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Annual Complaints & Representations Report 
Solihull Children’s Services 
1 April 2021 – 31 March 2022 

 

 

1 Introduction 
  

This is the Annual Report of Solihull Council’s Children’s Services Complaints and 
Representations, covering the period 1 April 2021 to 31 March 2022. 

 
1.1  Children’s Social Work Services 
 

Every Local Authority with a responsibility for Social Care Services is required to 
provide an Annual Report, outlining the workings of both their Adults and Children’s 
complaints and representations procedures.  
 

1.2  The procedure for dealing with children’s statutory complaints (those raised by or on 
behalf of children relating to our Social Work Services) and representations is 
determined by the following legislation: 

 The Children Act 1989, Representations Procedure (England) Regulations 
2006.  

 The Children & Adoption Act 2002 and Children (Leaving Care) Act 2000 and  
the accompanying guidance ‘Getting the Best from Complaints’ (DfES July 
2006) 

 
1.3 The requirement contained in the Children Act 1989; Representations Procedure 

(England) Regulations 2006, is that every Local Authority with a responsibility for 
Children’s Social Care Services is obliged to have in post a Complaints Manager, 
part of whose role is to provide an Annual Report into the workings of the 
complaints and representations procedures.  

 
1.4 Legitimate complaints relating to Children's Services, that do not fall within the 

boundaries of the Statutory Social Care Complaints Process, are processed via the 
Council's Corporate Complaints Process. 

 
1.5   Information on how to complain, comment or make a compliment about Solihull 

Council’s Children’s Services can be found on the Council’s webpages at 
https://www.solihull.gov.uk/Tell-us/Complain-about-childrens-services   
 
The Council does have a translation and interpreting service for users of Council 
services where their first language is not English or due to their disability or 
impairment, they require alternative formats such as British Sign Language, large 
print etc. 
  

1.6   Information specific to Children in Care can be found on the Internet at the following 
link https://www.ovossolihull.co.uk/ Age specific, printable leaflets have also been 
designed and are available on this site which explain the complaints process, 
provide contact details for making a complaint and suggest other people who 
children can talk to about their concerns. This website and the leaflets also provide 
contact details for the Council’s contracted advocacy service for young people, 
NYAS (National Youth Advocacy Service) should this be required. 

 

https://www.solihull.gov.uk/Tell-us/Complain-about-childrens-services
https://www.ovossolihull.co.uk/
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2  The Statutory Complaints Procedure 
 
2.1 The Statutory Complaints and Representations procedure serves four main 

purposes: 
  

a. To provide a way for a child/young person, or a person acting on their behalf, 
to give their views of the service they have received.  

 
b. To enable Council services to learn from complaints and compliments and to 

change, review or maintain its services accordingly.  
 
c. To ensure that complaints are properly recorded and acted upon and that 

where necessary, things that have gone wrong are put right promptly.  
 

d. To ensure that staff and service users understand their rights and 
responsibilities within the complaints process.  

 
2.2 The Children’s Services and Skills Directorate, in conjunction with the Customer 

Relations Manager, has the discretion to refuse to consider a complaint which was 
not raised within twelve months of the incident/event occurring. In these cases, the 
Customer Relations Manager should write to advise the complainant that their 
complaint cannot be considered, explaining the reasons why they have adopted this 
position. Each complaint is considered on its’ own merits and will be accepted 
beyond the twelve-month timescale, where it is considered that a fair and 
transparent response can still be provided. This approach is outlined on the 
Council’s complaints webpage (see 1.5 above). 

 
2.3  The Statutory Complaints Procedure, used for complaints raised by, or on behalf 

children receiving a service from Children's Social Work Services, has three stages:  
 

•  Stage One - Local resolution. 
•  Stage Two - An independent complaint investigation.  
•  Stage Three - An independently chaired Review Panel.  
 

2.4 Stage One – Local Resolution 
 

Stage 1 offers the relevant social work team, the first opportunity to consider the 
complaint and respond on behalf of the Directorate. In most cases and where 
possible, this involves the Team Manager/Assistant Team Manager making contact 
with the complainant in order to resolve complaints as early as possible. This gives 
us the opportunity to either apologise for any mistakes made and correct any 
resulting disadvantage (upholding the complaint); or establish that the work 
undertaken was correct and enables us to explain this to the complainant (not 
upholding the complaint).  It is important that the response is informative, accurate, 
fair, timely and as helpful as it can be.  
 
There is an initial statutory 10 working day timescale for responding to the 
complaint, with a possible extension to 20 working days with the agreement of the 
complainant, where complaints are complex or if time is needed to appoint an 
advocate. 
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2.5  Stage Two – Investigation 
 
Where a complainant is unhappy with the outcome of their Stage 1 complaint, they 
can request consideration of their complaints at Stage 2. All Stage 2 investigations 
are carried out by an Independent Investigating Officer, alongside an Independent 
Person, as required by the regulations. The Independent Investigating Officer and 
Independent Person, compile a report with findings, conclusions and 
recommendations. A relevant Head of Service then adjudicates the reports and 
provides a formal response to the complainant, along with an action plan to 
implement any recommendations or changes arising from the learning from the 
complaint.  
 
