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Performance against the Children’s Social Care Complaints, Compliments and Comments
Procedure
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Timescales
Stage 1
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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 OQutcome 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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