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CHILDREN AND FAMILY COURT ADVISORY AND SUPPORT SERVICE

Paper for the Board meeting on 12 September 2008

Cafcass Service User experience

1
AIM AND PURPOSE

1.1  
In the past 12 months we have been working to develop our knowledge and understanding of the Service User Experience of Cafcass. By doing so we have been able to achieve a more informed and balanced view than complaints feedback has previously given us. This area of work will continue to develop over 2008/09 as  the Customer Service and Quality (CSQ) team are fully staffed later in the year. These areas of development are significant steps towards a more evidence based organisational learning culture, which with the introduction of the Learning Action Panel in June, formally ties lessons learnt into our practice improvement planning. 

2
KEY ISSUES FOR THE BOARD TO CONSIDER

Work undertaken  to find out more about service users experience of Cafcass.

HearNow

2.1   
In December 2007 we introduced a new web based electronic feedback system “My Cafcass – HearNow” for all service users. This replaced the previous programme “View Point”, targeted specifically at young people.  HearNow has been designed to gradually build a reliable statistical evidence base of service user experiences across Cafcass work. This will be a key factor next year in our ability to demonstrate service users’ levels of satisfaction with our service.  

2.2  
HearNow, introduced to the Board in October 2007, has since December been rolled out to all teams in Cafcass. To date we have received 660 responses from Service Users across the young, teenage and adult ranges. We are now beginning to see some significant initial indicators as to what service users consider to be important in terms of what does and does not work well from their perspective.  2008/09 is being treated as a pilot year for HearNow, as we learn lessons from its implementation and our expectation is that it will meet its full potential to contribute to improving our service within the 09/10 operational year.

Focus groups

2.3  
As part of Cafcass’ ongoing commitment to seeking the views of service users, a series of 4 focus groups were held across the country during 2007/08. The aim of these groups was to provide a new opportunity for us to listen to and actively engage with our service users and stakeholders at a local level. These have provided the opportunity to encourage genuine participation by involving service users in the planning, design and evaluation of some aspects of our services. Subject areas were selected to reflect local issues and priorities. These included .

· Leeds family resolution scheme

· Domestic violence issues 

· Review of Service user feedback tool, MyCafcass: Hear Now.

2.4  
Another key element of these focus groups is that two of the events have been run in conjunction with local partnerships, including Women’s Aid in Lincoln and Triangle Children’s Services which helped to evaluate HearNow. This has proved a very successful model for collecting direct local feedback about our services, although sample sizes are necessarily small.  

Feedback and comments, including emails to feedback@cafcass.gov.uk.

2.5   
With the introduction of HearNow we have also increased the profile of our range of feedback procedures including further publicising access to our feedback via email, and moving our feedback and complaints links on the web to a more prominent position on our home page. Since these changes were made in January 08 the numbers and range of comments, including compliments, received from Service Users has significantly increased.

Complaints

2.6  
Formal complaints recorded for the year 07/08 showed a small increase on previous years, and the full statistical details of these are reported in the appendix 1, together with a snap shot of new complaints so far this year, appendix 2. With the implementation of CSQ as a lead area within the new Cafcass structure, and as we have progressed to consultation stage on our new complaints procedures, those CSQ managers so far in place have been contributing to the necessary  cultural shift from within Cafcass. Challenging defensive practice, encouraging greater openness towards service users, understanding of their experience and sharing that understanding within Cafcass, are key priorities. The complaints procedures are increasingly used to challenge and respond to examples of poor practice brought to our attention by service users, as well as providing a key opportunity to improve understanding of our work, through better communication.

2.7   
Once in place in the autumn of 2008 the new complaints procedures will significantly support this change of culture. They will provide a more open, timely  and transparent means for service users to voice concerns about the service they receive, including being better informed about the outcomes of those complaints.

3 
What Service Users have told us about THEIR EXPERIENCE of Cafcass.
3.1  
Taken together, feedback from HearNow, Focus Groups, Feedback@cafcass.gov.uk Comments, Compliments and Complaints provide an increasingly  comprehensive source of information as to what it is like to be a service user of Cafcass. As information from each of these sources develops we are able to gain a more informed view of the things service users value when we do them well, and the things that cause them most concern when we do them badly. 