The timescale for a Stage 2 investigation is 25 working days; however, this can be 
extended to 65 working days, with the agreement of the complainant, if there is a 
significant amount of detail or there are complex issues to investigate.  

 
2.6 Stage Three – Review Panel 
 

Where a complainant remains unhappy with the outcome of the Stage 2 
investigation, they can request a Stage 3 Review Panel. The Panel is made up of 
three independent people and is administered by the Council’s Democratic Services 
Team. The timescale for setting up the Panel is 30 working days. The Panel’s remit 
is to review the investigation; however, it cannot re-investigate a complaint. The 
Panel provides their findings in writing to the complainant within 5 working days; the 
Directorate then considers the Panel’s findings and produces the Local Authority’s 
response to the Panel’s findings, which is sent to the complainant within 15 working 
days. 

 
3  Complaints about other areas of Children’s Services 
 
3.1 The procedure for dealing with complaints concerning other areas of Children’s 

Services or complaints from adults regarding Children’s Social Work Services about 
a service provided directly to them, is the Corporate Complaints Procedure, which is 
an internally determined procedure.  

 
3.2 The Corporate Complaints Procedure 
 

This procedure is used to process complaints about issues such as: 
 

 a service provided directly to family members (other than the child) involved 
with Children's Social Work Services  

 services provided by the Council to foster carers 

 complaints about services provided by the SEND (Special Educational Needs 
and Disabilities) Service 

 complaints concerning any other aspect of Children’s Services (unless an 
appeals process is already in place for this purpose) 

 
3.2.1 The Corporate Complaints Procedure has two stages: 
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3.2.2 Stage One  
 

This stage is similar to Stage 1 of the Statutory Complaints Procedure and offers 
the relevant Team Manager, the first opportunity for considering the complaint and 
responding on behalf of the Directorate. It is good practice, where appropriate, for 
the Team Manager to make contact with the complainant in order to resolve 
complaints as early as possible. Complaints at this stage should be responded to 
within 20 days from the date that the detail of the complaint is agreed with the 
Performance and Complaints Team. This timeframe can be extended to 30 working 
days; however, this should only be in exceptional circumstances and with the 
agreement of the complainant. 
 

3.2.3 Stage Two 
  

If the customer is not satisfied that the investigator’s response has answered all of 
the points raised/they are not happy with the resolution, then they can request to 
proceed to Stage 2 of the procedure.   
 
A review of the Stage 1 complaint response at Stage 2 should be co-ordinated by or 
on behalf of the Head of Service and a final response sent to the complainant. This 
should be completed within 20 working days (where the Head of Service is involved 
in the complaint at Stage 1, another senior member of staff should review the 
complaint at Stage 2). 

 
4 The Local Government & Social Care Ombudsman (LGSCO) 
 

If a complainant remains unhappy after exhausting all stages of a complaints 
process, they can take their complaint to the LGSCO. A complainant can access the 
LGSCO at any point during the complaint process; however, the LGSCO normally 
allows the Local Authority the opportunity to process a complaint through every 
stage of the appropriate complaint’s procedure, before investigating it themselves. 
Complaints referred back to a Local Authority by the LGSCO to process are classed 
as ‘premature’ complaints.  

  
5 The Performance and Complaints Team 

 
In Solihull during 2021-22, the responsibility for the management and day-to-day 
administration of complaints for Children’s Services, lay with the Performance and 
Complaints Team.  
 
The Performance and Complaints Team is part of the Business Intelligence and 
Improvement Division within the Resources Directorate. The Performance and 
Complaints Team strive to ensure that: 

 

 they achieve respectful dialogue with all complainants and work with 
investigating professionals to provide the best response in the most efficient 
timescales 

 complaints are acknowledged within 3 working days 

 complaints are responded to within the timescales determined by the 
appropriate complaint’s procedure, by working with the service area to achieve 
this 
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 complaints and compliments are accurately recorded, which leads to accurate 
performance data being produced 

 when things have gone wrong, they are put right as quickly as possible 

 both complainants and staff understand the relevant complaints procedure, 
how it relates to them and their rights and responsibilities within it 

 any learning from complaints is acknowledged and that they work with the 
appropriate service area to ensure that the necessary changes are made to 
improve services provided 

 internal or professional mediation is instigated, where appropriate 

 high quality and timely performance reporting is provided to management 
teams, to ensure that they are aware of issues arising and can work with the 
Performance and Complaints Team and their staff, to resolve these and 
maintain a high-quality service to service users. 
 
