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Performance against the Children’s Social Care Complaints, Compliments and Comments 
Procedure 

пфΦ !ǎ ŀ ǊŜǎǳƭǘ ƻŦ /h±L5πмф ǘƘŜ !ǎǎƛǎǘŀƴǘ 5ƛǊŜŎǘƻǊ [ŀǿ ŀƴŘ DƻǾŜǊƴŀƴŎŜ ƳŀŘŜ ŀ 5ŜƭŜƎŀǘŜŘ 
5ŜŎƛǎƛƻƴ ƻƴ но aŀǊŎƘ нлнл ǘƘŀǘ ƎŀǾŜ ŀǇǇǊƻǾŀƭ ŦƻǊ ǘƛƳŜǎŎŀƭŜǎ ƴƻǘ ǘƻ ōŜ ŀŘƘŜǊŜŘ ŀǎ ŀ ǊŜǎǳƭǘ 
ƻŦ ǎŜǊǾƛŎŜǎ ŘƛǾŜǊǘƛƴƎ ǊŜǎƻǳǊŎŜǎ ǘƻ ǘƘŜ ŀǊŜŀǎ ƻŦ ƎǊŜŀǘŜǎǘ ƴŜŜŘΦ 

рлΦ ¢ƘŜ ōŜƭƻǿ ǇŜǊŦƻǊƳŀƴŎŜ ƳŜŀǎǳǊŜǎ ŀǊŜ ƛƴ ǊŜƭŀǘƛƻƴ ǘƻ ǘƘƻǎŜ ŎƻƳǇƭŀƛƴǘǎ ǊŜǎǇƻƴŘŜŘ ǘƻ ŘǳǊƛƴƎ 
нлнлκнмΦ 

Timescales 

Stage 1 

рмΦ ¢ƘŜ ǘŀǊƎŜǘ ŦƻǊ ǊŜǎǇƻƴŘƛƴƎ ǘƻ ŀ ŎƻƳǇƭŀƛƴǘ ŀǘ {ǘŀƎŜ м ƛǎ мл ǿƻǊƪƛƴƎ ŘŀȅǎΣ ǿƛǘƘ ŀ ǇƻǎǎƛōƭŜ 
ŜȄǘŜƴǎƛƻƴ ƻŦ ǳǇ ǘƻ нл ǿƻǊƪƛƴƎ Řŀȅǎ ƛŦ ǘƘŜ ŎƻƳǇƭŀƛƴǘ ƛǎ ŎƻƳǇƭŜȄΦ 

όŀύ роΦсс҈ ƻŦ {ǘŀƎŜ м ŎƻƳǇƭŀƛƴǘ ǊŜǎǇƻƴǎŜǎ ǿŜǊŜ ǎŜƴǘ ǿƛǘƘƛƴ мл ǿƻǊƪƛƴƎ ŘŀȅǎΦ ¢Ƙƛǎ ǿŀǎ 
ŀƴ ƛƴŎǊŜŀǎŜ ƛƴ ǇŜǊŦƻǊƳŀƴŎŜ ŦǊƻƳ ооΦп҈ ƛƴ нлмфκнлΦ 

όōύ ! ŦǳǊǘƘŜǊ мтΦлт҈ ƻŦ {ǘŀƎŜ м ŎƻƳǇƭŀƛƴǘ ǊŜǎǇƻƴǎŜǎ ǿŜǊŜ ǎŜƴǘ ǿƛǘƘƛƴ нл ǿƻǊƪƛƴƎ ŘŀȅǎΦ 

όŎύ Lƴ ǘƻǘŀƭ тлΦто҈ ƻŦ {ǘŀƎŜ м ŎƻƳǇƭŀƛƴǘ ǊŜǎǇƻƴǎŜǎ ǿŜǊŜ ǎŜƴǘ ǿƛǘƘƛƴ ǘƘŜ ƳŀȄƛƳǳƳ нл 
ǿƻǊƪƛƴƎ Řŀȅ ǘƛƳŜǎŎŀƭŜΣ ŀ ŘŜŎǊŜŀǎŜ ƛƴ ǇŜǊŦƻǊƳŀƴŎŜ ŦǊƻƳ тпΦт҈ ƛƴ нлмфκнлΦ 