3.2   
HearNow tells us that what the 660 service users who have so far responded to the survey most look for, in order to be satisfied with the service they receive are: 

· Good communication

· Professional transparency

· Accessibility

· Feeling able to trust the practitioner.

· Awareness of the process.

· Awareness of the role of the Agency.

3.3  
Focus groups have provided key findings that are more weighted towards specific issues, and are by nature based on very small samples of service users. Overall these service users reported being reasonably satisfied with the work of Cafcass. However the following concerns were raised and provide important indicators as to how our intervention was experienced by them, and where we can improve:

· Lack of clear information at the onset about the entire court process. 

· Lack of clarity from Cafcass Officers when explaining their role.

· Lack of clarity about peer support or the availability of mentoring services, where domestic violence issues are being discussed. Indications that such support would be welcomed. 

· That Cafcass Officers need to demonstrate more awareness of the reality of families where domestic violence is an issue.

3.4  
Compliments:

· The numbers of compliments recorded about our work from service users and stakeholders has increased overall and these are statistically reported in the appendix. 

· Key pointers and examples of satisfaction recorded specifically from service users compliments include parents:

· Identifying Cafcass practitioners as communicating well with their children, adding to their overall confidence and willingness to engage with us.

· Identifying the skills and the intervention of the practitioner as being a key factor in the family becoming more able to function in a child focused way, post intervention.

· Expressing confidence in the practitioners abilities to make expert assessments.

· Recognising and appreciating the positive impact on their children of quick and timely child focused intervention.

· Feeling heard in the process.

· Valuing reception staff who engage sympathetically and appropriately with service users. 

3.5  
Complaints feedback: Children and young people. The primary areas of concern expressed to us specifically as complaints from children and young people were:

· Not having been listened to.

· Not having understood how their voice has been heard and valued in the court decision-making process. 

3.6  
Complaints feedback: Cafcass received 709 complaints in 2007/08, full statistical details of these are provided in the appendix 1. Key learning issues that have featured in significant numbers of Service Users complaints include:

· Lack of sensitivity skills and experience of practitioners particularly when domestic violence is a feature of the case.

· Poor quality assessments that do not take full account of risk issues.

· Alleged perpetrators of domestic violence expressing victimization or bias.

· Poor unprofessional responses to the distress of service users. Often related to anger and control issues. 

· Poor skills or knowledge base when working with mental health issues.

· Poor levels of awareness of the needs of vulnerable service users. 

· Poor quality of file records

· Poor management of personal private information.

· Poor explanations of role. 

· Slow or poor responses to some complaints.

· Factual errors in reports to courts

3.7 
Summary - Taken together, the service user learning points that are reflected in all of these feedback areas are:

· The need to ensure that we listen to children and keep them informed as to how we will use the information they tell us.

· The continued need to improve our awareness and skills in Domestic violence issues.

· The need to improve our communications with service users generally, but particularly in terms of explaining our work and our role.

· A need to improve our record keeping. 

· A need to ensure the quality of our reporting to court and our openness about the contents of reports.

4 
What did we do about it? 

4.1  
In previous years learning from service users has focused on what we have learnt from complaints, and the lessons learnt have largely been responded to locally in teams and former regions. 

4.2  
With the restructuring in 2007/08 and the creation of a dedicated Customer Services and Quality (CSQ) team from January 2008 onwards, we are more focused and better structured to broaden the range of service user feedback. We will now be increasingly better placed to bring that learning together, into a coherent process, for the whole organisation. 

4.3  
Since April 2008 the Case Management System (CMS) has included a new electronic learning board function. This enables managers to add specific learning points when closing feedback and complaints issues. These are then collated and reviewed by the CSQ team, to identify common trends, determine immediate actions that need to be taken, and respond to local issues.  
4.4  
Since June 2008 we have established a Learning Action Panel (LAP) made up of senior managers in Cafcass and led by Head of CSQ. 
4.5  
The role of the LAP is to: 

· Consider in one place the key learning points for the organisation in terms of practice issues, gathered from Customer Services work and Serious Case Reviews (SCRs). 

