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This document is primarily aimed at adults and lists the key consultation questions for individual service users and stakeholders to consider. Cafcass will also be seeking the views of children and young people separately from this questionnaire but older children and young people should not feel precluded from responding to these questions should they wish to do so.

The draft of the proposed Complaints Procedures sets out the formal procedures to be applied by Cafcass when receiving a complaint from a child, young person or adult receiving the service. 

In addition Cafcass will also produce a simplified leaflet to replace the current booklet “Your Views Count”, which will be aimed more specifically at children or young people who receive the service.

The draft complaints procedures is intended to follow closely the guidance produced by the DCSF as to how Children’s Services should set out to respond to complaints and representations made by children and young people receiving services. Each relevant principle has been included under each relevant question. 

A full copy of the DCSF guidance can be found at: 
http://www.everychildmatters.gov.uk/_files/09CC656B2B98A12A9905CAADA055ACAA.doc
Here are the key principles as set out by the DCSF:
     
· A good procedure should ensure that children and young people (and other service users) who make representations have their concerns resolved swiftly and, wherever possible, by the people who provide the service locally.  The complaints procedure should be a useful tool for indicating where services may need improving.  It is a positive aid to inform and influence service improvements, not a negative process to apportion blame.
· Local Authorities (and other government bodies) should develop a listening and learning culture where learning is fed back to children and young people (and adults) who use services – and fed into internal systems for driving improvement.  The same listening and learning culture should shape wider opportunities for working in partnership with children and young people, such as individual reviews and systematic quality assurance.  It should give children and young people (and adults) opportunities to tell the local authorities (and other government organisations) about both their good and bad experiences of the service.
· The following principles are based on the experiences of children and young people receiving public services.  Meeting these principles should assist local authorities (and other government bodies) in providing a successful complaints procedure to children and young people (and adult service users).
Consultation Questions based on the 

principles set by the DCSF

Please tick a box to indicate your response. We would also appreciate it if you could include any suggestions that you may have in response to any of the questions in the box after the last question clearly stating which questions your comment relates to, or any other points you may wish to raise.
Q1. Do these procedures read clearly and do you think they will be easy for children and adult service users to use? 

If not, then please make suggestions. (NB: along side this procedural document there will be a leaflet explaining the new procedures in language suitable for children and young people). 

· DCSF principle: 
The complaints procedure should be clear and easy to use.


Yes 







No

Q2. Do you think these procedures adequately set out a dignified and respectful approach to responding to complaints and concerns raised by children and other service users? If not do you have suggestions or comments you wish to make about that?

· DCSF principle:
It should ensure that the people who use the service are treated with dignity and respect, are not afraid to make a complaint, and have their concerns taken seriously.


Yes 







No

Q3. Do these procedures provide the route for Cafcass to respond to complaints and representations fairly and reasonably, as far as it is possible to do so? If not do you have suggestions or comments you wish to make about that?

· DCSF principle:
It should ensure, as far as is possible, even-handedness in the handling of complaints.


Yes 







No

Q4. Are Cafcass safeguarding duties sufficiently dealt with through paragraph 3 of the draft procedures, in conjunction with Cafcass’ safeguarding procedures? If not do you have suggestions of comments you wish to make about that?

· DCSF principle:
It should ensure that any concerns about the protection of children are referred immediately to the relevant social services team or to the police.


Yes 







No

Q5. The emphasis on problem solving and local resolution to tight timescales within stage 1 of these draft procedures sets out to achieve quick local resolutions where possible. 
Do you think these procedures meet this principle in terms of resolution? If not can you suggest improvements?

· DCSF principle:
It should make sure that as many complaints as possible are resolved swiftly and satisfactorily at the local level.


Yes 







No

Q6. These draft procedures set out the requirements for children and young people 

to be offered advocates in the process. The same would apply for vulnerable service

users as in Cafcass current procedures. 

Paragraph 3 sets out the duty on Cafcass to offer to meet with both the Children or

other service user making the complaint as well as the member of staff complained

about.

Through the use of the management review of the work undertaken by the practitioner, these procedures provide an early opportunity for the organisation to assess that work and state where it does or does not meet Cafcass standards and requirements. This is intended to ensure and provide an opportunity to give more information at the outset as to the service that Cafcass expects to provide. 

Do you agree that the procedures support the following DCSF principle in terms of fair process and adequate support? If not do you have suggestions of comments you wish to make about that?

· DCSF principle:
It should ensure a fair process and adequate support for everyone involved in the complaint.


Yes 







No

Q7 Do you agree that these procedures provide a good basis to meet the minimal

delay principle?

· DCSF principle:
It should ensure that the child or young person (or adult) receives a full response without delay.


Yes 







No

Q8 These procedures state that they apply to self employed as well as employed 

staff. Do you agree that the following principle is therefore met?

· DCSF principle:
It should enable any authority purchasing services in the independent sector, to exercise its continuing duty of care.


Yes 







No

Q9 At paragraph 6 these draft procedures properly direct children and other service users to the correct external agencies for responding to complaints about work not specifically undertaken by Cafcass. Does this meet the following principle?

· DCSF principle:
It should secure sensible and effective links with other procedures in local government.


Yes 







No

Q10 Children and other service users are told and will continue to be informed that they are entitled to raise concerns about how we follow our procedures with the Parliamentary and Health Service Ombudsman. Do you agree that the following principle is  met through these procedures?

· DCSF principle:
It should safeguard the child or young person’s rights of access to other means of redress, such as the Ombudsman.


Yes 







No

Q11 Do you agree that the references throughout to recording and learning from

complaints and the process for doing so, meet the following principle?

· DCSF principle:
It should ensure that authorities monitor their performance in handling complaints, deliver what they have promised, learn from complaints and use this learning to improve services for everyone who uses them.

Yes 







No

Please include any suggestions you may have in relation to the Complaints Procedure and these questions in the box below.  Please state which question your suggestion relates to. Feel free to use additional space. 

Responses to the questions are to be emailed to Chris Larcombe at christopher.larcombe@cafcass.gov.uk by Friday, 15th August.  

Cafcass new Complaints Procedures are scheduled to be implemented in the Autumn of 2008, subject to the responses to the consultation process that has now been instigated. It should be noted that any complaints that have previously been dealt with through Cafcass current or previous complaints procedures, will not be entitled to be reopened as a result of these new procedures being implemented.
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