 

6.    Contacting the Performance and Complaints Team 
 
6.1 The information provided on Solihull Council’s Internet pages enables service users 

to make a complaint in differing ways, by e-mail, letter, telephone and leaflet and in 
2021-22 the Performance and Complaints Team was contacted via all of these 
methods.  All complainants with an email address, receive both acknowledgements 
and responses for their complaints via the Council's secure e-mail system, unless 
otherwise requested. This is a very cost effective and efficient way for service users 
to communicate with the Council and the Council with them and provides an 
accurate way of tracking communication between the two parties. 

. 
6.2  The Performance and Complaints Team correspond directly with all complainants / 

their advocates, whether their complaints are statutory or corporate, in order to 
properly understand their complaints and hence make it easier for both 
complainants and investigating managers.  

 
 
 7. Information for children in and on the edge of care 
 
7.1 Information for children in and on the edge of care is provided on the Children in 

Care webpage (see 1.6 above), giving children and young people the information 
they need to be able to make a complaint. A direct link is also provided to the 
Complaints Team e-mail box at candacomplaints@solihull.gov.uk   

 
7.2 Further information is provided on the Children in Care webpage, so that should 

they wish, children and young people can contact an advocate directly for help to 
raise any concerns. This can be found at the following link:  
https://www.ovossolihull.co.uk/    

 
7.3  Complaints leaflets specifically aimed at both younger and older children are 

available on the Council’s Internet page at https://www.solihull.gov.uk/Tell-
us/Complain-about-childrens-services  as well as on the webpage for Looked After 
Children at https://www.ovossolihull.co.uk/ and are in addition to the leaflet which is 
more appropriate for adults making their own complaints about Children’s Services, 
or complaints on behalf of their children. These leaflets can then be printed and 
completed and sent to the Performance & Complaints Team by complainants.  

 
 

mailto:statutorycomplaints@solihull.gov.uk
https://www.ovossolihull.co.uk/
https://www.solihull.gov.uk/Tell-us/Complain-about-childrens-services
https://www.solihull.gov.uk/Tell-us/Complain-about-childrens-services
https://www.ovossolihull.co.uk/
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7.4 The Performance and Complaints Team will also, where requested, assist children 

and young people to acquire an advocate who will assist with their complaint, by 
contacting the advocacy service commissioned by Solihull (NYAS) directly, 
requesting them to make contact with the complainant. 
 

 
8. How we received complaints for Solihull Children’s Services 
 
8.1 Figure 1 (below) shows the ways that Solihull Children’s Services have received 

initial contacts about complaints since 2018/19.  
 

Method 2018/19 2019/20 2020/21 2021/22 

Email 45% 53% 76% 79% 

Telephone 38% 24% 13% 15% 

Letter 7% 8% 1% 4% 

Leaflet 3% 4% 1% 0% 

Web Form 7% 10% 9% 2% 

 
Fig 1 

 
8.2 Predictably, in a world of increasing technology, email continues to be a very 

popular, convenient and efficient way for people to raise complaints and in 2021/22 
has accounted for 79% of all initial contacts made to the Performance and 
Complaints Team. Email has, since 2018/19, been the most popular form of initial 
contact.  

 
 Telephone contact is, after email, still the second most popular method used by 

people to make their first contact regarding their concerns. Initial contacts by letter 
have been very few since 2018/19 which reflects the transition to using more up to 
date technology.  

 
 The leaflets used for making a Children’s Social Work complaint are readily 

available in an on-line format (see 6 and 7 above). The leaflets guide the 
complainant through the type of important information which is required when 
raising their concerns. The percentage of contacts using a leaflet has however 
continued to remain low and there was no contact via leaflet during 2021/22. This 
however currently remains an option should complainants choose this method of 
contact. 
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Fig 2 
 

 
8.3 In 2021/22, the Performance and Complaints Team continued to invest important 

time speaking directly to prospective complainants, regardless of how the initial 
contact was made. This is always an important opportunity to build a trusting 
relationship with the complainant/service user, giving them a point of contact 
throughout the duration of their complaint. This is particularly important when 
dealing with more involved complaints, as it enables the Performance and 
Complaints Team to fully understand the concerns being raised and then to define 
them appropriately, which in turn helps investigating managers to provide clearer, 
more detailed responses to complainants, assisting their understanding of the 
outcomes reached.  

 
 The benefit of such responses is further endorsed by the fact that all but four new 

Statutory complaints received in 2021/22, have been resolved at Stage 1, without 
the need to progress to an independent investigation.  

 
8.4 Talking to complainants also ensures that where it is appropriate and possible, that 

concerns are resolved, without the need to progress to the formal complaints 
process. This can prove to be a quicker and more beneficial means of resolution for 
all concerned. The Performance and Complaints Team have, in 2021/22, handled 
112 such "duty" cases for Children’s Services compared to 61 in 2020/21. 