· Identify significant issues and trends. 

· Link these to work streams already in hand. 

· Recommend further actions, and propose owners against these actions.  

· Negotiate the recommended actions with proposed owners.

· Review progress on how these actions have progressed to influence or change what we do. 

· Provide the evidential link between SCR recommendations and learning from service user feedback, to practice improvements.  
4.6  
So far the LAP have met twice and examined all of the learning points included in this report. For the majority of issues it has been possible to link these to work streams already in progress this year, and to ensure and demonstrate that Cafcass is both aware of them and has action plans in place to address them. 

4.7  
One outcome of the LAP is to agree and produce Practice Alerts that are posted on the intranet for all staff. The first of these will be in response to serious safeguarding issues, reminding and specifying senior management and all staff of their responsibilities to meet safe standards of screening, assessment of risk issues and ensure follow up actions to keep children safe. Another will relate to information sharing specifically in the safeguarding context. The work of the LAP will be placed on the intranet for all staff, and progress on meeting the action plans created will be reviewed quarterly.

Sherry Malik







David Moy

Corporate Director






Head of CSQ
Appendix 1: 

Statistical Report on Activity logged by Managers relating to comments Compliments and Complaints 1st  April 2007 to 31st March 2008

As recorded on the CMS - Request and Feedback Log (RFL).

Table 1: Stages of the Complaints Process

	STAGE
	DEFINITION

	STAGE 1 (Registration)
	The local manager considers if the complaint falls within the CAFCASS complaints procedure.  Any complaint by a child or young person is considered under the complaints procedure

	STAGE 2 

(Problem Solving)
	The local manager works with the complainant and the CAFCASS employee or contractor to achieve resolution.

	STAGE 3 (Investigation)
	The complaints investigator produces a written report for the Regional Manager.

	STAGE 4 
(Review)
	Review is to a Board Member and Regional Director independent of the Region.  This is not a re-hearing of the complaint but an assessment as to how the complaints process has been applied.


Where the complainant completes the process and still remains dissatisfied, he or she is able, through a sponsoring MP, to raise the matter with the Parliamentary and Health Service Ombudsman.  

The report analyses information on complaints that have been entered onto the monitoring system, which is specifically designed to record and track information at all levels.  It focuses on:

· The type of case the complaint relates to; 
· The stage they were, or are currently being considered; 
· Whether the timescales for completion of each stage were met; 
· The nature and outcomes of the complaints; 
· The status, ethnicity and gender of those who made the complaints. 
 
2) Complaints in comparison to cases worked on

 
Table 2: Number of complaints and Proceedings

Table 2 shows the total number of complaints received and the type of case they related to.  This is set against the total number of cases requested in the period for comparison.

	
	Private
	Dispute Resolution
	Public
	Total

	Total Complaints
	556
	70
	83
	709

	Total Cases
	20,267
	19,534
	10,499
	50,300

	Percentage
	2.7
	0.4
	0.8
	1.4


	Percentage 06/07
	1.6
	0.03
	0.2
	0.8


3) The issues raised in complaints received by Cafcass

Table 3 shows the complaint issues raised as recorded on the RFL database. 

During 2007/08, there were 17 categories that related to the nature of the issues raised. In each complaint, a lead issue was selected to signify the predominant issue being raised. 

As we move into the 2008/09 financial year, complaint issues are being recorded based on the Cafcass National Standard they relate to. 

Some of the complaints below are listed under the new categories, as they were recorded after the new list was introduced. The new issue categories are identifiable by having a number before their heading. 

