with you 
again’.
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 ‘Throughout my assessment the team have been invaluable to me. They 
have guided, helped and supported me throughout this case. I have been 
given information as I have needed it and they have always been at the end 
of the phone available. Thank you all’.

 Hello, My name is X and I've been through care my social worker is X, I just 
thought I would send you this email thanking you for keeping my case open 
as long as it has been as when I was 18 I moved into a building that no one 
cared about me and was slowly messing my head up then I became 
homeless 3 months before my 21st (when my case should have definatly 
closed) for nearly a year, but as I was in such a bad way I needed the help 
badly. 

I'm now back on my feet with my own flat and that's only thanks to X helping 
me pester the council so they didn't forget me and helping me get so much 
done (I'm now wanting to go back to college again thanks to her support) So 
all in all thank you very much for allowing X to keep my case open its been a 
massive help for me and I hope she can help other people in the same 
situation as me as much as she has done with me’.

 ‘I feel I must also add that not every member of the public are against the 
local authorities. Rather we hold with great respect what the social have 
done. From the information that we have we see that the social have 
prevented a disaster from taking place. We must also say after speaking to X 
on X we were at peace and any fears were put to rest. X showed 
understanding of our frustration and was more than helpful. Therefor we 
would like to praise that member of staff for their people skills. I would like to 
add that our eldest daughter is studying to become a social worker and we 
are aware of the good that the social do’.

10.  Access to advocacy

10.1 Barnardo’s provides an advocacy service for children and young people in 
Gloucestershire.  The Barnardo’s advocates are familiar with the Children’s 
Services complaints procedures.       

10.2 11 young people contacted us directly to raise concerns this year.  Of these, 2 were 
supported by the Barnardo’s advocacy service.  The young people who were not 
supported by advocates were told about the service available to them from 
Barnardo’s.  2 of the contacts from young people were able to be resolved quickly 
and informally while the remaining 9 were responded to at Stage 1 of the 
complaints procedure.  In one case, a young person remained unhappy after 
receiving a written response to their complaint.  A meeting was held with them, their 
advocate, the team manager, and the manager of the Complaints team to discuss 
how their concerns could be resolved.            

10.3 Where an adult requires the assistance of an advocate when making a complaint, 
they are directed to the Gloucestershire advocacy service offered by County 
Community Projects (CCP).  We include the contact details for CCP in written 
acknowledgements of complaints where it is felt this might be helpful.      Where we 
are notified of the need to involve an advocate, we will suspend a complaint 
investigation until an advocate has been appointed.
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11. Equalities data 

11.1 Questionnaires asking for information about ethnicity, gender, age and disability are 
sent to complainants when their complaint is acknowledged.  There is also an 
option to complete the questionnaire electronically.  We are currently not able to 
differentiate whether the questionnaires completed relate to complainants about 
Children’s Services or other areas of the council (Adult’s Services, highways, 
libraries etc.)

11.2 Information from the questionnaires showed that:

 more complaints were received from women than men (68% as opposed to 
32%).

 most complainants considered themselves to be White British (90%).
 17% of complainants considered themselves to be disabled. 
 complainants were mostly of working age.

11.3 Complaints from children and young people represent 5% of Children’s Services 
complaints (see 10.2).

12. Annual Report Compliance

12.1 To comply with Regulation 13.1 of The Children Act 1989 Representations 
Procedure (England) Regulations, this report will be signed off by:

 Governance and Executive Support Manager - Line Manager of the 
Complaints team

 Children’s Services Operational Leadership Team  

 Children’s Operational Board - attended by the Director of Children’s 
Services, the  Director for Children’s Safeguarding & Care, and the  Prospects 
Director for Youth Support

12.2 Once the report has completed all stages of internal review and scrutiny, it will be 
made available to the general public via the County Council website.

Caroline Jones
Children’s Services (Complaints Manager)
Gloucestershire County Council
4th January 2017