 
9.  Solihull Children’s Services complaints recorded for the 2021/22 financial 

year  
 

During the 2021/22 financial year, Solihull’s Children’s Services received 102 new 
complaints compared to 86 new complaints received in 2020/21, an overall increase 
of 16 (18%).  
 
The new complaints can be broken down into the following areas: 

 54 (compared to 52 in 2020/21) for Children’s Social Work Services  

 43 (compared to 31 in 2020/21) for the EHCP Team 

 5 for other areas of Children’s Services (the same as 2020/21) 
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10 Who made complaints?  
 
10.1 94 of the 102 new complaints made during 2021/22, across Children’s Services 

were received from adults, making complaints either on behalf of children or in 
relation to a service impacting them directly. The other 8 complaints were from a 
professional advocate acting on behalf of a child (3 of which were Children Looked 
After). 
 

10.2  70% of new complaints were received from females and 24% from males, with 6% 
of complaints being made jointly by parents (compared to 79%, 17.5% and 3.5% 
respectively in 2020/21).  
 

10.3  Nine looked after young people were supported to make a complaint by either a 
parent/carer or a professional advocate. 

 
10.4  In 2021/22, 39% (9) of the 23 new Statutory complaints raised were in relation to 

services to Children Looked After (all were raised via an advocate of some kind). 
This is an increase when compared with 3 (21%) of the 14 new Statutory complaints 
in 2020/21. These statutory complaints from Children Looked After were in relation 
to six different social work teams. 
 
There was a total of 99 complaint issues within these complaints; 24 (24%) were 
upheld, 22 (22%) were partially upheld, 41 (41%) were not upheld and one (1%) 
was found to be inconclusive. 
 

10.5  The main focus of complaints raised by or on behalf of Children Looked After was 
“Delivery / Non-delivery of Service”.  

 
 Delivery / Non-delivery of Service is one of the main issues arising from complaints 

across Children’s Services. Within the reporting process to senior management 
these issues are broken down under further headings; enabling the Performance 
and Complaints Team to highlight any specific concerns to managers in Children’s 
Social Work Services. 

 
11.  A summary of Children’s Social Work complaints recorded for the 2021/22 

financial year  
 
11.1 Unresolved complaints brought forward from 2020/21 
 
11.1.1 There were 6 live complaints still under investigation and carried forward from 

2020/21. These were at the following stages: Statutory – two at Stage 2 and one at 
Stage 3; Corporate – all three were at Stage 1. 
 

11.1.2 Of the Statutory complaints carried forward at Stage 2, 1 was resolved at Stage 2 
and 1 progressed to Stage 3, the other was already at the final stage (Stage 3). All 
were resolved during 2021/22.   

 
 Of the 3 Stage 1 corporate complaints brought forward, 1 was resolved at Stage 1 

and the other 2 progressed to Stage 2 and all were resolved during 2021/22.  
 
11.1.3 Two Corporate complaints, originally closed in 2020/21, were reopened at Stage 2 

during 2021/22. One was resolved during 2021/22 with the other still being 
investigated independently at the end of the year.  
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11.1.4 Two Statutory complaints were reopened during 2021/22. One was reopened at 
Stage 2 and was still being investigated at the end of the year and the other 
Statutory complaint was reopened at Stage 3 and was then resolved at Stage 3 
during 2021/22. 

 
11.2 New complaints received for Children’s Social Work Services during 2021/22 
 
11.2.1 During the 2021/22 financial year, Solihull Council’s Children’s Social Work 

Services received 54 new complaints. 23 were Statutory complaints (those from 
children and young people or their representatives) and 32 were Corporate 
complaints which are usually complaints made by adults, in relation to the impact 
that a service provided by Children's Social Work Services has had upon them 
directly, rather than their child. One complaint received spanned both the Corporate 
and Statutory process. The number of new complaints for 2021/22 (54) is an 
increase of 4% compared to the 52 received in 2020/21. 

 
11.2.2 All but four of the new Statutory complaints received in 2021/22 have been resolved 

at Stage 1. Four statutory complaints progressed to Stage 2 during 2021/22 and 
three were still under investigation at the end of the year and therefore carried 
forward to 2022/23. 

 
11.2.3 Six Stage 1, Corporate complaints progressed to Stage 2 during 2021/22 and all of 

these were responded to and closed in the year.  
 
11.2.4 All but 13 of the new Statutory complaints received since 1st October 2013 have 

been resolved either via investigation at Stage 1 of the complaints process, through 
mediation, or through a combination of both. Most complainants making Statutory 
complaints therefore appear to have been satisfied with the responses that they 
have received at Stage 1, choosing not to request progression of their complaint to 
the next stage.   

