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3.1 

PURPOSE OF REPORT 

To seek Committee approval for the implementation of the Departmental guidelines 
on the operation of the Complaints Procedure 

BACKGROUND 

In November 1996 Committee approved a report that advised on the introduction of 
Scottish Office guidance on new Directions that came into being on 1 April 1996. 

The report to Committee indicated that the Department was in the process of 
establishing operational procedures to ensure compliance with the Directions. 

Since the last report to Committee the Department has now had experience of 
operating draft procedures. In the light of that experience, and having taken advice 
from the Director of Administration, the Department now wishes to establish the 
substantive procedures. These are appended to this report as appendix 1. 

LEGAL AUTHORlTYllMPLlCATlONS 

Section 52 of the National Health Service and Community Care Act 1990 inserted 
section 5B into the Social Work Scotland Act 1968 giving the Secretary of State 
powers to require local authorities to establish procedures for considering complaints 
with regard to their social work functions. 
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4 RECOMMENDATIONS 

Committee is asked to approve the implementation of the operational procedures. 

/Jim Dickie 
Director of Social Work 
17 February 1998 

For hrther information on this reuort olease contact. Frank McDade ITEL: 0I698 3320201 
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1. INTRODUCTION 

1.1 The National Health Service and Community Care Act 1990 places a duty on local 
authorities to have established a formal Complaints procedure with regard to their 
social work functions. . 

1.2 This guideline sets out clear responsibilities for social work staff and third parties who are 
involved in the operation of the Social Work Department's Complaints Procedure to 
ensure full compliance with the Act. 

I .3 The nature of social work services is such that service users may, from time to time, 
feel a sense of dissatisfaction. Service users perceptions of fairness will be linked 
strongly, to the personal and emotional nature of social work contact. All staff, 
through listening, discussion o r  mediation should try to resolve o r  allay service users 
concerns, prior to  formal complaints being raised. 

I .4 The philosophy behind any complaints procedure is to learn from the complaints raised. 
The Department is a public service and the service users o r  their representatives have a 
right to raise any matter of concern regarding its services. Where necessary o r  
requested, users should be helped to articulate these concerns. 

I .5 The Complaints Procedure applies to all fieldwork, day care and residential 
services provided by the Department, as well as to those services provided by third 
parties o n  behalf of the Department. 

I .6 Implementation of the complaints procedure is the responsibility of the Director of 
Social Work. In North Lanarkshire this is delegated to Area Managers for services 
other than Offenders and Hospital based services which are the responsibility of t h e  
respective Principal Officers Criminal Justice and Community Care. 

2. PURPOSE OF THE COMPLAINTS PROCEDURE 

2. I To enable service users, o r  their representatives, to register concerns about the actions 
o r  decisions of the Social Work Department and to ensure these complaints are 
effectively examined. 

2.2 To provide guidance to employees of the Department and other providers on how t o  
deal with complaints and of the timescales involved. 

2.3 As a consequence of investigation into complaints received, services will be more 
sensitive to the needs of users. The effectiveness of this procedure in resolving 
difficulties experienced by service users will be helped by qood communication, 
and, by adhering to specified timescales set out in the procedures 
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PRINCIPLES UNDERPINNING THE COMPLAINTS PROCEDURE 

The following principles underpin the Department's complaints procedure: 

There should be ease of access to  enable service users or their representatives t o  make 
their views known; 

All complaints will be acted upon; 

No officer should be involved in investigating a complaint relating to his or her own 
actions or judgement; 

There should be clearly indicated means of challenging decisions regarding service 
provisionhon provision or other matters of concern to service users; 

Those wishing to use the procedure should be entitled t o  assistance from whoever they 
choose, including officers from the Department; 

Complaints should be resolved as quickly, and as close t o  the point of service delivery, 
as possible. It is recognised that a large number of complaints will be capable of 
informal resolution, but the decision to lodge a formal complaint always lies 
with the complainer; 

The procedures should inform local authority managers and the Social Work 
Committee about the quality of services being provided; 

An independent element will exist with a right of appeal to a Complaints Review 
Sub-Committee (CRC). 

