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Introduction
2015-16 in figures

24 service

We worked with

116,104

providers, working
with more than

1,100 families

children
There were

67,000

We received

12,741

views of the Parenting
Plan in the internet

care applications

We have

1,754
staff

members

We received

37,649

new private law
applications

This is the third annual quality account of the Children and Family Court Advisory and Support Service
(Cafcass), setting out the steps we took between April 2015 and March 2016 to improve our practice, and
what we plan to do in the coming year to keep moving forward.
The year saw another increase in demand, with a 10.3% increase in private law cases and a 14.2% increase
in the number of care applications, compared with the previous year. The past year has been challenging;
however, we have continued to maintain quality levels, despite high case volumes. We are working with
our sponsor department, the Ministry of Justice (MoJ), on our future operating models to assess which
measures will help manage demand, while ensuring that children and families continue to receive a good
service. We have continued to develop ways to positively support the wider family justice sector to improve
and deliver services better targeted towards children and families, identifying innovative business and
practice models to drive efficiency and improve outcomes.
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Did we achieve what we set out in the 2014-15 Quality Account?
We said we would
Show continuous improvement in the
quality of our work, demonstrated
through thematic reviews and area quality
reviews. We agreed to develop measures
to assess outcomes for children and the
added value of our work.

What we have done
We completed two area quality reviews and three thematic
audits, highlighting strengths and areas for further
improvement. We introduced a new Quality Assurance and
Impact model, which focuses the impact of our work on
outcomes for children, and we are piloting a child outcomes
project in three areas of the country so that we can better
understand the impact of our work.
Meet our key performance indicators (KPIs) Despite rising demand and financial challenges, we have
and demonstrate our contribution to the
exceeded our KPIs. We have worked with our partners
key performance measures for the family
across the family justice system to support sector wide
justice system.
improvements such as reducing our timescales to help meet
the target of concluding care proceedings within 26 weeks.
Make sure that we bring the uniqueness
We have embedded the priorities of our Equality and Diversity
of each child to the court’s attention,
strategy and continue to review our priorities so that we are
including needs related to diversity.
meeting the needs of all the children we work with.
Continue to develop our workforce and,
We have supported our workforce by providing staff with
through applying learning from our
current technology which allows them to work flexibly, as
practice, make sure our staff are fully
well as an award-winning health and well-being programme.
equipped to provide the best possible
Management and leadership programmes, and individual
service to children.
coaching, have helped ensure our staff are fully equipped to
provide the best service possible to children and families.
Continue our work to help the public
We have engaged with the public through targeted
understand better how children are
campaigns, publications, research and open board meetings.
safeguarded within the family justice
We have conducted a survey of our service users and we
system and receive important feedback
review the complaints and compliments we receive to inform
from children and families that helps us to our practice. We continue to work closely with the Family
improve the quality of our service.
Justice Young People’s Board (FJYPB) to ensure our service
remains child focused.
Deliver our savings requirement by
We have successfully delivered our savings targets for the
continuing to innovate throughout all
financial year 2015-16 and have promoted innovation
front and back office functions and across throughout the organisation to drive further efficiencies,
organisational boundaries.
such as through the digitisation of post.
Use our unique position and insight to
We have completed four research projects in 2015-16 that
generate high impact and timely
have helped inform our own practice and provided learning
research to inform our own practice
for the wider family justice system, including exploring
and increase our influence across the
our contribution at First Hearing Dispute Resolution
family justice system.
Appointments, assessing our contribution to serious case
reviews and analysing special guardianship cases. In the
coming year we will carry out research into: what works in
Cafcass interventions; recurrent private law proceedings;
cases involving allegations of domestic abuse; as well as a
service user feedback survey.
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Quality of our practice
We have continued to show improvement in our
performance and the quality of our work by
exceeding our KPIs and implementing a robust
process of quality assurance and thematic audits.
Compared with the previous year, we have
increased our rates of casework assessed as Good
and Outstanding, and reduced the percentage of
work not meeting our standards. We will continue
with this internal audit and quality assurance
programme throughout 2016-17 to ensure that
our standards of service continue to improve.

