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TO: SOCIAL WORK COMMITTEE 

FROM: DIRECTOR OF SOCIAL WORK 

DATE: 29 FEBRUARY 1996 REF: DMcK/MR 

REPORT 

SUBJECT: SOCIAL WORK 
COMPLAINTS PROCEDURE 
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Introduction 

The purpose of this report is to advise on proposed interim 
arrangements within North Lanarkshire for carrying out the Council's 
responsibilities to establish an effective complaints procedure, 
covering all its functions. 

Specifically, the report seeks approval to adopt, with minor 
amendment, existing Strathclyde Regional Council social work 
procedures relating to the administration, investigation, resolution 
and monitoring of complaints. 

Backqround 

In terms of the National Health Service and Community Care Act 1990, 
each social work authority is required to establish a complaints 
procedure for all social work functions, including services to 
children. 

Further Scottish Office guidance intended to revoke original guidance 
and identify adjustments and improvements to that originally given, is 
awaited. 

The North Lanark authority will, on the 1st April 1996, inherit 
responsibilities for resolution of individual complaints on the basis 
of the geographic location of the service user at the time to which 
the complaint relates. 
established procedure to address these. 

It is incumbent on the Council to have an 

A report to Committee, dated 23.2.96 from the Director of 
Administration, seeks approval to establish a Social Work (Complaints 
Review) Sub-Committee to deal with complaints where internal 
departmental complaints procedures are exhausted. 
deals with the composition of that Committee. 

That report also 

The Social Work (Complaints Review) Sub-Committee is a component of 
existing Strathclyde Regional Council procedures which, with 
amendment, it is recommended be adopted. This step would follow on 
from clearly defined stages for dealing with complaints at source, at 
Area Manager and penultimately at Headquarters levels. 

....... / 
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3. Broad Principles 

Procedures to be adopted are underpinned by the following principles: 

a] Mechanisms and rules-of the system are succinct and clearly 
understood by all concerned; 

b] The system operates uniformly throughout, at all levels, within 
formal rules of procedure and with written communication at all 
stages; 

c ]  Timescales are detailed; 

d] The existence of the procedures and its use are widely 
publicised; 

e] Initial responses to complaints are dealt with as close to source 
as possible; 

f] Assistance in preparation and presentation of their case will 
where appropriate be provided to complainants; 

gl An element of independent appeal is built into the system; 

h] The procedure is discrete, self-contained and separate from 
disciplinary or grievance procedures or other means of redress. 

3.2 It is envisaged that expected Scottish Office guidance and directions 
will not significantly deviate from the above principles and that a 
conciliatory approach to resolving complaints will continue. It is 
considered precipitating to develop existing procedures in advance of 
pending guidance. 

4. Proposal 

4.1 In the short term, it is proposed that North Lanarkshire Council 
adopts the existing Strathclyde Regional Council complaints procedure, 
with appropriate amendment to customise this. 

4.2 In the longer term, on receipt of guidance and direction from the 
Scottish Office, the complaints procedures will be reviewed and 
relevant guidance and procedures brought forward for the Committee's 
consideration. 

5. Recommendation 

Committee is asked: 

1 )  to approve the existing Strathclyde Regional Council social work 
complaints procedure as the basis for North Lanarkshire Council's 
approach to management of complaints. 

. . . . . . . /  
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c 

2) to note that relevant steps will be taken to inform all concerned 
parties - particularly members of the public and staff - of 
adoption of these procedures, and of relevant points of contact 
for receipt of complaints post 31.3.96; and 

3) to note that in due course the Director of Social work will 
review all relevant guidance and procedures with a view to 
bringing forward an integrated set of guidance for the 
Committee's consideration. 

Director of Social Work Date: 29 February 1996 