LEGISLATIVE FRAMEWORK 

The Secretary of State, in exercise of the powers conferred on him by section 5B(6) of 
the Social Work ( Scotland ) Act 1968 gave directions, cited as the Social Work  
(Representations Procedure) (Scotland) Directions 1 996 to  local authorities, The 
Directions came into effect on I s t  April 1996. The directions revoke previous 
Directions from 1990, 

A circular, SWSG5/ I 996, replacing circular SWSG5/ I99 I, gives guidance to local 
authorities on the operation of the complaints procedure. 

The procedures which follow are based on Circular SWSW 1996. 
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THE SCOPE OF THE PROCEDURE 

Appendix I is a flowchart outlining the actions anc, timescales of the Complaints 
Procedure. 

The procedure will apply, in the main, t o  complaints made by, or on behalf of, users or 
carers about the provision or non-provision of services, the quality and extent of 
services and the operation of these. 

Eligible Complainers 

A complaint may be submitted by the following: 

CliendService User - a person for whom the local authority provides a service either 
directly or indirectly; 

CliendService User‘s Representative - e.g. private carers, parent of children in care; 

A person whose request for a service has been refused by the authority; 

Other persons whose need or possible need for a service which the local authority has 
a power or a duty to provide, has come to  the authority‘s attention. 

If any doubt arises in the applicability of the procedures, reference should be made the 
appropriate Head of Service or Social Work Services Manager, who will seek advice 
from the Council’s Legal Services as necessary 

Complaints can be accepted on matters not directly affecting the complainant but where 
the representations are made on behalf of e.g. a group, provided it is not a campaign. 
In such circumstances the authority should seek to ascertain the representative’s status 
and the authority under which he/she seeks to act. Identifying it as a genuine complaint 
or a number of genuine complaints should help clarify the point. 

A:\PROCED6 
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5.4 Other complaints routes 

L 

The complaints procedure is a discrete and self contained process and distinct from the 
Department's existing disciplinary or grievance procedures. 

It should be noted that complainer can also use other means to seek redress - such as 
approaching a local councillor, the Commissioner for Local Administration in Scotland 
or by taking legal action. Complaints referred in the f i rs t  instance to such bodies as the 
Mental Welfare Commission will not normally be considered by them, until appropriate 
local authority procedures have been completed. 

5.5 Probable exclusions from the complaints procedure 

Past experience in operating the procedure would indicate that the following 
circumstances are likely to require a more detailed examination of the case in order to 
establish whether implementation of the complaints procedure is appropriate: 

(i) Non-specific complaints from members of the public which do not relate to service to a 
particular client or  group of clients, do not fall within this procedure. However, a 
complaint may be made by a group of service users, such as the residents of a Home; 

(ii) In general the use of the Complaints Procedure is not appropriate to examine practice 
or procedural decisions which are subject t o  legal determination by a Court or  
Children's Hearing before these bodies have had an opportunity to make a decision on 
the matter. Where the complaint concerns the content of reports prepared for a 
Court and the decision of a Court, representations would need to be made t o  the 
Court. Further, following such a judicial decision any subsequent investigation of the 
complaint by the Social Work Department must respect the decision as established by 
the appropriate body in this context; 

(iii) Where the complaint concerns circumstances in which there is no dispute between the 
complainer and the Social Work Department regarding the need for a service but the 
Department cannot take action due to lack of resources, the matter should be referred 
to  the Director of Social Work to  review the resource and policy implications arising 
from this. If, however, the complainer wishes to proceed to the next stage of the 
complaints process they are entitled to do so. 
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(iv) Where the complainer is dissatisfied with a community care assessment the option of a 
re-assessment should be made available prior to entering the formal complaints 
procedure. Again, this does not exclude the complainer’s right to raise the issue via the 
formal complaints procedure. 

(v) The Complaints process is not intended to  be used as a vehicle for the registration of 
concerns through a mass lobby or similarly organised campaign. 

(vi) In circumstances in which the complainer has given clear indication that legal action is 
being or will be pursued against the Council, action under the Complaints Procedure 
should be reconsidered. A report should be made to the Social Work Committee 
seeking agreement on this course of action. 

(vii) The Complaints Procedure is not the correct forum for the resolution of a staff 
disciplinary matter. If circumstances are brought to  the attention of a manager which 
appear to  give rise to  immediate requirement for a disciplinary investigation, that should 
be initiated without delay. This should not be deferred or delayed until the complaint is 
dealt with. 