 
 
11.3 Children’s Social Work complaints carried forward into 2021/22 
 
11.3.1 At the end of the 2021/22 financial year, the number of live complaints carried 

forward to 2022/23 was 12. This is an increase on the previous year’s total of 6.  
 
11.3.2 Of the 12 carried forward to 2022/23, 8 were corporate complaints (7 were at stage 

1 and 1 was at stage 2); and 4 were statutory complaints (all at stage 2). 
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Fig 3 

 
11.3.3 There was a significant increase in the number of new complaints received for 

Children’s Social Work Services in Q2 compared to Q1. New complaints decreased 
again significantly in Q3 and increased again in Q4 but not to the same level as Q1 
or Q2.  The number of complaints carried forward at the end of each quarter 
fluctuates, depending on response timescales.  

 
 
12. Timescales for responding to complaints in Children’s Social Work Services 

 
 In 2021/22 the Performance and Complaints Team have continued to provide 

accurate data concerning response timescales for complaints processed under both 
the Statutory and Corporate complaints processes to senior management. 
Timescales for each process are described below. 

 
 
12.1 Statutory Complaint timescales 
 
 The initial timescale for processing Stage 1 complaints within the Children's 

Statutory Complaints Process is 10 working days, (extended to 20 working days for 
complex cases and as agreed with the complainant). 

 
12.1.1 Children’s Social Work Services aim to respond to as many Stage 1 Statutory 

complaints within the initial 10-day timescale, as possible; whilst at the same time 
ensuring an appropriate level of detail and accuracy, so that the complaint can be 
resolved as quickly as possible; this being positive for all concerned.  
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Fig 4 
 

12.1.2 Figure 4 above shows the timescale in which complaints were responded to at 
Stage 1 of the Statutory process in 2021/22. 2/19 (11%) of complaints were 
responded to within 10 days (the initial response timescale), compared to 13% 
(2/15) in 2020/21. 

 
12.1.3 A further 8/19 (42%) were responded to within 11 – 20 days, giving an overall total 

of 10 (53%) complaints being responded to within 20 days (the extended timescale), 
compared to 47% and 60% respectively in 2020/21. The COVID19 pandemic, 
emerging from the pandemic and the associated increased workload on social work 
staff, has had an impact on complaint response times for Children’s Services during 
both 2020/21 and 2021/22. 

 
12.1.4 9/19 (47%) of Stage 1 Statutory complaints, were resolved between 21 and 40 days 

(5 of these being resolved within 24 days, meaning that 79% of stage 1 complaints 
were resolved within 24 days); whilst none took longer than 40 days to resolve. In 
2020/21 4 (27%) had taken longer than 40 days to respond to.  

 
12.1.5 The Performance and Complaints Team will continue in 2022/23, to work with 

investigating managers in Children's Social Work Services, to continue to try and 
reduce the numbers of Stage 1 Statutory complaints that take more than 20 days to 
respond to, with an additional aim to respond to more complaints within the initial 10 
working day timescale. 

 
12.1.6 The percentage of Stage 1 Statutory complaints responded to within 20 working 

days has very slightly decreased in 2021/22, however the level of detail included in 
Stage 1 responses has been maintained, despite the unprecedented circumstances 
that Solihull Children’s Services have faced.  This appears to reassure 
complainants that their complaints have been thoroughly investigated. 

 
12.1.7 Despite nine of the Stage 1 complaint responses being outside of the 20-working 

day timescale, the responses still appear to be resolving the majority of complaints 
at a local level, without complainants feeling the need to progress their complaint to 
the LGSCO (see 12.2.4 below). This can only be positive for both the complainant 
and the Local Authority. 
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12.2 Corporate complaint timescales 
 

The timescale for processing complaints at Stage 1 within Solihull Council's 
Corporate Complaint Process is 20 working days (extended to 30 working days for 
complex cases) and 20 working days at Stage 2; where an appropriate senior 
officer, usually the Head of Service, responds to the escalation of the complaint. 
 
 

 
 

Fig 5 
 
 

12.2.1 In 2021/22, 29 Corporate complaints were investigated and responded to at stage 1 
by Solihull Children's Social Work Services. Figure 5 above, shows that 11 (38%) 
Stage 1 complaints were responded to within 20 days, compared to 18 (41%) in 
2020/21, whilst a further 12 (41%) took 21 – 30 days, meaning that 23/29 (79%) 
complaints were resolved at stage 1 within the extended 30 working day timescale, 
compared to 64% in 2020/21, which shows that there has been an improvement in 
response timeframes in 2021/22. 

 
12.2.2 Six (21%) Stage 1 Corporate complaints took longer than the 30-working day 

timescale to respond to, including one which took longer than 40 working days to 
respond to.  As mentioned earlier in this report, at least some of these delays can 
be attributed to the effects of the national pandemic but can also be because the 
complaint is detailed and we need to ensure that the response is as thorough as 
possible. The Complaints Team will liaise with the complainant to agree this and 
keep them fully informed.  