Activity
Exceeded all of our KPIs

Quality assurance and
impact model
Area quality reviews

Thematic audits

What have we delivered?
It took an average of 0.7 working days to allocate a public law care case,
with 99.7% allocated by month end. 98.8% of our private law section 7
reports are filed by the agreed date and 98.7% of private law cases are
allocated by month end.
We introduced a new strengths-based model that assesses elements
of good practice, impact, and value added, and informs where
improvements can be made to our service.
A three year programme will see each service area peer reviewed. Two
areas have been reviewed so far identifying a commitment from staff
to the children they work with, and a robust approach to safeguarding.
Learning points included ensuring the timely recording of management
oversight of casework, and clarifying the process of case allocation to
ensure consistency.
Three thematic audits have been carried out to review our involvement in
public law proceedings and the use of position statements, the quality of
our liaison with Independent Reviewing Officers (IROs), and our work in
private law cases leading up to the first hearing.
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Activity
Pilots measuring child outcomes

What have we delivered?
Pilots are underway in three areas of the country to assess
child outcomes in private law cases. The evidence will be
triangulated with information from Cafcass, the court, and
service user feedback including adults and children. The pilot will
be evaluated before considering whether it should be rolled out
nationally across the organisation.
Royal Literary Fund
We accepted an offer from the Royal Literary Fund for a writer
in residence, to deliver a programme which compliments
existing initiatives to improve the writing of our staff. The writer
in residence has delivered a series of workshops and reading
groups, and has contributed a monthly column in our internal
staff newsletter.
Social work evidence template
We worked in partnership with the Association of Directors of
Children’s Services (ADCS) to launch an updated template for local
authority social workers to use when submitting evidence to the
court to support an application for a care or supervision order.
Embedding the FJYPB national charter We continue to provide funding for the FJYPB and work closely
with them to embed their national charter of child inclusive family
justice, ensuring we remain child focused in everything we do.
For example, members of the FJYPB help to develop and review
resources for children such as ‘My letter to the judge.’ The FJYPB
held its third annual Voice of the Child Conference last year,
presenting to an audience of 300 professionals from the judiciary,
Cafcass, children’s social care, and government departments.
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How do we know?

The majority of local authorities are now using the social work evidence informed template.
When talking about the template David Norgrove, Chair of the Family Justice Board,
said: “The template has helped promote a more analytical and consistent approach, and is
proving its value across England and Wales. I commend it strongly.”

Attendee of Royal Literary Fund
Master class: “Yvonne (writer
in residence) was engaging,
knowledgeable and inspirational.
I completed a report straight after
using some of the tips and I think
it reads better as a result. I look
forward to cascading the learning
once I have the training pack to
support me and await with eager
anticipation the roll out of the road
shows in the coming year.”

Member of the FJYPB:
“Working with Cafcass has been an
amazing opportunity. Not only can I actively
make a difference, but I have met some
really great people. The best feeling is when
your ideas are put into action and you know
you have improved someone else’s
experience in the future.”

Compliment from father in a private law case: “The FCA conducted herself in
a professional, non-rushed, sympathetic, listening manner and exceeded my
expectations. I was nervous before meeting Cafcass and thought I may not be given
the time to express myself or express fully the way I feel the welfare for my son
should be paramount in any legal discussion. As a father I have come to feel I’m not
the important one in my son’s life the legal system has a way of leaning towards
the mother, a feeling I have had for a good four years now. I’ve struggled in making
a court application because of the potential impact on my son, but only had the
courage to make that application because I want to and I feel he wants to spend more
time with me. So I was nervous but the FCA made the process painless, but at all
times remaining professional and unbiased.”

Child in a private law case:
“My Cafcass officer listened to me and
made me feel less anxious about going
through the family court system.”
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Measuring the child’s voice
•

•

•

•

Areas of impact
Child seen and wishes and
feelings used to inform
recommendations
Evidence of understanding
and analysis of the child’s
experience

•
•

•
Evidence of children being
enabled to make choices where
appropriate
•
Good child impact analysis
included in report

Evidence of impact
Case recording includes details
of seeing child

•

Case planning includes seeing
child, tools and techniques to
be used

•

Evidence informed practice
tools and direct work tools are
well used and on file

Court order
reflects assessed
recommendations

•

Final arrangements for
the child will ensure
needs are met

Analysis and recommendations

Evidence of outcomes
Final arrangements are
safe and in child’s best
interests

Quality Assurance framework to measure impact and outcomes
•

Quality Assurance tools

•

Practice observations

•

Collaborative Quality Assurance (discussion with Family Court Adviser) (FCA)