(viii) In certain circumstances where a child in a residential setting or otherwise being Looked 
After makes a complaint, the procedures should not be confused with any requirement 
to  carry out an investigation under other procedures e.g. Child Protection 

(ix) Reference should be made the appropriate Head of Service or Social Work  Services 
Manager, who will seek advice from Council’s Legal Services should there be any doubt 
over interpretation or application. 

6.  FORMAT OF A COMPLAINT 

6. I A complaint may be either: 

a) Informal or formal; 

b) Made in writing or made orally. 

AWROCEDB 
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6.2 Informal complaints 

Scottish Office Guidance indicates that "Where a person making a complaint chooses 
not  to take the matter further o r  shows a willingness to have the matter resolved 
through informal discussion, such representations should nevertheless be treated 
seriously, with a record being made of the withdrawal of the complaint o r  other such 
exchanges as may occur". 

In general complainers might wish to indicate specific concerns to the worker with 
whom they come into immediate contact e.g. Home Help, Care Officer, Social Worker. 
If someone is dissatisfied with the service provided (or the lack of it), and says so, this is 
a complaint. If the complaint is resolved at  that stage, o r  by the Manager of the service 
informally, and therefore not taken into the complaints system, it should be classed as 
an informal complaint and logged as such within t h e  office o r  service base. 

Such arrangements acknowledge a persons right to denote dissatisfaction o r  make what 
they perceive to be constructive criticism regarding service, o r  lack of service. 

All staff should respond to, and if possible resolve, users concerns at an early stage, 
although clearly this is often impractical o r  impossible. Attempts at informal 
resolution of complaints should never detract from a service user's right to 
make a formal complaint. 

6.3 Oral Complaints 

All oral complaints must be treated seriously and if the matter cannot be readily 
resolved informally then the complaint should be recorded in writing by t h e  user, a 
member of staff (and the content agreed by the user) or someone writing on behalf of 
the user. Any such complaint should then be dealt with under the formal complaints 
system. 

A complainant may need support, advice and guidance from another officer of the 
Department, from an outside agency, o r  any individual of their choosing, in framing o r  
pursuing a complaint. This assistance may resolve complaints more quickly and officers 
should take any reasonable action to assist this process. Support should be made 
available where language o r  other difficulties impede communication. 

A:WROCED9 
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6.4 Written Complaints 
I 

Written complaints are usually received via freepost complaints slips or correspondence 
sent directly to the Director of Social Work o r  Senior Managers at Headquarters, to 
Area Managers or Principal Officers. 

All written complaints should be acknowledged by the recipient within 5 days of 
receipt. This initial response should indicate who within Department the complaint is 
being passed to for action. 

All written complaints should be regarded as formal unless the correspondence 
expressly states otherwise. 

6.5 Formal Complaints 

Formal complaints arise where individuals decide to register their concerns in writing o r  
orally and indicate to an officer of the Department that they wish the matter to be dealt 
with under the formal complaints procedure. Provided both the complainer and the 
complaint fit within t h e  parameters of the procedure the matter should be dealt with 
under the formal procedure. 

7. STAFF RESPONSIBILITIES A N D  ACTIONS TO BE TAKEN ON RECEIPT 
OF A FORMAL COMPLAINT 

7. I Responsibility for a Co-ordinated Approach to the Management of 
Complaints 

The Social Work  Services Manager has operational responsibility for management of 
the complaints procedure; the Principal Officer Registration, Inspection and Complaints 
has a responsibility for the monitoring and evaluation of t h e  Department's approach 
to handling complaints and to extract from responses and returns any service 
implications arising from these. 

AVROCED10 



7.2 Action Upon Receipt of Complaints 

The recipient of a complaint must f i r s t  decide that an actual complaint has been 
received and that the complaints procedure should be activated. Once the decision is 
made to  treat the complaint as formal, the complaints procedure and the appropriate 
timescales must be complied with. 

Any complaint received about another agency or department, or a third party providing 
a service on behalf of the Social Work Department should be passed to the Principal 
Officer Registration, Inspection and Complaints who will arrange for consideration and 
decision as to  the appropriate course of action. (refer t o  Section I 0  - Complaints about 
third parties) 

Complaints should only be registered once. Any complaint which has been previously 
considered and disposed of should not be revived using the complaints procedure. 

