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1.0 SUMMARY

1.1. The attached Appendix 1 is a detailed breakdown on the number and type of formal complaints received, investigated and resolved by the Statutory Complaints Officer in Social Services.

1.2. Of the 10 complaints received from 1 April 2006 to 31 March 2007, 10 were resolved within the required timescale.  

2.0 RECOMMENDATIONS

2.1. It is recommended that Committee note the contents of the report.

3.0 BACKGROUND

3.1. Social Work Services are required by statute to have a formal complaints system in operation.  This is in addition to any informal comments and complaints systems.

3.2. Clackmannanshire Council Social Services meets this requirement by having an officer whose role is to investigate these complaints at “arms length” from the service delivery.  The Complaints Officer reports directly to the Chief Social Work Officer.
3.3. The Complaints Handling System will be reviewed over the next 12 months in order to take account of the new guidelines which are being produced by the Scottish Executive and maximum use of new information technology.  
3.4. In terms of the four child care complaints, three were as a direct result of staff shortages.   Details of complaints are attached as appendix 1.
4.0 BREAKDOWN OF ETHNIC ORIGIN

4.1. In compliance with the Race Relations Act 1976 / Race Relations (Amendment) Act 2000 the 10 complaints received by Social Services in 2006-07 can be broken down into the following ethnic origin categories:

	Ethnic Origin
	Number

	White European
	10

	Afro-Caribbean
	

	Asian
	

	Other
	


4.2 Trend information: a breakdown of complaints over the last four years is attached in appendix 2. 

4.3
2006/2007 saw an increase in the number of formal complaints dealt with by the Complaints Officer. The 10 complaints investigated represents the second highest number of formal complaints received since 2002.

The increase in the number of complaints relating to the Child Care Service appears to have been caused by the lack of appropriate staff (3 cases out of 4).  In the five complaints relating to the Adult Care Service staff attitude is the main cause of the complaints (3 out of 5).  The final complaint which related to the Criminal Justice Service also related to staff attitude.

The issue of staffing levels is being dealt with by Child Care Services senior Management and elected members. The issues relating to staff attitude have been raised with the senior managers in Adult Care Services and the Criminal Justice Service
5.0 SUSTAINABILITY IMPLICATIONS

5.1. None


6.0 FINANCIAL IMPLICATIONS

6.1.  None

6.2.
Declarations
(1)
The recommendations contained within this report support or implement Corporate Priorities, Council Policies and/or the Community Plan:

·      Corporate Priorities (Key Themes) (Please tick  MACROBUTTON UncheckIt ()
Achieving Potential





 MACROBUTTON CheckIt (
Maximising Quality of Life





 MACROBUTTON UncheckIt (
Securing Prosperity





 MACROBUTTON CheckIt (
Enhancing the Environment





 MACROBUTTON CheckIt (
Maintaining an Effective Organisation




 MACROBUTTON UncheckIt (
· Council Policies  (Please detail)

· Community Plan (Themes) (Please tick  MACROBUTTON UncheckIt ()

Community Safety     





 MACROBUTTON CheckIt (
Economic Development





 MACROBUTTON CheckIt (
Environment and Sustainability





 MACROBUTTON CheckIt (
Health Improvement





 MACROBUTTON UncheckIt (
(2)
In adopting the recommendations contained in this report, 

 MACROBUTTON UncheckIt (
the Council is acting within its legal powers. (Please tick  MACROBUTTON UncheckIt ()

(3)
The full financial implications of the recommendations contained
 MACROBUTTON UncheckIt (
in this report are set out in the report.  This includes a reference
to full life cycle costs where appropriate. (Please tick  MACROBUTTON UncheckIt ()

____________________________
Head of Service

____________________________
Director

APPENDIX 1

Breakdown of Complaints 2006-07

	
	Classification
	Sub-Class
	
	Within timescale
	Complaint Upheld

	1.
	Quality of Service
	Poor Standard of Service
	Child Care Complaint: reports not being shared prior to meetings. Gap in service due to lack of social workers.
	Yes
	Yes

	2.
	Employee
	Attitude
	Adult Care complaint: lack of professionalism; failure to respond on time.
	Yes
	Partially

	3.
	Employee
	Attitude
	Criminal Justice complaint: stating staff member rude.
	Yes
	No

	4.
	Quality of Service
	Communication Issues
	Adult Care complaint: excluded from discussions; contacted GP without consent.
	Yes 
	Partially 

	5.
	Quality of Service
	Poor Standard of Service
	Child Care complaint: misrepresentation of family’s situation in a report to Children’s Hearing. Lack of social work staff caused problems.
	Yes
	Yes

	6.
	Employee
	Attitude
	Adult Care complaint: lack of concern about welfare.
	Yes
	No

	7.
	Employee
	Attitude
	Adult Care complaint: lack of privacy/confidentiality when discussing personal situation.
	Yes
	Yes

	8.
	Quality of Service
	Poor Standard of Service
	Adult Care complaint: withdrawal of service: failure to establish need.
	Yes
	No

	9.
	Quality of Service
	Poor Standard of Service
	Child Care complaint: withdrawal of financial assistance.
	Yes
	No

	10.
	Quality of Service
	Timeliness of Action
	Child Care complaint: lack of support, lack of social workers was cause.
	Yes
	Yes


BREAKDOWN OF COMPLAINTS OVER LAST FOUR YEARS 






APPENDIX 2



	Year
	Classification
	Sub-Class
	Number of complaints
	Total Per Year
	Within/Outwith timescale

	2005/06
	Quality of Service
	Poor Standard of Service
	2
	7
	Yes

	
	Quality of Service
	Poor Standard of Service
	2
	6.2. 
	No

	
	Quality of Service
	Communication Issue
	1
	6.3. 
	Yes

	
	Employee
	Knowledge of Subject
	1
	6.4. 
	No

	
	Employee
	Attitude
	1
	
	Yes

	2004/05
	Quality of Service
	Poor Standard of Service
	1
	6.5. 2
	Yes

	
	Quality of Service
	Poor Standard of Service
	1
	
	No

	2003-04
	Quality of Service
	Poor Standard of Service
	1
	6.6. 11
	Yes

	
	Quality of Service
	Poor Standard of Service
	2
	6.7. 
	No

	
	Quality of Service
	Communication Issue
	1
	6.8. 
	Yes

	
	Quality of Service
	Communication Issue
	3
	6.9. 
	No

	
	Quality of Service
	Waiting Time
	1
	6.10. 
	No

	
	Employee
	Attitude
	1
	6.11. 
	No

	
	Employee
	Knowledge of Subject
	1
	6.12. 
	No

	
	Policy Decision
	Disagreement with Service decision
	1
	
	Yes

	2002-03
	Quality of Service
	Poor Standard of Service
	1
	6.13. 5
	Yes

	
	Quality of Service
	Poor Standard of Service
	1
	6.14. 
	No

	
	Quality of Service
	Timeliness of Action
	1
	6.15. 
	Yes

	
	Employee
	Attitude
	1
	6.16. 
	Yes

	
	Employee
	Attitude
	1
	
	No
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