Stage 2 

рнΦ ¢ƘŜ ǘŀǊƎŜǘ ŦƻǊ ǊŜǎǇƻƴŘƛƴƎ ǘƻ ŀ ŎƻƳǇƭŀƛƴǘ ŀǘ {ǘŀƎŜ н ƛǎ нр ǿƻǊƪƛƴƎ ŘŀȅǎΣ ŜȄǘŜƴŘŀōƭŜ ǳǇ ǘƻ ŀ 
ƳŀȄƛƳǳƳ ƻŦ ср ǿƻǊƪƛƴƎ ŘŀȅǎΦ 

όŀύ л҈ ƻŦ {ǘŀƎŜ н ŎƻƳǇƭŀƛƴǘ ǊŜǎǇƻƴǎŜǎ ǿŜǊŜ ǎŜƴǘ ǿƛǘƘƛƴ нр ǿƻǊƪƛƴƎ Řŀȅǎ ŘǳǊƛƴƎ нлнлκнмΣ 
ŀǎ ǿŀǎ ǘƘŜ ŎŀǎŜ ƛƴ нлмфκнлΦ 

όōύ отΦр҈ ƻŦ {ǘŀƎŜ н ŎƻƳǇƭŀƛƴǘ ǊŜǎǇƻƴǎŜǎ ǿŜǊŜ ǎŜƴǘ ǿƛǘƘƛƴ ǘƘŜ ƳŀȄƛƳǳƳ ǘƛƳŜǎŎŀƭŜ 
ŀƭƭƻǿŜŘ όср ǿƻǊƪƛƴƎ ŘŀȅǎύΣ ŀƴ ƛƴŎǊŜŀǎŜ ƛƴ ǇŜǊŦƻǊƳŀƴŎŜ ŦǊƻƳ мл҈ ƛƴ нлмфκнлΦ 

όŎύ снΦр҈ ƻŦ {ǘŀƎŜ н ŎƻƳǇƭŀƛƴǘ ǊŜǎǇƻƴǎŜǎ ǿŜǊŜ ǎŜƴǘ ŀŦǘŜǊ ср ǿƻǊƪƛƴƎ ŘŀȅǎΣ ŀƴ ƛƴŎǊŜŀǎŜ ƛƴ 
ƛƴ ǇŜǊŦƻǊƳŀƴŎŜ ŦǊƻƳ фл҈ ƛƴ нлмфκнлΦ 

Stage 3 

роΦ !ǘ {ǘŀƎŜ о ǘƘŜ wŜǾƛŜǿ tŀƴŜƭ ǎƘƻǳƭŘ ōŜ ƘŜƭŘ ǿƛǘƘƛƴ ол ǿƻǊƪƛƴƎ Řŀȅǎ ƻŦ ǘƘŜ ǊŜǉǳŜǎǘΦ млл҈ ƻŦ 
wŜǾƛŜǿ tŀƴŜƭǎ ǿŜǊŜ ƘŜƭŘ ǿƛǘƘƛƴ ол ǿƻǊƪƛƴƎ ŘŀȅǎΦ 

рпΦ ¢ƘŜ wŜǾƛŜǿ tŀƴŜƭ ǎƘƻǳƭŘ ǿǊƛǘŜ ǘƻ ǘƘŜ 5ƛǊŜŎǘƻǊ ǿƛǘƘƛƴ р ǿƻǊƪƛƴƎ Řŀȅǎ ƻŦ ǘƘŜ ǇŀƴŜƭΦ ¢ƘŜȅ ŘƛŘ 
ǎƻ ƛƴ млл҈ ƻŦ ŎŀǎŜǎΦ 
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55. The Director should write to the complainant within 15 working days of receiving the 
Panel’s response. The Director wrote to the complainants within 15 working days in 100% 
of cases, an increase in performance from 66.66% of cases in 2019/20. 

Performance against key performance indicators 

56. In relation to children’s social care complaints the Council’s key performance indicator is 
the number of maladministration decisions received from the Local Government and Social 
Care Ombudsman (LGSCO). The Council received one maladministration decision during 
2020/21, an increase from zero in 2019/20. 

57. Full details of those complaints determined by the Local Government and Social Care 
Ombudsman are included in the Cabinet reports of 8 December 2020 and 7 September 
2021 entitled Review of Outcome of Complaints Made to Ombudsman. 

Further recommendations 

58. Children’s Services should now continue to work to improve performance against the Stage 
1 and Stage 2 timescales for Children’s Social Care complaints. 
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