 
12.2.3  10/29 (34%) of Corporate complaints investigated at Stage 1 during 2020/21, 

progressed to Stage 2, compared to 14 (32%) in 2020/21. Of the 9 Stage 2 
investigations completed in 2021/22, 7 were responded to within the maximum 20 
working days timescale at Stage 2 (compared to 3 in 2020/21). 2 complaints were 
responded to within 21-30 days at Stage 2 thus exceeded the response timeframe. 
One Stage 2 corporate investigation was carried forward to 2022/23. As with Stage 
1 responses, there has been an improvement in response timeframes in 2021/22 for 
Stage 2 Corporate complaints. 
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12.2.4 Three enquires were received from the Local Government & Social Care 

Ombudsman in relation to Children’s Social Work Services in 2021/22. The LGSCO 
declined to investigate one; one was closed as premature and the third was 
investigated by the LGSCO and fault found, details of which can be found at point 
20 of this report below. 

 
As outlined at 12.1.7 above, the level of detail which continues to be included in 
complaint responses from investigating managers appears to be a significant 
contributor to this. This can sometimes have a slight impact on response times; 
however, it does appear to reassure the complainant that their complaints have 
been properly investigated and responded to and resolves their complaint without 
them considering a need to refer to the LGSCO. The Performance & Complaints 
Team keep lines of communication open with all complainants regarding the 
response times for their complaint.  

 
 
13 Trend Data for Children’s Social Work complaints  

 
13.1 The 54 new complaints received for Children’s Social Work Services in 2021/22, 

represent a 4% increase when compared to the 52 new complaints received in 
2020/21. 

 
During 2021/22, Children’s Social Work Services provided a service to 3433 service 
users compared to 2981 in 2020/21 (an increase of 15%). Despite this increase, 
complaints were received from only 1.6% of service users/their families in 2021/22.  
 

13.2 Detailed in the chart below (Figure 6) is a comparison of the number of complaints 
received each quarter between 2017/18 and 2020/21. 

 

                 
 

Fig 6 
 
 

13.3 Figure 6 above, shows that in 2021/22 most complaints were received during 
quarters 1 and 2 but dipped quite considerably during 3, but then increased again 
during quarter 4. 
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13.4      Having mapped the quarterly trends for receiving new complaints over a number of 
years, it demonstrates the difficulty of pre-empting numbers of new complaints and 
hence planning this workload in both Children’s Services and the Complaints Team. 
Generally speaking, however, Q2 appears to relatively constant with a higher 
number of complaints. The drop in 2020/21 may have been caused by the onset of 
the COVID19 pandemic. 

 
 
14. An Overview of Complaints and Issues for Children’s Social Work Services by 

Team 
 
14.1 Figure 7 below, shows a breakdown of the numbers of new complaints (both 

Statutory and Corporate) received during 2021/22, along with the number of 
corresponding issues for each of Solihull’s Children’s Social Work teams.  

 
 
 

New Stage 1 Complaints & 
Issues Per Team 

Total 
Issues 

Total 
Statutory 

Complaints 

Total 
Corporate 

Complaints 

Child Asylum & 16+ Team 20 3   

Child in Need Team 8   1 

Child Protection & Court Team 84 5 3 

Child Protection Unit 1   1 

Children's Finance 2   1 

Family Support East/West 77 1 7 

Family Support North 33 6 3 

Fostering Team 4 1 1 

LADO (POT Process) 5   1 

Children Looked After 49 2 7 

MASH Team 6 1 3 

SEND Social Care 45 10 4 

Youth Offending Service 2   1 

UK Fostering (contracted 
provider) 

25 1   

Grand Total 361 *30 *33 

 
Fig 7  

 
*Note – some complaints will span both the Statutory and Corporate complaints procedure or 

are responded to by more than one team 
 

 

14.2 In 2021/22, the highest number of complaints were received in relation to the SEND 
Social Care and totalled 14.  Numbers of new complaints for this team have been 
fairly steady across the year (see fig 8 below) but with a peak in Quarter 2.  

 

NEW COMPLAINTS RECEIVED Q1 Q2 Q3 Q4 

SEND Social Care 2 6 3 3 

 
Fig 8 
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14.3 After the SEND Social Care Team, the teams receiving the highest number of new 
complaints were the Family Support North Team and Children Looked After (9 
each), followed by the Child Protection & Court Team and Family Support Team 
East / West with 8 each. 

 
 Figure 9 below shows that complaints for these teams have been spread fairly 

equally throughout the year. 
 
 
 

 
 
 
 
 
 
 

Fig 9 
 
14.4  In 2021/22 the majority of complaint issues for SEND Social Care related to 

“Inappropriate comments made” or Incorrect / contradictory information given” and 
the outcome in the majority of cases was not upheld.   