Table 3 – Type of complaint

	Lead Issue
	Number of Complaints
	% of Total

	Officer Bias
	133
	18.8%

	Professional Conduct
	132
	18.6%

	Content of Report
	102
	14.4%

	Not Acting in Child's Best Interest
	78
	11.0%

	Process Issues
	66
	9.3%

	Communication
	53
	7.5%

	Failure to Investigate
	50
	7.1%

	*Quality of Service
	20
	2.8%

	Complaint to be Clarified
	19
	2.7%

	National Standards Not Followed
	13
	1.8%

	Organisation Related
	10
	1.4%

	Not Detailed
	7
	1.0%

	Racism
	6
	0.8%

	Other Diversity Issues
	5
	0.7%

	Child Protection Issues
	4
	0.6%

	*Customer Care
	3
	0.4%

	Safeguarding
	2
	0.3%

	Gender
	2
	0.3%

	*Children's Feedback Form
	1
	0.1%

	*Other / Not Specified
	1
	0.1%

	*Children's Active Involvement
	1
	0.1%

	Complaint from Other Orgs
	1
	0.1%

	Total
	709
	100%


In 2006/07, the first three complaint issues were Professional Conduct, Officer Bias, and Content of Report. The total number of complaints relating to Professional Conduct was higher than the total of Officer Bias this year, being 156. 

4) Stages complaints reached

Table 4: Number of closed complaints at furthest stage they reached (received during the period only)

	 
	Stage 1: Received
	Stage 2: Problem Solving
	Stage 3: Investigation
	Stage 4: Review
	Total

	East Midlands
	47
	15
	0
	0
	62

	Eastern
	30
	1
	0
	0
	31

	Greater London
	33
	8
	0
	0
	41

	North East
	50
	5
	0
	0
	55

	North West
	66
	17
	0
	1
	84

	South East
	17
	7
	1
	0
	25

	South West
	55
	12
	0
	0
	67

	Southern
	22
	21
	0
	0
	43

	West Midlands
	63
	30
	0
	1
	94

	Yorkshire
	108
	32
	0
	0
	140

	National Total
	491
	148
	1
	2
	642*

	Ongoing/

Open
	92
	43
	0
	0
	135


*This table includes complaints ongoing at the start of the period.

5) Timescales in complaints

Table 5 below provides the timescales for completion of each stage and Table 6 gives the achievement of timescales at each stage of the process.
Table 5: Timescales as per the complaints policy (working days)

 
[image: image1.wmf]Complaint Stage

Action

Timescale

Stage 1

Acknowledge receipt of complaint

Within 5 days

Stage 2

Problem Solving process

Within 20 days

Stage 3

Investigation complete

Within 30 days

Stage 4

Appeal process complete

Within 30 days


Table 6: Achievement of timescales relating to stages that began on or after 1st April 2006.

 
	
	Timescales Achieved 07/08 (%)

	
	Yes
	No
	06/07 % Achieved

	Stage 1
	81.4
	18.6
	61

	Stage 2
	40.6
	59.4
	47

	Stage 3
	0
	0
	0

	Stage 4

(2 complaints)
	50
	50
	67


 

The above table shows that there has been an improvement in terms of acknowledging the service user of their complaint being received, but that there has been a reduction in the performance of sending responses at stage 2 problem solving. 

6) Outcome of complaints at the furthest stage they have reached

Figure 1: Stage 1 (Registration) Outcomes
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Of the complaints recorded as closed in 2007/08, 321 were not registered, as they were matters that needed to be raised before the Court rather than in the complaints procedures. In 2006/07, 65% of complaints were not registered for this reason. 

Figure 2: Stage 2 (Problem-Solving) Outcomes
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Stage 3 (Investigation) Outcomes:

During the period, only 1 independent investigation was undertaken. This investigation concluded that the issues raised were fully upheld. 

Stage 4 (Review) Outcomes: 

Both Stage 4 Reviews undertaken during the period were Partially Upheld. 

7) Information about who made complaints to us

Figure 4: Complainants relationship to the Child in the case
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Of the complaints received: 

· 39% were from mothers

· 42% were from fathers

· 3% were from Children

· 6% were from grandparents

· 2% were from the ‘other relatives’

· 1% were from solicitors working on behalf of parties

· 7% were from ‘others’
In 2006/07, 262 (41%) of complaints were received from mothers, 249 (39%) were received from fathers. 

More information about Children’s complaints is given later in this report. 

