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1. BACKGROUND

The Council’'s Complaints Handling Procedure (CHP) follows the model developed by the
Scottish Public Services Ombudsman (SPSO). The model CHP applies to all local
authorities and all local authority services, including Social Work which implemented it from
1 April 2017.

The Council’s CHP is based on a two stage process, the first being frontline resolution and
the second being investigation. The term “frontline” is used to mean the first stage of the
complaints procedure.

Frontline resolution are issues that are straightforward and easily resolved, requiring little or
no investigation. This means “on the spot” apology, explanation or other action to resolve the
complaint within five working days or less. Complaints are addressed by staff or referred to
the appropriate point for resolution. Complaint details, outcome and action taken are
recorded and used for service improvement.

Issues that have not been resolved at the first stage or that are complex, serious or “high
risk” are formally investigated. This means a definitive response is provided within 20
working days following a thorough investigation of the points raised.

Responses are signed off by senior management. Senior management are actively
interested in complaints to ensure the information gathered is used to improve services.

The second stage investigation is the Council’s final opportunity to address a complaint
before it is considered by the SPSO. Investigations are carried out by Service Managers,
with the final complaints responses signed off at Head of Service level or above. Following
investigation, if service users are still dissatisfied with the decision or the way we dealt with
their complaint, they can ask the SPSO to look at it.

At a national level, a Local Authority Complaints Handlers network has been established in
conjunction with the SPSO and a Knowledge Hub forum has been set up so that Councils
can share good practice and common queries. Falkirk Council is part of this group which
meets on a quarterly basis.

2. DUTY OF CANDOUR

We have prepared for the implementation of the Duty of Candour, which came into effect on
1 April 2018.
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The overall purpose of the new duty is to ensure that organisations are open, honest and
supportive when there has been an unexpected event or incident that has resulted in death
or harm that is not related to the course of the condition for which the person is receiving
care. This requires organisations to follow a procedure which will include notifying the person
affected, apologising and offering a meeting to give an account of what happened. The
procedure requires the organisation to review each incident and offer support to those
affected (people who deliver and receive care).

SOCIAL WORK ADULT SERVICES

Our Complaints Handling Procedure reflects Falkirk Council’s Social Work service’s
commitment to valuing complaints and providing high quality services to service users,
unpaid carers and the wider community. There are occasions when things go wrong and,
when this occurs, it is important that we act quickly to resolve the situation. Complaints show
us where we are not achieving what people expect of us, and where we are failing to meet
agreed standards.

An effective complaints process offers us the opportunity to take actions to improve our
services. Listening to service users and unpaid carers helps us to put things right and to
learn from our mistakes. This helps us identify areas for further development and to
understand where there may be particular operational pressures.

Our service seeks to resolve customer dissatisfaction as close as possible to the point of
service delivery and to conduct thorough, impartial and fair investigations of service user
complaints so that, where appropriate, we can make evidence-based decisions on the facts
of the case.

Resolving complaints early means we can resolve them locally and quickly whilst enabling us
to better understand how to improve our services by learning from complaints. This provides
a positive and prompt resolution for the individual. While the service aims to resolve issues
where possible without recourse to the formal process, we recognise that the nature of the
service can inhibit complaint, perhaps especially where people are in receipt of a service on a
compulsory basis. It is important to ensure that those receiving services have an
understanding of how to complain about Social Services. Complaints leaflets are available to
support this, together with information on the website.

LEARNING FROM COMPLAINTS

Last year a complaint was made to Social Work Adult Services about their investigation of an
adult support and protection case. This included the steps taken and the communication
around the case.

Following on from this, guidance has been provided to all appropriate staff in the form of a
learning review and briefings to make sure that the investigation procedure is understood,
followed and is carried out in a timely fashion. The issues raised by this complaint have also
informed the routine auditing.



Extract from June 2018 IJB Performance Report

3.8. Service User Experience — Complaints to Social Work Adult Services; Indicators
64 & 65

Table 11 - Indicators 64 & 65

Baseline
2015/16

2017/18
All

2017/18
Stage 1

2017/18
Stage 2

64.

The number of Social Work
Adult Services (Stage 1 & 2)
complaints completed within
timescales.

113/156

77/122

70/110

7/12

The proportion of Social Work
Adult Services (Stage 1 & 2)
complaints completed within
timescales.

73.4%*

63.1%

63.6%

58.3%

65.

Proportion of Social Work

% upheld

36.4

33.3

Adult Services complaints
upheld

% partially upheld

26.4

41.7

*NB. 2015/16 & 2016/17 were
reported under the old complaints
system (with 70% target). The target
for 2017-18 is now 100%.

% not upheld

37.2
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Figure 14 - Number of Social Work Adult Services (Stage 1&2) complaints completed
(Indicator 64)
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Figure 15 - Proportion of Social Work Adult Services complaints upheld (2017-18)
45 (Indicator 65)
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In April 2017 the social work complaints handling procedure changed as to comply with
SPSO requirements. Prior to this a series of training sessions were delivered to raise
staff awareness of the new procedure. Support with logging and closing off complaints
is now handled centrally. Weekly reports of complaints outstanding are provided to the
Head of Service and Service Managers. Since April 2018 these are a standing item at
the Adult Services managers’ meetings. Performance has improved since 2016/17, but
it is still below the target of 100%. However, the number of complaints is low (under
2%) given the large number of service user contacts during the year, with over 9,200
people receiving an assessment/review.

Conclusion

We intend to continue to develop more robust auditing processes to provide richer

analysis of:

¢ the outcomes and recommendations made following complaints

¢ the experience of the process and following up with complainants to improve the
overall quality

¢ the delivery of health and social care services which enhance the overall customer
experience.

Approved for Submission by:
Chief Social Work Officer, Falkirk Council













