A copy of the complaint and the letter of acknowledgement to  the sender should be 
immediately passed to  the Social Work Services Manager to be logged centrally. 

7.3 Scottish Office Directions are that designated officers are identified to receive and 
investigate representations or complaints. Although a formal complaint may be 
received initially at  any level within the Department, this must, on receipt be passed 
onto one of the following designated management members for guidance on action. 
Any subsequent response would be sent out in their name: 

Head of Social Work Services 
Head of Social Work Development 
Social Work Services Manager 
Principal Officer (Registration, Inspection and Complaints) 
Principal Officer (Community Care) 
Principal Officer (Criminal justice) 
Prinicpal Officer ( Planning and Development) 
Area Managers 

A:IPROCEDI 1 
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7.4 Investigation arrangements 

The relevant Senior Manager, Area Manager or  Principal Officer will determine t h e  
form of investigation which requires to be undertaken once a complaint is officially 
recorded. Again in line with Scottish Office directions the Department has identified 
and nominated the following grades of officer as responsible for investigating formal 
complaints: 

All Officers listed at 7.3 
All Area Service Managers 
Hospital Service Manager 
All Registration and Inspection Officers 

* other officers as appropriate may be allocated investigatory responsibilities, but acting 
on behalf of the aforementioned nominated senior managers. 

7.5 Serious Complaints 

The seriousness of any complaint will be a factor in defining the level a t  which a 
complaint is handled. Should allegations of a serious nature be made implying dishonesty 
or professional incompetence, senior management must be informed. Senior 
management will then inform the Chief Executive in compliance with Council procedure 
o n  these matters. 

7.6 Timescales and recording of complaints 

Scottish Office Guidance, endorsed by North Lanarkshire Council, that must be 
followed at  all times outlines the sequence for receiving and dealing with complaints as 
follows: 

A:\PROCEDlZ 
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i 7.6( I )  Timescales 

. 

when a complaint is received at any workplace (i) it must be acknowledged in writing 
within 5 days 

and 

(ii) the relevant Area Manager or Principal Officer should be informed and a copy 
complaint plus letter of acknowledgement sent t o  Social Work Services Manager to be 
centrally logged; 

(iii) full investigation of the complaint is  undertaken and an interim response must be 
sent to the complainer within 28 days*. *If a final response cannot be provided in this 
timescale an interim response should be sent comprising a note of progress made and 
an indication of when the final response will be available. 

7.6(2) Monitoring arrangements are established to monitor the timescales within which 
complaints are dealt with, t o  identify patterns of complaint, t o  monitor the appropriate 
handling of these and to  identify any wider service implications arising from these. This 
responsibility lies with the Principal Officer Registration, Inspection and Complaints. 
(refer to  Section 7. I) 

7.6(3) Collation and evaluation The Social Work Services Manager will be responsible for 
establishing a central register of all informal and formal complaints. This will be based 
on initial information available when formal complaints are f i rs t  raised and confirmed by 
monthly returns (see Appendix 2) completed by Area Managers and relevant Principal 
Offi cers. 

Informal complaints will be logged at all service points on the relevant form (Appendix 
3a) and collated by the Area Manager or in the case of Hospital or Offenders services 
by Principal Officers on a 3 monthly basis. Completed returns (including nil returns 
where relevant) will be collated on the relevant form (Appendix 3b) which is  then 
forwarded to the Principal Officer Registration, Inspection and Complaints, so allowing a 
Departmental-wide perspective to be developed. 

Complaints about services to  offenders funded one hundred percent by Central 
Government will be collated via the centralised monitoring system but extracted for the 
Principal Officer, Offenders in order that a quarterly return can be submitted t o  the 
SWSG Criminal Justice Social Work Services Branch. 

A:VROCEDI 3 
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Overview of the Complaints Procedure 

The Principal Officer Registration, Inspection and Complaints will prepare a report  for 
the  Director of Social W o r k  and the Social W o r k  Committee on an annual basis 
evaluating the Department's performance in managing complaints. 