Figure 5 – Party status of complainants
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Of the complaints received: 

· 39% were from mothers

· 41% were from fathers

· 1% were from Solicitors

· 16% were from Non-Parties
(Children’s complaints make up the remaining percentage at 3%)

Figure 6: Ethnic Origin of complainants
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	Category Selected: Ethnic Origin
	Number of Complainants
	% of Total

	White British
	301
	47.9%

	Not Specified
	247*
	39.3%

	White Other
	16
	2.5%

	Other Ethnic Group
	14
	2.2%

	Black or Black British Caribbean
	10
	1.6%

	Asian or Asian British Pakistani
	9
	1.4%

	Asian or Asian British Indian
	8
	1.3%

	Black or Black British African
	7
	1.1%

	White Irish
	5
	0.8%

	Asian or Asian British Bangladeshi
	4
	0.6%

	Black or Black British Other
	2
	0.3%

	Mixed White & Asian
	2
	0.3%

	Asian or Asian British Other
	1
	0.2%

	Chinese
	1
	0.2%

	Mixed White & Black African
	1
	0.2%

	Mixed White & Black Caribbean
	1
	0.2%

	Total:
	629**
	100.0%


**This table shows information about complainants who are recorded on the CMS. Diversity information that is not collected (e.g.: Solicitors, Organisations, or ‘Others’) is not included in this table. 

*Of the 247 complaints where ethnicity is not known, it is recorded that: 

· 208 records showed the Diversity Monitoring form had not been returned to us by the service user

· 18 complainants were unavailable to obtain diversity information from

· 12 complainants refused to provide this information

· 9 complainants completed and returned the Diversity Monitoring form, but did not specify their ethnicity 
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Figure 7 – Gender of complainants


[image: image8.wmf]319

310

300

310

320

330

Male

Female


This chart shows information about complainants who are recorded on the CMS. Gender information that is not collected (e.g.: Solicitors, Organisations, or ‘Others’) is not included.
Figure 8 shows that 51% of complaints were made by males and 49% were made by females.

8) Children’s complaints

Through the course of the year, 18 complaints were recorded as being received from Children. 

Figure 8: Issues raised in Children’s complaints
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Of the 18 complaints received from Children: 

· 7 were about Process Issues

· 6 were recorded as ‘Not Acting in the Child’s Best Interests’

· 5 were about Communication

· 3 were recorded as being about Content of Report

· 1 was about the Quality of Service received

Figure 9: Gender in Children’s Complaints
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This chart shows that of the 18 complaints recorded, 10 were from boys and 8 were from girls.

Figure 10: Ethnic Origin in Children’s Complaints
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9) Other aspects of Feedback about our service

Table 7: Comments and Compliments recorded as received in the period

	Region
	Comments
	Compliments

	East Midlands
	15
	16

	Eastern
	6
	30

	Greater London
	12
	24

	North East
	4
	19

	North West
	16
	28

	South East
	11
	23

	South West
	16
	11

	Southern
	10
	19

	West Midlands
	17
	12

	Yorkshire
	29
	59

	Total
	136
	241

	06/07 total
	187
	216

	Difference
	-51
	+25


Table 8: Parliamentary enquiries

	Region
	Enquiries received

	East Midlands
	4

	Eastern
	2

	Greater London
	8

	North East
	4

	North West
	12

	South East
	2

	South West
	4

	Southern
	4

	West Midlands
	4

	Yorkshire
	6

	Total
	50

	06/07 total
	50

	Difference
	-/+0


Table 9: Parliamentary Ombudsman Enquiries

	Region
	Enquiries received

	East Midlands
	2

	Eastern
	0

	Greater London
	3

	North East
	0

	North West
	3

	South East
	1

	South West
	1

	Southern
	0

	West Midlands
	0

	Yorkshire
	6

	Total
	16

	06/07 total
	28

	Difference
	-12


Of the 16 Ombudsman enquiries concluded in the period: 

· 13 were not upheld

· 2 were partially upheld

· 1 was upheld / made recommendations

Appendix 2:   

1st Quarter Report – Complaints activity snapshot 

01 April 2008 to 30 June 2008
Issue types in complaints received 
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National Standards Not Followed 0.6%
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Total: 100.0%