•

Child feedback

•

Stakeholder feedback

Child is heard

How do we know?
The diagram above breaks down the key
impact and outcomes and what these mean
in terms of the child’s voice, how the child
remains at the centre of our work, and the
measures we have in place to monitor and
assess impact.
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Learning and development
Continuous learning and development remains one of Cafcass’ highest organisational priorities. We provide
staff with opportunities for personal and professional development to improve the service we provide to
children and families, to engage and retain the best staff, and to encourage career progression.
Activity
Improve our online eLearning
platform, mySkills

What have we delivered?
We now have 53 online modules on mySkills, which have been
accessed by 1,871 members of staff. Every member of staff has
completed at least one module.
Provide an in-house library service for The library service responded to 5,140 requests, sending out
Cafcass staff
8,886 items this year across a workforce of almost 1,800 staff.
Demand for the service has grown and the requested topics help
inform our wider learning and development priorities.
Deliver training and workshops
We provided 3,006 workshop places, with 84% of attendees
through our National Improvement
reporting a change in their practice.
Service and Human Resources
Evidence informed practice tools
We continue to ensure our staff are provided with the most up
to date evidence informed practice tools to use in their work. A
working group has been set up to evaluate the effectiveness of
current evidence informed practice tools.

How do we know?

Example: training on attachment and
parenting capacity

The demand from staff for new and innovative
learning materials continues to grow. In the last
12 months, the number of workshop places has
increased by 13%; we have 29% more eLearning
modules available, and staff seeking to extend
their knowledge have made 1,224 literature
search requests to our library.

Over 300 experienced members of social
work staff registered to attend training on
attachment and parenting capacity, which
will run throughout 2016. This advanced level
training, led by a team from the University of
Kent, is part of our wider programme being
developed. It offers master classes in matters
such as risk analysis and dispute resolution.
This is vital in supporting our staff to extend
their social work expertise and influence, to
further improve the service we provide for
children in family proceedings.
“Participants on the attachment and parenting
capacity course have reported that the
content is stretching and stimulating and has
immediate relevance for their assessments.
One participant told me he felt ‘energised
and very motivated’ by the course.” Cafcass’
Principal Social Worker, and Learning and
Development lead.
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Workforce development
We strive to provide all of our staff with a range of development opportunities, tailored to suit their
individual needs. A number of practitioners and teams have been encouraged to enter awards, with
our notable achievements including ‘Social Worker of the year’, ‘Student Social Worker of the year’, and
‘Employer of the year’ at the Social Worker of the Year awards 2015. We also won awards for our employee
wellbeing strategy and approach to flexible working.
Activity
A tailored management development
programme, of 10 modules

What have we delivered?
We delivered 43 workshops, attended by 424 managers and
emerging talent participants. 85% of attendees say they have
changed their management style as a result.
An award-winning health and
Our resources available to staff include 1:1 consultations, team
wellbeing programme
seminars, and online materials, with information disseminated
via our health and wellbeing champions in each area. Our
sickness levels are one of the lowest in the sector, of 7.5 days,
down from 8.8 days in 2014-15.
Leadership development programmes Over 150 managers attended the series of workshops delivered
by Sheffield Hallam University, with 80% of attendees rating the
workshops as good or better. Senior leaders have access to our
leadership programme with the Henley Business School.

How do we know?
“Most days there are opportunities to use the learning, to make challenging
conversations easier, and consequently more effective”. A participant on the
management development programme.

Example: Emerging talent
Our talent management strategy, Emerging talent, is in its
third year and has so far supported 228 members of staff. The
programme continues to contribute positively towards
growing our talent and retaining high-performing staff. The
promotion rate among participants, at 16%, is considerably
greater than the national figure of 5%. Sickness absence levels
for staff on the programme are, on average, 33% below our
national average.
“The programme really helped me to focus on developing the
skills I needed to move to the Service Manager role. I felt
really supported throughout, and I gained experience in
supervising and supporting colleagues, quality assuring work,
and partnership working with other agencies”. An Emerging
talent participant.
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Directing our resources
towards proactive health and
wellbeing practices

“Backed up by a good workload management system
and regular 1-2-1 and team meetings, people are
able to manage a good work life balance.”