Responsibilities of Investigating Officers 

Nominated Officers are responsible for ensuring that: 

the complaint is fully investigated; 
responded to within defined timescales; 
and, that any response informs the complainants of the next stage of the process, 
elicits their satisfaction o r  otherwise and outlines their rights of appeal. 

General Guidance for Investigating Officers 

Within 5 working days of being asked to investigate a complaint, set  up an 
investigation. 

If in the  course of the investigation it becomes apparent that the complaint may involve 
disciplinary matters or defalcation the Social W o r k  Services Manager must be consulted. 

Any staff of the Department referred to, or involved in the  complaint must be informed 
of the progress of the investigation, and shown a copy of the  complaint and the final 
response. 

At all stages officers designated to receive or investigate complaints will take reasonable 
steps to assist the complainer to have the complaint fully understood and resolved, 
including reminding the complainer of the stages of the complaints process and re-issuing 
written information about the procedure, where this may be necessary. 

If it is decided that disciplinary procedures be invoked the  complainer must only be told 
that other procedures have been invoked. Nevertheless, the complainer must be 
informed, in writing, of the  outcome of the  investigation. 

Where  the complainant feels that the  information about the result of the disciplinary 
proceedings is essential to a claim against the Council, then there  is a mechanism 
whereby they can seek the  sanction of a Court for the release of the information to 
them. Accordingly, if they wish to have the information they should be advised to seek 
legal advice. 

* 

A:PROCED14 
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Complainers may request that their identity is not disclosed and have a right to  request 
anonymity other than from the officers investigating their complaints. The implications 
of such anonymity i.e. the ability to  investigate the complaint adequately, should be 
pointed out to the complainer. 

Staff investigating complaints should be aware of the conflicting requirements between 
making information available and safeguarding information that is subject t o  
confidentiality. 

A full explanation should be given to the complainer why specific information cannot be 
disclosed and what remedies are available to them. These include pursuing the 
complaints procedure without access to the confidential information, referring the 
matter to  the Commissioner for Local Administration or through legal means. 

The complainer can, if appropriate pursue the right t o  access their own file under the 
Access to  Personal Files Act 1987. The complainer has no right of access to  personal 
information held on personal files about a third party unless the third party has given 
consent. 

Senior Managers and Principal Officers will be available at  all times to  provide guidance 
and, where necessary assistance, regarding the investigation of any complaint. 

STAGES OF APPEAL AVAILABLE TO COMPLAINERS DISSATISFIED 
WITH THE DEPARTMENT'S FINDINGS 

Stage I .  Informal complaint - if dealt with satisfactorily no need t o  take matter further. 
Option to enter the formal complaints procedure considered. 

Stage 2. Formal Complaint - investigated by a designated investigations officer and after 
reporting the outcome, a response is sent by the Area Manager or appropriate Principal 
Officer, to the complainer, indicating that if dissatisfied the complainer should contact 
the Director of Social Work. The Director of Social Work may arrange to  have further 
discussions to resolve the complaint, and will arrange for the case to be heard by a 
Complaints Review Committee if the complaint cannot be resolved to  the complainer's 
satisfaction. 

The Director of Social Work will ensure that the complainer is  reminded that if 
dissatisfied with the outcome of their complaint, they have the right t o  have their 
complaint referred to  the Complaints Review Sub Committee, and provide information, 
in writing, on how to request a hearing. 
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Stage 3. The complainer can ask that the matter is referred to a Complaints Review 
Sub Committee for consideration. 

The COMPLAINTS REVIEW SUB COMMITTEE 

A Sub-Committee, of the Social Work Committee, will deal with those situations in 
which a complainer, not satisfied with the response he/she receives from the Social 
Work Department, wishes to pursue the matter further. 

A written notice asking for a review must be lodged with the Director of Social Work 
by the complainer or hidher representative within 28 days of receiving the final 
response to a complaint from the Social Work Department. 

The Director of Social Work will inform the Director of Administration that all 
available mechanisms within the Social Work Department have been exhausted and the 
complainer wishes to appeal to  the Complaints Review Sub-Committee (CRC) . 

A date for the review will be agreed by the Director of Administration with the 
complainant and hidher representative. 