	Lead Issue
	Number of Complaints
	% of Total

	6 Quality of Service
	92
	50.8%

	13 Other / Not Specified
	20
	11.0%

	1 Safeguarding
	13
	7.2%

	4 Active Intervention
	13
	7.2%

	8 Customer Care
	11
	6.1%

	5 Children's Active Involvement
	9
	5.0%

	Content of Report
	4
	2.2%

	Officer Bias
	3
	1.7%

	12 Diversity
	2
	1.1%

	Communication
	2
	1.1%

	Not Acting in Child's Best Interest
	2
	1.1%

	Process Issues
	2
	1.1%

	Professional Conduct
	2
	1.1%

	10 Leadership & Accountability
	1
	0.6%

	3 Case Planning
	1
	0.6%

	9 Multi Agency Work
	1
	0.6%

	Child Protection Issues
	1
	0.6%

	Failure to Investigate
	1
	0.6%

	National Standards Not Followed
	1
	0.6%

	Total:
	181
	100.0%


Summary of complaints worked on during the period

(Closed complaints include those ongoing at the beginning of the period)

	HoS Area
	N1
	N2
	N3
	N4
	N5
	N6
	N7
	N8
	Total

	Complaints closed @ Stage 1 Registration
	4
	3
	7
	5
	23
	5
	13
	3
	63

	Complaints closed @ Stage 2 Problem Solving
	3
	7
	4
	5
	6
	4
	1
	3
	33

	Complaints closed @ Stage 3 Investigation
	0
	0
	0
	0
	0
	0
	0
	0
	0

	Complaints closed @ Stage 4 Review
	0
	0
	0
	0
	0
	0
	0
	0
	0

	Children & Young People Complaints received 
	0
	0
	0
	0
	0
	0
	0
	0
	0

	Complaints Ongoing 
	7
	1
	5
	6
	16
	6
	5
	3
	49

	Comments Received 
	0
	1
	3
	0
	5
	0
	5
	2
	16

	Compliments Received 
	3
	1
	2
	11
	10
	1
	4
	1
	33


	HoS Area
	C1
	C2
	C3
	C4
	C5
	C6
	Total

	Complaints closed @ Stage 1 Registration
	2
	0
	0
	2
	0
	0
	4

	Complaints closed @ Stage 2 Problem Solving
	9
	10
	7
	2
	4
	5
	37

	Complaints closed @ Stage 3 Investigation
	0
	0
	0
	0
	0
	0
	0

	Complaints closed @ Stage 4 Review
	0
	0
	0
	0
	0
	0
	0

	Children & Young People Complaints 
	0
	0
	0
	0
	0
	0
	0

	Complaints Ongoing 
	3
	4
	10
	4
	0
	5
	26

	Comments Received
	0
	2
	9
	2
	3
	3
	19

	Compliments Received 
	1
	0
	1
	1
	1
	3
	7


	HoS Area
	S1
	S2
	S3
	S4
	S5
	S6
	S7
	Total

	Complaints closed @ Stage 1 Registration
	5
	0
	13
	1
	8
	7
	10
	44

	Complaints closed @ Stage 2 Problem Solving
	3
	5
	5
	11
	20
	6
	1
	51

	Complaints closed @ Stage 3 Investigation
	0
	0
	0
	0
	0
	0
	0
	0

	Complaints closed @ Stage 4 Review
	0
	0
	0
	0
	1
	0
	0
	0

	Children & Young People Complaints 
	1
	0
	2
	1
	1
	0
	0
	5

	Complaints Ongoing 
	4
	1
	16
	3
	8
	5
	4
	41

	Comments Received 
	1
	0
	0
	1
	4
	4
	3
	17

	Compliments Received 
	1
	1
	3
	1
	8
	1
	2
	17


	Nationally
	

	Complaints closed @ Stage 1 Registration
	111

	Complaints closed @ Stage 2 Problem Solving
	121

	Complaints closed @ Stage 3 Investigation
	0

	Complaints closed @ Stage 4 Review
	0

	Children & Young People Complaints 
	5

	Complaints Ongoing 
	116

	Comments Received 
	52

	Compliments Received 
	57
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