4G technology that works

High quality situational
supervision at the point of
need (putting a team
around the issue quickly)

“We ensure there is clarity on the
key professional tasks e.g. adding
value to decisions made for children
through the quality of our analysis.”

Reasons for deeper staff
engagement and higher productivity
Sharing risks between
managers and practitioners
Tapping into the
wisdom of crowds

at Cafcass

“We’re regarded by the court as experts and, as long
as we’ve demonstrated we can perform to standards,
are trusted by our managers to fulfil this role.”

Clarification of the
professional task

Flexible working that
is real for indivduals

“For me it’s about weighing up financial gain offered by some employers versus how an organisation will
support your professional development and your mental health and wellbeing. The choice was easy.”
Recognition from the sector:
Best Social Work Employer
Best Healthcare Strategy (Very Important Benefit Awards)
Best Flexible Working (Working Family Awards)
Innovation in Flexible Working
(2015 Working Mums Top Employer Awards)

Overall Top Employer
(2015 Working Mums Top Employer Awards)
Personnel Today 2015 Overall Winner
Shortlisted in 2016 for Best Total Reward Strategy
(Employee Benefits Award)
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Engagement with children and families
We carried out our third national survey based on parents’ views of their private law cases. In this year’s
study, we sought to explore ‘what happened next’ by asking how arrangements made at court have worked
out for parents and children after proceedings ended.
Activity
A third national survey of parents’
views of their private law cases

Family Justice Young People’s Board
(FJYPB)

Online presence on the Guardian
social care network

Cafcass open Board meetings

Improvements to the Parenting Plan

Complaints and compliments

What have we delivered?
A survey of 143 parents, looking at ‘what happened next’ after
their private law case ended. 53% of parents said that there had
been stability in arrangements for the child, following the court
order, with a further 32% describing minor changes.
The FJYPB has continued to support developments within Cafcass
practice through a system of commissions. Cafcass works closely
with the FJYPB to make sure that the voice of the child is heard
within the family justice system.
We have supported four online Q&A sessions, covering
recruitment and retention in social work, flexible working,
child exploitation, and how to build resilience in frontline staff.
The sessions generate open discussion with professionals and
members of the public interested in the sector.
Two of our Board meetings each year are open to the public. The
December 2015 open Board focused on the changing structure
of modern families. Colleagues, stakeholders and members of
the public were invited to discuss how best to support children in
often changing and challenging circumstances.
We made significant improvements to the Parenting Plan during
this year, with a new section on listening to children. 42,000
printed copies were ordered during the year, with more than
10,000 copies downloaded.
We received 1,007 complaints, a reduction of 24% on the
previous year. 96% were responded to within 15 working days,
and the majority related to our private law work. We received
585 compliments, an increase of 187 on last year.

How do we know? Example: engaging with the surrogacy community
As part of a campaign to increase awareness of the importance of obtaining parental orders for children
born through surrogacy, we gathered insight into the journey surrogates and parents take, to identify
key points at which they would seek information or come into contact with professionals.
We contributed to a series of health visitor conferences, speaking to 240 health visitors, and included
our messages about parental orders in a health visitor publication. We are also currently working with
the General Register Office to provide further targeted information to surrogates and parents, when the
child’s birth is registered.
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Family justice reform
The majority of our work is carried out in the family courts, providing advice for judges and magistrates to
help them to make a safe decision about a child’s future. However, over the past year Cafcass has expanded
its commissioned services and worked with families who need assistance in working out arrangements for
children after separation, but do not require the specialist intervention of the family court.
Activity
Promoting the Parenting Plan and
Family meetings

