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PURPOSE/SUMMARY
There is a statutory requirement to produce and report to Members an
Annual Complaints Report. This report is to update Members and provide
current information in respect of complaints related to Adult Social Care
Services. The report looks at the period 1 April 2010 to 31 March 2011 and
the purpose in presenting the report is for Members to oversee the extent
and complexity of Adult Care Services’ span of activity and to receive
information relating to the quality of services delivered.
Members are asked to note the content of the report and advise officers of
any future requirements in respect of reporting of complaints relating to
Adult Social Care Services.
1.0

INTRODUCTION

1.1

In line with guidance from the Department of Health, Local Authorities
are required to publish an Annual Complaints Report covering the
council year.

1.2

This report is to update Members and provide current information in
respect of complaints related to Adult Social Care Services.

1.3

This is an annual report submitted for the Scrutiny Commission’s
information and interest.
As part of our refined approach to
monitoring performance, this information is reviewed bi-monthly via
written reporting and by quarterly presentations to the Adult Care
Services Strategic Management Team.
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1.4

Members’ comments about the report’s scope and presentation are
invited and welcomed.

2.0

BACKGROUND

2.1

A complaint may be generally defined as ‘an expression of
dissatisfaction or disquiet about the actions, decisions or apparent
failings of a local authority’s adult social services provision which
requires a response.’

2.2

Complaints principally concern service delivery issues, including the
perceived standard of these services and their delivery by service
providers. These recorded figures only represent a percentage of
complaints received as many complaints/concerns are managed and
resolved daily on an informal basis operationally and are thus not
registered formally by the complaint section.

2.3

New regulations were laid before Parliament on 27 February 2009 and
with effect from 1 April 2009 a new single approach for dealing with
complaints about National Health Service and Adult Social Care
Services was implemented.

2.4

The regulations stipulate a single approach to dealing with complaints
which is designed to create consistency in handling complaints across
both health and social care. The aim is to provide a more flexible
approach, which prioritises local resolution of complaints.

2.5

This is a one stage process and, if following investigation and response
to their complaint, a complainant remains dissatisfied, the complainant
can ask the Local Government Ombudsman to look into the case.

2.6

Furthermore, the Department has in place a local Protocol for Joint
Working on Health and Social Care Complaints with Pennine Acute
Hospitals NHS Trust, NHS Bury and Pennine Care NHS Foundation
Trust to provide a framework for responding to complaints about
services delivered by more than one of these organisations.

2.7

The Complaints Procedure is not designed to deal with allegations of
serious misconduct by staff. These situations are covered under
separate disciplinary procedures of the Council.

2.8

It is a legal requirement that Adult Care Services has a distinct
complaints procedure. Its main purpose is to provide a means for
dissatisfied service users and carers to express their views and
concerns, to have these fully considered and for the Department to say
what it will do as redress and in order to reduce the possibility of a
recurrence, thereby improving service provision.
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2.9

For some service users it is not easy to make a complaint, particularly
when the person using the service may be apprehensive about what
happens if they do complain. It is important, therefore, that all
complaints are treated seriously, in confidence, investigated and are
given due attention. Integral to the role of the Customer Services
Manager is to provide a degree of independence and support to the
complainant whilst ensuring the complaint follows the statutory
procedure. Feedback to complainants about their complaint is
essential.

2.10

The Department offers an Independent Advocacy Service for people
who need help in making their complaint and ongoing support whilst it
is resolved for them.

2.11

A prime objective of the Complaints Procedure is to ensure that the
local authority builds on a culture of listening to, and learning from,
complaints in order to drive up improvements in service provision.

2.12

Issues are sometimes raised by Local Councillors or Members of
Parliament on behalf of their constituents, and these are responded to
directly by the Executive Director. For the purpose of this report these
are referred to as ‘concerns.’

2.13

As the handling and consideration of complaints is a one stage
process, it is essential that a thorough, fair and effective investigation
takes place and for the response to reflect this. If a complainant
remains dissatisfied with the response from the Department they are
advised to contact the Local Government Ombudsman and assistance
with this process is offered by the Customer Services Manager.

2.14

In order to ensure any safeguarding issues which are contained within
social care complaints are captured and processed through the
Safeguarding Procedures, the Customer Services Manager and the
Safeguarding Co-ordinator have an agreed protocol regarding joint
working which is accessible on the Council’s website.

3.0

ANALYSES

3.1

The attached appendices provide statistical data in graph format for
the period 1 April 2010 to 31 March 2011 and includes:


A comparative study of the number of complaints received for the
period 2008/09, 2009/10 and 2010/11 (Fig. 1)
A comparative study of the nature of complaints received for the
period 2009/10 and 2010/11 (Fig. 2)
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A comparative study of complaints received in respect to the
different teams within Adult Care Services for the period 2009/10
and 2010/11 (Fig. 3)
The number of complaints received by Teams shown as a pie
chart (Fig. 4)
The nature of complaints received shown as a pie chart (Fig. 5)
The amount of time taken to resolve complaints (Fig. 6 )
The number of complaints relating to complainants by ethnic
origin (Fig. 7)
A comparative study of the number of concerns raised by Local
Councillors, Members of Parliament and the Local Government
Ombudsman for the period 2009/10 and 20109/11 (Fig. 8)
The number of compliments received and the service area they
relate to shown as a pie chart (Fig. 9)

3.2

The recommendations arising from complaints during 20010/11 which
have resulted in an improvement or change to service are listed in
Appendix 2.