   
14.5 In 2021/22 the highest number of complaint issues received by the teams identified 

in Figure 9 related to “Inappropriate comments made” and the outcome in the 72% 
of cases was not upheld.   

 
14.6  Any learning which was identified from each complaint investigation was 

implemented following the closure of each investigation and this should assist with 
reducing these types of complaints moving forwards. 

 
15 Categories of Issues Raised within Complaints 
 
15.1 Defining complaint issues, the detail within these and what this tells us, is 

something that is regularly reviewed by the Performance and Complaints Team, in 
liaison with senior managers in Children’s Services. This enables a depth and 
accuracy of performance reporting, both via monthly live complaints reports to 
heads of service and the Assistant Director and quarterly reporting to the Senior 
Management Team and Directorate Leadership Team; in order to ensure that any 
areas of concern are highlighted and dealt with efficiently. 

 
15.2 The Performance and Complaints Team supply within reporting to senior managers, 

a further breakdown under the categories of issues which show the higher number 
of complaint issues, so that they are more easily able to define any potential areas 
of concern and use this along with the learning highlighted from complaints to 
improve practice/review procedures. 

 
15.3 The accurate definition of complaints by the Performance and Complaints Team 

means that several issues are often identified within each complaint. This assists 
investigating managers to respond efficiently and accurately to each part of the 
complaint. 

 

NEW COMPLAINTS RECEIVED Q1 Q2 Q3 Q4 Total 

Child Protection & Court Team 3 1 2 2 8 

Family Support - East/West 2   3 3 8 

Family Support - North 3 4   2 9 

Children Looked After  3 3 1 2 9 
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New Issues per Quarter Q1 Q2 Q3 Q4 Total

Breach of confidentiality 3 2 1 2 8
Decision Making 2 9 3 14
Dissatisfaction with fostering process 2 2

Mediation / training not provided 1 1
Quality / Accuracy of Social Work reports 6 6 1 3 16
Impact of LA policy on service user 1 1

Safety issues (non safeguarding) 1 1

Attitude or Behaviour of Staff 56 31 35 42 164
Failure to complete agreed outcome 8 1 3
Inappropriate comments/actions 53 22 25 38
Lack of knowledge of case 1
Rudeness 1 1 1
Poor interaction with child 1 8
Accusation of bias 1
Telephone call  handled inappropriately

Delivery / Non Delivery of Service 5 24 12 8 49
Assessments not provided 1
Delay in undertaking assessment 6

Support not provided by SW/ Children Services 14 4 1

Delay in providing support 7

Correct process/ procedure not followed 5 3 7 1
Frequent change of Social Worker

Contact Issues 0 1 3 4 8
Full contact not provided 1
Amount of intervention by workers 3 1
Contract not increased 1
Contact not arranged 2

Finance Issues 5 2 0 0 7
Quality of Financial Assessment

Dissatisfaction with direct payment / process 5
Funding not provided 2
Unsatisfactory Communication 20 36 15 19 90
Incorrect / Contradictory information given 10 6 2 2
Documentation / Information not provided 5 12 2 6

Documentation / Information delayed 2 3

Not being listened to 7 7
Calls / Email not returned 2 4 6
Not informed / invited to meetings 1
Inappropriate information given to child 1 1
Contact not made when requested 4 2
Not contacted on a regular basis 1 2
Meeting cancelled at short notice 2
Not informed of a visit

Grand Total 99 112 69 81 361  
 

Fig 10 
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15.4  Within the 54 new complaints received during 2021/22, there was a corresponding 
increase (9%) in the number of issues raised, from 239 in 2020/21 to 261 in 
2021/22 and these are detailed in fig 10 above.  

 
 The average number of issues per complaint has very slightly increased from 4.6 to 

4.7, so there is no evidence to suggest that complaints in 2021/22 have become 
any more complex than they previously were. 

 
15.5 The issues relating to unsatisfactory communication, attitude / behaviour of staff, 

delivery/non delivery of service, contact issues and finance issues are broken down 
by the Performance and Complaints Team into sub-categories, in order to provide a 
better understanding to managers regarding the specific reasons for complaint (see 
fig 10 above). This enables managers to focus, where required, on any area that 
receives repeat or higher levels of complaints, looking at possible reasons for this, 
so that learning can be focussed in these areas and implemented in order to 
improve practice.  

 
15.6  As in previous years, attitude/behaviour of staff and unsatisfactory communication 

were the top two areas of complaint (see fig 10 above). The number of new issues 
received in relation to attitude/behaviour of staff and unsatisfactory communication 
have both increased significantly during 2021/22 when compared with 2020/21 (as 
shown in fig 11 below) whilst the number of new issues relating to delivery/non-
delivery of service have decreased slightly. 