Private law reform

Settlement conferences

DNA testing

What have we delivered?
We have delivered the Supporting Separating Parents in Dispute
pilot in five service areas, signposting families to services to assist
with the fall-out of separation. We are also piloting meetings before
proceedings in Teesside and Greater Manchester where there are no
safeguarding issues, to help empower parents to construct their own
solutions to their dispute without going to court.
We have been working with the MoJ to help build an
understanding of current practice in private law cases, and to
map out a landscape that continues to promote out of court
services wherever suitable for children and families.
We have explored judge-led settlement conferences in Devon
and Liverpool, used across public and private law, with the aim
of negotiating a child-centred way forward to avoid a trial or
adversarial court process. So far 40 settlement conferences
have been held in Liverpool by the Designated Family Judge
and a District Judge, and a smaller number (10-15) in Devon.
Settlements have been reached in the vast majority of cases.
We have rolled out a national DNA testing service for parents
with a child arrangements dispute in the family courts. The
service is funded by Cafcass and is delivered through an
innovative collaboration with a DNA testing laboratory which
offers a high standard of tests with low cost collection of samples.
We are piloting whether this can be extended to provide drug
and alcohol testing.

How do we know?
As part of promoting the out of court agenda our
Portsmouth team is participating in a documentary
commissioned by the BBC, highlighting the
experiences of families going through separation,
including those who access out of court services
like mediation and those who pursue resolution
in court. We also supported a therapeutic pilot
for couples entrenched in high conflict cases, ran
by the Tavistock Centre for Couple Relationships,
which showed a significant success rate.
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Partnership working
Our partnerships provide opportunities to learn from emerging and best practice, and to test new and
innovative models for delivering services.
Activity
What have we delivered?
Practice notes setting out best practice We have issued two joint practice notes with the ADCS: one
on the assessment process for Special Guardians; the other on
practice in section 20 (Children Act 1989) cases.
A helpline to support separating
We delivered the helpline to parents in five areas,
parents in dispute (in partnership with signposting families to services that can provide help during and
the MoJ)
after separation.
Contributing to Government and
We made submissions to eight consultations, including an
sector consultations
All-Party Parliamentary Groups (APPG) inquiry into children’s
social care, and Ofsted’s proposals for joint targeted area
inspections. We shared our experience of working with all 146
Local Safeguarding Children’s Boards (LSCBs) to support Alan
Wood’s review for the Department for Education (DfE) and
arranged for him to hear views directly from the FJYPB.
Contribution to improvements within This year, we completed our management of Birmingham
the sector
City Council’s Independent Reviewing Officer (IRO) service,
having made considerable improvements. At the end of our
involvement, all looked after children in Birmingham had an IRO
and caseloads for IROs have dropped from an average of 95 cases
to 78.

Example: Special guardianship orders
One of the joint practice notes issued in
partnership with the Association of Directors
of Children’s Services (ADCS) in 2015-16
was on the assessment process for special
guardians. This was produced following
sector concern that there were cases where
special guardianship orders were being made
without sufficient consideration for the
placement’s long-term viability. This
practice note preceded the Government’s
review of special guardianship, led by the
DfE, which culminated in positive changes
to the governing regulations. Cafcass
contributed to the Department’s review by
attending a working group, and providing
a qualitative case file analysis of 51 special
guardianship orders.
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Equality and Diversity
We continue to embed our Equality and Diversity Strategy within our casework and in our work with staff.
Our team of diversity ambassadors continues to lead events in their local service areas, with best practice
then shared nationally.
Activity
Provided training materials for staff,
including honour-based violence, and
communicating with deaf parents
Improved our knowledge of the needs and
circumstances of the children and families
we support
Provided local commissioned services
with a grant, to identify needs and
implement change
Reasonable adjustments in the workplace

Raising awareness of dyslexia and how to
support staff

What have we delivered?
80% of respondents indicated that diversity training
improved their awareness and understanding. Learning
points were shared nationally.
We reintroduced the recording of diversity monitoring
within our case management system, to improve the
quality of data we hold, and we reviewed and updated our
guidance to staff on working with interpreters.
Our Diversity Ambassadors supported partner agencies in
addressing equality and diversity in their service delivery.
Around 200 staff have a reasonable adjustment in place,
ensuring they are supported in fulfilling their role. Thus
includes adaptations to workstations and assisted software.
Six Dyslexia Action workshops, and online materials,
accessed by 75 members of staff.

How do we know?
Cafcass won three awards at the Employers Network for Equality and Inclusion awards, including:
Excellence in training; wellbeing at work; and the overall public sector winner. We have made a Time to
Change pledge and signed up to the Mindful Employer Charter, indicating to staff, service users and the
public that Cafcass is taking action to tackle stigma and discrimination around mental health.