3.3

Analysis of the statistics shows a reduction in the number of
complaints received from 95 to 89.
This is despite a significant number of changes relating to reorganisation of services within the Department last year.
The
decrease in the number of complaints received, therefore, does not
evidence an increased level of dissatisfaction with services as a result
of these changes.
Furthermore, the internal re-configuration of home care services
resulted in an increase in the number of domiciliary care clients
transferring to the private sector. The complaint statistics show a
decrease in the number of complaints received relating to the
Commissioning and Contracts Team from 25 the previous year to 13 in
2010/11.
Additionally, the number of complaints received relating to external
agency issues dropped from 26 in 2009/10 to 11 in the last year which
is in excess of a 50% reduction.
An assumption could, therefore, be reasonably be made that the
transfer of in-house domiciliary cases to the private sector has not
resulted in a deterioration of service giving rise to complaints. This, in
part, may be due to the extensive and effective public consultation
period and the subsequent notification process to clients concerning
the transition arrangements.
When a complaint is received in respect of an external provider, the
Department, whilst remaining ultimately responsible for the service,
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first provides an opportunity for the agency to investigate and respond
to the complaint using their own complaints procedure.
The Department monitors the response and follows through with the
complainant whether they are satisfied with the response received. If
the complainant remains dissatisfied following the agency’s response,
the Department will encourage the complainant to meet with the
agency and a representative from the Contracts Team, together with
the Customer Services Manager, to resolve the complaint to the
satisfaction of the complainant.
The number of complaints received by Disability Services over the last
year almost doubled from 12 to 23.
The nature of these complaints is fairly evenly distributed and cover
issues such as poor communication, ineligibility, waiting time for
assessment, level of support provided.
It is anticipated that the creation of the Assessment Clinic in Textile
Hall, together with the focus on contacting clients on the waiting list
for assessment to visit the clinic rather than wait for a home visit will
reduce the number of complaints about assessment waiting times.
With respect to timescales, less than half the total number of
complaints received were sent a written response within 20 working
days of receipt. Within 30 working days, more than two thirds of the
total number received had received a written response.
3.4

The number of concerns raised by Members of Parliament and local
Councillors shows a decrease of 1 from 26 in 2009/10 to 25 last year.
All the MP concerns originated from the MP for Bury South with none
being received from the MP for Bury North.

3.5

The number of complaints which exhausted the complaints process
and which then went on to be referred to the Local Government
Ombudsman increased by 5 from 1 in 2009/10 to 6 last year.
Of these six, four resulted in no further action being taken by the Local
Government Ombudsman (LGO).
The remaining two cases resulted in local settlement by the Council.
The LGO recorded that service improvements made and implemented
by the Department at its own behest, as a result of these complaints
was viewed as a positive step.
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The increase in the number of complaints being referred to the LGO
may be due to increasing awareness by service users of the right to
complain.
3.6

The number of written compliments received has increased to 92 from
81 in the previous year.
The largest number of compliments received was in respect of
Residential and Day Care Services, closely followed by Disability
Services and the Home Care Assessment and Provider Team.
This goes some way to offset the number of complaints received by
each of the teams. The total number of compliments received (92)
slightly exceeded the total number of complaints (89).
Compliments are acknowledged and passed to the relevant individual
member of staff or team and copied to individual personnel records.
Finally, in order to place the total number of complaints received into
context, the number of adult clients the Department currently provides
a service to is approximately 6531 The percentage of complaints
received against the number of service users is approximately 1.4%.

4.0 THE FUTURE
The appointment of a Complaints Co-ordinator within Children’s Services in
the Summer of 2010 was the conclusion of a successful transition of
Children’s Social Care complaints to the Children’s Services Department.
This is in line with statutory requirements and means that both Adult Care
Services and Children’s Services each have their own officer responsible for
this statutory function.
It is anticipated the more recent appointment of four Business Managers
spanning Adult Care Services, whose remit includes investigating and
responding to complaints, will assist in the process of reducing the response
time of the majority of complaints within 20 working days without affecting
the quality of investigations and responses.

August 2011
Sharon S Wells
Customer Services Manager
Adult Care Services
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Appendix 1
Adult Care Services Complaints Annual Report
1st April 2010 – 31st March 2011
Figure 1
A comparative study of the number of complaints received for the
period 01/04/2008 – 31/03/2009, 01/04/2009 - 31/03/2010 and
01/04/2010 - 31/03/2011.
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Figure 2

A comparative study of the nature of complaints received for the
period 01/04/2009 - 31/03/2010 and 01/04/2010 - 31/03/2011.
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Figure 3

A comparative study of complaints received in respect of different
teams within Adult Care Services for the period 01/04/2009 31/03/2010 and 01/04/2010 - 31/03/2011.
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Figure 4
Complaints received in respect of Adult Care Services - 1 April 2010 31 March 2011 - by teams.
No. of Complaints - TOTAL 89
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Figure 5
The nature of complaints in respect of Adult Care Services, 1 April
2010 - 31 March 2011.
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External Agency Issues

No. of Complaints - TOTAL 89
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Figure 6
Timescales for Complaints, 1 April 2010 – 31 March 2011.

2010/2011
45
40
35
30
25
20
15
10
5
0

41

22
13

12

0
Within 20
working
days

Within 30
working
days

Within 40
working
days

Over 40
working
days

1

Ongoing
C omplaints
C omplaints withdrawn

10

0
0
3
6

Black or
Black
British
Mixed
Race
Any Other
Ethnic
Groups

Pakistani

Information
not
obtained

1

Asian or
Asian
British

90
80
70
60
50
40
30
20
10
0
White

Figure 7

Number of complaints received by ethnic origin.
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Figure 8
Numbers of Concerns and Ombudsman considerations.
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Figure 9
Number of compliments received and the service area they relate to,
1 April 2010 – 31 March 2011.
No. of compliments - TOTAL = 92
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