The CRC will be required to  report the outcome of i ts  findings to the Social Work 
Committee within 56 days after the complainer made reference to it; the Council will 
as soon as possible within 42 days of receiving the review committee’s decision decide 
what action to  take. Any extensions to  the above deadlines must be agreed between 
the complainer and the local authority. 

Role of the Social Work Service Manager where a complaint proceeds to the 
Complaints Review sub Committee includes: 

(i) Contact with the complainer to  ascertain the precise focus of the complaint; 

(ii) Preparation of a Committee Report in respect of the complaint; 

(iii) Co-ordination and gathering of all documentary evidence to  *substantiate the case 
in relation to  the Social Work Department’s actions in respect of the complaint. 

*It is envisaged that the Director of Social Work’s final substantial response to  any 
complainer (see 8.3) should provide the basis of the Departments presentation to  a 
Complaints Review Sub Committee. 

AW’ROCED16 
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10. 

10.1 

10.2 

10.3 

10.4 

10.5 

COMPLAINTS ABOUT SERVICES PROVIDED BY THIRD PARTIES ON 
BEHALF OF THE LOCAL AUTHORITY 
HOME CARE, RESIDENTIAL AND NURSING HOME CARE. 

INCLUDING DAY CARE, 

"Services provided by third parties on behalf of the local authority remain functions of 
the local authority". Scottish Office Circular SWSG5/96 

The delegation of the processing of initial complaints (including responsibility for 
investigating as well as receiving complaints) by the Council to the service provider, 
must not in any way impede the right of the service user or prospective service user to  
complain directly to the Council. The service provider must demonstrate methods of 
ensuring service users have access to both the provider's complaints information and 
that of the Social Work Department. 

The Social Work Department is required to ensure that third parties who provide a 
service on i ts  behalf, have established an effective complaints procedure, Responsibility 
for ensuring this will rest with the Principal Officer Registration and Inspection for all 
registrable establishments, and with the Principal Officer ( Planning and Development ) 
for all other third party services. The Department's requirements for complaints 
procedures will be detailed in the terms of the service specification and contract for 
each service provided by a third party. 

The Department must be satisfied by service providers that procedures are established 
outlining their responsibilities for receiving, recording and investigating Complaints and 
reporting complaints and outcomes to the Department. The Department, will 
therefore, assess the appropriateness and effectiveness of the complaints procedures 
operated by third parties through contract monitoring arrangements and where 
appropriate via inspection. 

The Social Work Department must ensure that systems exist t o  make known to them, 
complaints made t o  third parties, about their provision of service, together with the 
agency's response to specific complaints. (Appendix 4 outlines the Complaints Return 
form to be completed 3 monthly by third party providers). 

Complaints Returns must be made available t o  the officers of the Department 
nominated to  supervise/liaise with the third party concerned. In North Lanarkshire this 
will usually be Registration Officers, where the establishment is subject t o  registration, 
or otherwise, Senior Officers located within Area Teams. In the event of no complaints 
being received by the third party about its service a nil return should be completed. 

A WROCEDl7 
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The Principal Officer Registration and Inspection and the Principal Officer (Planning and 
Development) will be responsible for ensuring receipt of returns from all third parties, 
and for advising Heads of Service, Operations and Development of information 
provided by the returns. 

It should be noted that under the legislative requirements it will not be possible for a 
service provider to have any role in the referral of a complaint to  the Complaints 
Review Committee. 

f 

Persons financing their own care, whether residential or  not, can only use the provider’s 
complaints procedure. However, they may equally appropriately elect to raise the 
problem as a registration issue. 

The legislation incorporates ALL aspects of service in residential accommodation. The 
need to ensure that such procedures form an integral part of the operation of 
residential accommodation, in both the statutory and the voluntary sector, is stressed 
throughout the recent Scottish Office directions and practice guidance. 

Circulars dealing with the inspection and regulation of residential homes have also 
drawn attention to the need to  ensure that the interests of residents are met, through 
the operation of an effective Complaints Procedure. Complaints about ANY aspect of 
ANY residential placement for which the Department has responsibility fall within the 
guidance contained in this document. 

Nursing Homes 

While responsibility for registration of Nursing Homes remains clearly the responsibility 
of the Health Board, the Social Work Department must be assured that a condition of 
contracting is that the providing organisations have in place an effective and appropriate 
complaints procedure. 