Example: Raising awareness through a range of training
opportunities
“The session on mental health was inspirational and poignant. This
is one area of difference that we can sometimes shy away from due
to fear and ignorance.” Senior Service Manager.
“An excellent, interesting and extremely useful training group which
I would recommend to any staff who were unable to attend on this
occasion.” A participant from a workshop on honour-based violence.
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Innovation
Innovation is championed across Cafcass, in order to actively seek out and develop ideas that will improve the
service we provide. Although permeating multiple teams and locations, innovation is delivered within a defined
structure of boards and programmes, to support robust risk and benefit management. A new Business Analysis
Team was established from within existing resources to provide coordinated analytical expertise.
Activity
Creating a flexible workforce

‘Digital by default’ approach to
correspondence

Case alerts and updates to service
users via text and email

What have we delivered?
All frontline staff received a new smartphone, to be extended to
all staff in 2016. We are refining our IT requirements to ensure
staff are provided with the best, latest technology to support
their work and enable them to work electronically, whatever they
are doing.
We have centralised and digitised the receipt process for all
documents with standardised formats such as court orders and
applications. This has reduced the levels of printing and scanning
required in local offices, and has increased data security.
We are in the process of developing this interactive practice tool,
to share relevant case documentation with service users securely.

How do we know?
Our joint project with Egress won ‘Security Project of the Year – Public Sector’
at the Computing Security Awards 2015. The award acknowledges Cafcass’
work to incorporate a secure email system that means we can share sensitive
information electronically with courts, local authorities, and the families we
work with.
Example: National psychology pilot
This pilot programme provided staff with access
to an accredited clinical psychologist for one-toone case consultations, which supported staff
in dealing with ever-evolving and increasingly
complex issues in their casework. Participant
feedback, and an audit of a sample of cases, found
improvement in the quality of recommendations
and the management of risk, with the learning
transferable to other cases. The service has now
been embedded to support quality intervention
in complex cases and to enable continuing
professional development.
“The chance of having an expert work through
case issues is so valuable. The opportunity to see
things from different angles adds huge value to the
case.” A practitioner who participated in the pilot.
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Looking forward and summary
What will we be doing over the next year to keep improving
the quality of our work?
Our focus will be on continuous improvement, while managing demand effectively and making financial
savings when and where we can (see diagram below). Our level of performance and quality was externally
assessed by Ofsted in 2014 as being Good with Outstanding Leadership and Governance. Our auditing and
benchmarking programmes show that we have made further improvements in 2015-16 and our aim is to
provide a service to children and families that is outstanding.
Over the next year we will:

1

Embed the revised Quality Assurance and Impact model, to
identify continuous improvement in the quality of work through
area quality reviews and thematic audits.

2

Meet all KPIs and demonstrate our contribution to the
key performance measures for the family justice system.

3

Use our unique position and insight to generate
high impact and timely research to inform our
own practice and influence across the family
justice system.

Quality
improvement

We have to
do these
simultaneously
Efficiency

Demand

savings

mangement

4

Use Ofsted and other audit and inspection
outcomes from across the sector as
sources of learning and inspiration.

5

Collaborate with the MoJ regarding future policy, legislation and the future remit of Cafcass.

6

Continue to develop and pilot innovative practice to drive efficiencies across the organisation.

7

Update our Workforce Strategy and Equality and Diversity Strategy, and continue to embed the
core priorities into our work.

8

Continue to work with existing and new partners to identify opportunities of joint working
initiatives that will improve the service.

9

Continue our work to help the public better understand how children are safeguarded within the
family justice system and use feedback to further improve the quality of our service.

10

Continue to work closely with the FJYPB to ensure its national charter for child inclusive family
justice is implemented effectively across the organisation.

Our annual Quality Account is our track record. We hope it attracts interest and comment as all
organisations responsible for providing complex services benefit from the wider interest taken in their
work, to shine a light on aspects of work where we could do better. Please send any feedback, comments
or suggestions by email to: customerfeedback@cafcass.gsi.gov.uk. Or send by post to: Customer Feedback
Team, National Business Centre, Millburn Hill Road, University of, Warwick Science Park, Coventry, CV4 7JJ.
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