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CHILDREN AND FAMILY COURT ADVISORY AND SUPPORT SERVICE

Paper for the Board meeting on 07 December 2007

 REPORT ON COMPLAINTS RECEIVED DURING THE PERIOD: APRIL 2007 TO SEPTEMBER 2007

1

AIM AND PURPOSE

1.1 To provide the Board with an overview of the nature and volume of comments, compliments and complaints received during the last financial year.  

1.2 To update the Board on the work to further develop and improve systems for getting feedback from service users and to refine our procedures and to revise    them in line with Department for Children, schools and Families (DCSF) requirements for Local Authorities. 

2

ACTION FOR THE BOARD

2.1
This report is for information and discussion only.

3

RECOMMENDATIONS
3.1
That the Board Task Group continue to oversee changes to the Cafcass Complaints Procedures, in line with the DCSF guidance for complaints by children, when the first draft is issued in January 08.

4 
KEY ISSUES FOR THE BOARD TO CONSIDER

4.1
This is the second report that has been prepared extracting information direct from the Request and Feedback Log (RFL), which is built into the Case Management System.

4.2
The system is being further developed and refined in the work that is being undertaken on the CMS system this year but the National Complaints Manager is satisfied that data capture on the system continues to improve as Service Managers have become more familiar and confident in its use.

4.3 
A new Quality Assurance tool to ensure that Service Managers’ responses to complainants are checked for content and tone before being sent has been developed in line with the feedback from the Ombudsman. This will be piloted from December for six months.

4.4 
All complaints managers have now received training in dispute resolution and conflict work as part of the Change Programme and ongoing focus on user feedback.

4.5 
The National Complaints Manager has continued to work closely with colleagues in our Knowledge Learning and Development team to ensure that lessons learned from complaints are incorporated into the knowledge of the organisation and contribute to real actions and outcomes.  A revised process will be implemented from this month.

4.6 
New posters have been produced and put up in our offices to remind/inform children and other service users of their right to comment and complain.

4.7 
The initial scoping work on changes to our procedures to bring them in line with DCSF has now been completed and a first formal draft will be available in January.  This has been somewhat delayed by the internal restructure in relation to the issue of line management of complaints managers.  The new procedures do support management of complaints being completely separate from operational management of staff in a given area.

4.8 
We have now appointed the Head of Customer Service and Quality to lead this work and I am delighted to inform the Board that this is Mr David Moy, our current National Complaints Manager.  Mr Moy will manage the Complaints Managers located within the 3 service areas, and his reporting line has now moved from myself to Ms Sherry Malik who will now take this work into her existing portfolio, which includes all other forms of Service User Feedback as well as KLPD.  The ongoing opportunities to fully integrate all aspects of this work will therefore be even more firmly embedded within the new structure.

5
 
ISSUES TO NOTE IN THE STATISTICAL REPORT

5.1
The Board will note that there is some improvement in adhering to the timescales for responding to complaints.  This will continue to be addressed with managers.  Similarly, whilst there is an improvement in the information relating to ethnicity of complainants, there is still substantial work to be done to reduce the number of cases where this information is missing where service users do not return the monitoring form.

5.2 

Complaints from children have doubled in relation to the same period as last year, which suggests that our efforts to inform children of their rights in this respect have had some impact.

5.3 

The guidance manual issued to staff in January appears to have helped considerably in responding to complaints from children and this must also be seen alongside the other initiatives including “Hear Now” which are seeking to stimulate more direct feedback from children to help us better shape our service to their needs.

Lamorna Wooderson

Corporate Director Partnerships

November 2007 
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