Local Authority involvement in the operation of complaints about Nursing Homes 
applied from I s t  April 1993, for individuals placed in such Homes under Section 13a of 
the Social Work (Scotland) Act 1968. 

Social Work Departments must be assured that complaints procedures are reviewed a t  
the inspection of nursing homes and where produced, access to inspection reports 
should be available to  the Council. 

Nursing Homes which provide services on behalf of the Council must make available 
quarterly returns as outlined in Section 10.4 above. 

None of the above should impede, restrict or  impair the wish of the service user to  
exercise hidher right t o  complain direct t o  the Council. 

A:\PROCEDIS 
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I I. SPECIAL CASES 

I I .  I The particular topics under this section relate to the headings established in the circular 
and the guidance document produced by the Scottish Office and are described more 
fully in these papers. 

I I .2 Inter agency Assessments 

The assessment of community care needs on an inter-agency basis may raise particular 
issues with regard to the notification of decisions and any complaints or other 
representations arising in this connection. Similar issues may arise in relation to the 
inter-disciplinary assessment of children. Consultation between statutory or other 
agencies may be called for where a complaint concerns a decision reached following an 
assessment in which the second authority or agency was involved and which dealt with 
matters for which that other body has some responsibility. 

I I .3 Offender Related Services Funded 100% by Central Government 

As stated earlier, the Scottish Office requires the Local Authority to supply, a t  quarterly 
intervals the following information: 

a) A copy of each complaint received in writing or recorded on the complainant's behalf. 

b) A copy of the letter notifying the complainer of the outcome. 

c) Notification of any dissatisfaction by the complainer with the outcome of hidher 
complaint and the result of the subsequent review. 

d) Staff are requested to ensure that complaints under this category are clearly marked 
"Offender Services 100%" to assist Headquarters staff to process them quickly. 

e) Area Managers should immediately inform the Principal Officer, Criminal Justice of any 
complaints relevant to criminal justice matters. 

I I .4 Social Work Services in Secondary Settings 

. 

Complaints about Social Work Services operating from secondary settings such as 
Prison, School or Hospital fall within the guidance of this Complaints Procedure. 

A:WROCED19 
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I I .5 Foster ParentslCommunity Parents 

The service provided by foster parents on behalf of the Local Authority is covered by 
the Complaints Procedure and children in their care should be informed about the 
procedure. Foster parents also receive services in the form of support from the Local 
Authority and they would also be able, in their own right, t o  register concerns about 
such a service. When arrangements are made with foster parents for their services 
they should be informed of their right of access to the Complaints Procedure. 

Staff should be aware that there are also particular departmental procedures in dealing 
with issues relating to  Fostering. While these procedures may be implemented this 
should not detract from the integrity of the Complaints Procedures. 

12. PUBLIC INFORMATION 

12. I Area Managers will be responsible for ensuring that adequate, easily understood, public 
information regarding the complaints procedure will be displayed at every point of 
service delivery, including those organisations providing social work services contracted 
by the Authority (including those located in other areas) and any relevant independent 
organisations. 

12.2 Consideration will be given to information being provided in minority languages, in 
Braille or on tape for people with sensory impairment, the housebound, people who 
have reading difficulties and to  the special needs of children. 

12.3 An appropriate range of material publicising the procedure will be made available 
throughout the Social Work Department. 

12.4 References to the Department's complaints procedure will be included in all material 
subsequently published about North Lanarkshire Council Social Work Department's 
services. 

12.5 Specific attention will be given, via written information about services so ensuring that 
all recipients of social work services are informed of the options open to them in the 
event of dissatisfaction with that service o r  its delivery 

. 
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13. RESPONSIBILITY FOR COMPLAINTS 

13. I In all matters relating to Area Team operations the Social Work Services Manager 
has responsibility for the oversight and monitoring of the complaints process, ensuring 
that standards relating to the handling of complaints are maintained. 

I 3.2 Complaints related to the independent residential and nursing homes, contracted 
services and third party provision are the responsibility of the Head of Social Work 
Development, with oversight of the operation of the Complaints Procedures in this 
sector being exercised by the Principal Officer, Registration, Inspection and 
Complaints. 
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