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CHILDREN SOCIAL CARE

Just a note to walk through how we respond to complaints/MES and FOIs within CSC. We agreed to do a short turnaround wherever possible and we are working with the Complaints Unit to reduce wherever appropriate:
· Identify and reduce vexatious complainants at an early stage,
· Ensure residents do not use different routes for the same issue
· We are circumspect to complaints if we are in statutory processes whenever appropriate. 

	
	INFORMATION

	ACTION BY

	Complaints
Stage 1 
	1) The Council Complaints team will receive and log the complaint on to the icasework system. They will allocate to the relevant team manager and they will do this by ringing MASH to check allocation. The standard is to do this within 2 days. Complaints will send acknowledgement letter once Manager’s name is given from MASH.

2) If the complaint is a complicated one then a holding response can be done by the complaints team at the request of the team manager. So please use this if it will take you time.

3) If the complaint is mainly about another service area and includes other services, it is the responsibility of main service area to finalise the response. An extension maybe necessary in such instances. If it is a complex issue and you are not clear which other departments are involved please talk to the complaints unit,

	Complaints/MASH and team manager 

	
	4) When a manager has been allocated a case they are responsible for responding direct to the complainant  and uploading their response and any relevant emails onto the system and closing down. This should be done within a matter of 5 working days as part of our customer focus. Please contact complaints team for support on system use or to discuss any related issues.

Our contacts in complaints are: Jessica Vinluan, Mike Tighe and Ruth Dowden.

	Team Manager/Service Manager


	
	5) Starina/Complaints staff will only chase if complaints are overdue and will cc Service Manager.   Starina will look at those on a weekly basis.
	SD’M

	
	6) For complainants who are persistent or using different routes then can the team manager alert the Complaints Team (Jessica Vinluan, Mike Tighe, Robert Wingate or Ruth Dowden). If we are in statutory process or a pre proceedings process team managers should do a short response with a pre agreed range of words that the Complaints Team will supply. This is because we are in a legal process where issues can be raised and addressed with court scrutiny.

	Ruth Dowden

	
	7) Picking up themes and learning. There will be a quarterly report to CSCMT with no of complaints, what themes and outcomes (stage 1 resolution or stage 2 and outcomes of stage 2).  CSCMT will ask John W/Brian S to undertake further work for service learning. 

	Complaints/CSCMT/Brian Stone/John Walsh

	
	8) Stage 2 The Complaints team will retain ‘ownership’ on icasework and notify the team manager that the complaint is registered. Also once an external investigator is appointed complaints team will inform manager who will notify relevant staff in case they are contacted for interview. Team manager also to assist if contact is required with staff who have left. Complaints will let service manager have the final copy of stage 2 
	Complaints

	
	
	

	MEs/MAYOR

	1) When a new ME comes, it goes to Members Service who then pass it to Children’s Services’  Information Governance Team to allocate to the relevant CSC Team for a draft response to the ME within 5 days.
2) The Information Governance Team will chase all overdue responses, and where necessary copy in the Service Manager and Service Head.
3) Information Governance then email Nasima with a draft response for approval.   They will print on headed paper for sign off by the Director.
4) Information Governance will close off the ME on the iCasework system once it has been signed and sent off to the Councillor/Mayor and a copy also goes to the resident.
5) Information Governance will only inform Starina if they are unsure who to allocate it to and when MEs are overdue, Starina will assist with chasing.
6) Final Copies are stored on the iCaswork system and can be access by the appropriate service manager where necessary. The Ig team are also happy to assist or provide final responses if this is easier.
7) If the ME involves other departments, please alert Information Governance who will collate/oversee.

	Information Governance/Team Manager
Information Governance/NP

Information Governance

Information Governance/SD’M


Information Governance

	FOIs

	Are received by Complaints Team, sent to Children’s Services Information Governance and for CSC Phil Morgan leads on allocating and ensuring appropriate response. The FOIs follow a similar process to the Member/Mayor Enquiries with respect to chasing and being approved before being sent to the requestor.
	PM
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