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[bookmark: _GoBack]A total of 50 compliments were received this quarter and an example of a compliment received in this quarter is: The young person felt very supported by the social worker and felt confident that she had a good understanding of how the young person felt and what she hopes to achieve. The Guardian commented on the social workers child centred approach and how encouraging it was to speak to a young person who had developed a meaningful and genuine relationship with their social worker.' - Support Worker, Children's Social Care.


A total of 78 complaints, of which 10 were non statutory, were received in the 3rd quarter 2017/18. This figure is a similar number when compared to the 2nd quarter of this year (77) and similar to the same quarter of the previous year (76). 

Of the78 complaints received, 51 were dealt with at Stage 0 and 27 moved on to investigation at Stage 1.  74% of the 78 complaints received were completed within this quarter.  Social Work Practice continues to be the most reported service type, with 28% of complaints under this category.
4 LGO final decisions were made, of which 1 was not upheld and the other 3 were not investigated.

Internal Learning: 
· Gave apology for general oversight of information being shared when it should have remained anonymous.
· Independent Reviewing Officer (IRO) reminded they do need to speak directly to all professionals during meetings.
· Consideration will be given to allocation of a different Leaving Care worker, if this is in line with services users wishes. 
· Case re-allocated to a Senior Social Worker with better understanding of case.
· Professionals meeting to be held to discuss the issues around the Educational Health Care Plan (ECHP)


























A total of 99 complaints, of which 23 were non statutory, were received in the 4th quarter 2017/18. This figure is almost a 27% increase when compared to the 3rd quarter of this year (78) and a slight increase when compared to the same quarter of the previous year (89). Of the 99 complaints received, 65 were resolved at Stage 0 and 34 moved on to investigation at Stage 1.  61% of the 99 complaints received were responded to and completed within this quarter. Social Work Practice continues to be the most reported service type, with 48% of complaints under this category
8 LGO final decisions were made this quarter, of which 3 were upheld, 1 was not upheld and 4 were not investigated.  

Internal Learning: 
· Gave apology for the difficulties that arose from the meeting at the contact centre. Informed the complainant that the contact centre have been spoken with re this matter to hopefully avoid similar situations in future. 
· Assured the complainant that the social worker has been spoken to in relation to cancelling meetings. 
· Social Care team to be spoken to as part of development and learning to ensure that staff communicate effectively.
External Learning:
· Ensure sure staff in service areas who deal with children are aware of the requirements of Getting the Best from Complaints 2006 in dealing with complaints by or for children.

Compliments
A total of 40 compliments were received this quarter.
An example of a compliment received in this quarter is: .I would like to express my gratitude to the caseworker who has been very supportive throughout this long journey that we have been on. The caseworker has offered sound advice and I genuinely feel that he understood our predicament, he has done nothing but be positive and I can tell he is absolutely dedicated to the children and families he works with.  I always felt listened to and informed as a parent in a truly and sometimes traumatic situation.' - Support Worker, Children's Social Care SEND.


Summary of Complaints/Compliments

	Complaints/Compliments  2017 - 2018
	Q1
	Q2
	Q3
	Q4
	Total

	Statutory and Non- Statutory Complaints
	88
	77
	78
	99
	342

	Compliments
	20
	50
	50
	40
	160
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Feedback Type





Statutory Complaints	Non Statutory Complaints	Compliment	Non Statutory Compliment	58	30	7	13	


Final Outcome (Incl. closed in this quarter)



Early resolution	Not Upheld	Partly Upheld	Signposted to another process	Upheld	Withdrawn	9	6	6	7	4	16	


Complaint By Stage










Total	

Stage0	Stage1	Stage2	35	52	1	

Feedback Type

Complaint	


Statutory 	Non Statutory	57	20	Comment 	
Statutory 	Non Statutory	1	2	Compliment	
Statutory 	Non Statutory	7	13	



Final Outcome
 (Incl. closed in this quarter)


Early resolution	Not Upheld	Signposted to another process	Upheld/Partly Upheld	Withdrawn	17	13	9	12	26	


Complaint By Stage










Total	

Stage0	Stage1	39	38	

Feedback Type

Complaint	


Statutory 	Non Statutory	68	10	Comment 	
Statutory 	Non Statutory	0	2	Compliment	
Statutory 	Non Statutory	44	6	



Final Outcome (Incl. closed in this quarter)




Early resolution	Signposted to another process	Upheld/Partly Upheld	Withdrawn	Not Upheld	Ongoing	4	6	6	38	3	21	


Complaint By Stage










Total	

Stage0	Stage1	51	27	

Quarter 1 2014/2015
Corporate 

Feedback Type

Complaint	


Statutory 	Non Statutory	76	23	Comment 	
Statutory 	Non Statutory	3	0	Compliment	
Statutory 	Non Statutory	34	6	



Final Outcome (Incl. closed in this quarter)




Early resolution	Signposted to another process	Upheld/Partly Upheld	Withdrawn	Not Upheld	Ongoing	4	6	6	38	3	21	


Complaint By Stage










Total	

Stage0	Stage1	34	65	
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