 
15.7      At the beginning of 2021/22, there were quite a significant number of issues (53) 

raised in relation to inappropriate comments / actions, relating to 5 individual 
complaints; however, the majority of these issues (74%) were not upheld or were 
inconclusive (13%).   

 
 

 Issue No of 
issues 

2016/17 

No of 
issues 

2017/18 

No of 
issues 

2018/19 

No of 
issues 

2019/20 

No of 
issues 

2020/21 

No of 
issues 

2021/22 

Attitude/behaviour of 
staff 

98 87 84 124 58 164 

Unsatisfactory 
communication 

82 65 75 120 73 90 

Delivery/non-delivery 
of service 

26 67 39 60 55 49 

 
Fig 11 

 

 As outlined above at 15.5, these issues are reported to senior management in detail 
within quarterly reports, in order to identify any possible areas of concern, so that 
managers can focus, where required, on any area that needs their attention, so that 
learning can be focussed in these areas in order to improve practice.  

 
 

16  Outcomes of resolved complaints by issue for Children’s Social Work 
Services 

 
16.1 The table below shows the percentage of issues that have been upheld/partially 

upheld for the top 3 areas of complaint between 2017/18 and 2021/22. 
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% upheld & partially upheld 

Type of issue 2017/18 2018/19 2019/20 2020/21 2021/22 

Unsatisfactory communication 44% 78% 52% 40% 38% 

Delivery / non delivery of 
service 

34% 50% 29% 36% 17% 

Attitude or behaviour of Staff 7% 28% 21% 24% 32% 

 
Fig 12 

 

16.2  The percentage of complaint issues upheld/partially upheld has decreased in 
2021/22 for Unsatisfactory Communication and Delivery/Non-Delivery of Service but 
has increased slightly for Attitude or Behaviour of Staff. 

 
 32% of issues raised in relation to attitude or behaviour of staff were upheld/partially 

upheld and a number of issues are found to be inconclusive. This is sometimes due 
to a lack of evidence from both the complainant/the Council; however, these 
complaints are monitored and appropriate action is taken by the Council when 
required.  

 
16.3 Following the completion of the investigations for these complaints, the investigating 

managers have looked in detail at the learning issues that have been highlighted 
and learning actions have been outlined and put into place, to try to ensure that the 
same issues do not reoccur, (see learning from complaints in Section 21 below).  

 
16.4 A total of 39 complaints (246 issues) were responded to at Stage 1 during 2021/22 

and the outcome of each issue within these complaints is recorded and reported to 
senior managers by the Performance and Complaints Team (see fig 13 below). 

 
16.5 The outcomes for all complaint issues closed at Stage 1 in 2021/22 were as follows: 

39 (16%) were upheld, 43 (17%) were partially upheld, 137 (56%) were not upheld 
and 23 (9%) were found to be inconclusive. In addition, 4 (2%) issues were 
withdrawn, (either by the complainant, or where evidence came to light and they 
were unable to be investigated within the confines of the complaints process). 64 
issues were still being investigated at the end of the year.  

 
These outcomes are shown in Figure 13 below. 
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Fig 13 

 
16.6 Upheld or partially upheld issues constituted 33% of all issues responded to in 

2021/22, compared to 34% and 33% respectively in the previous two years. This 
demonstrates a consistency of approach by investigating managers and 
accompanied by the fact that the numbers of complaints progressing to Stage 2 are 
relatively low and very few complaints progress to the Ombudsman, this would not 
raise any concern about the outcomes being found by investigating managers.  

 
16.7 Learning from complaint issues was identified and progressed as described in 

Section 20 below. 
 
17.  Complaints for other areas of Children, Young People & Families Services 
 

17.1 During 2021/22 there was one formal complaint received for Solihull Council’s 
Youth Offending Service.  The complaint consisted of two issues and both were 
partially upheld.  

 
18.  Complaints relating to services provided by Solihull EHCP (Education, Health 

and Care Plan) Team 
 
18.1 Complaints made in relation to services provided by Solihull Council’s EHCP Team 

are processed via the Council’s Corporate Complaints Procedure. 
 

18. 2   During 2021/22, 43 formal complaints relating to the EHCP Team were received, 
compared to 31 in 2020/21, which is an increase of 38% in new complaints being 
received. To support the SEND improvement journey staff have been actively 
encouraging of parents submitting formal complaints, so that issues can be clearly 
understood, looked at and addressed; and learning monitored at senior levels.  
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The increased level of complaints is also due to issues coming to the forefront 
following schools reopening after the COVID19 pandemic lockdown and new 
national court judgements which have resulted in greater expectations around the 
annual review process in particular.  
 
In addition, 32 Duty cases (those cases where concerns are raised and resolved, 
with the agreement of the complainant, without progressing to a formal complaint) 
were also received and handled by the Complaints Team. This is a slight decrease 
compared to the 40 handled during 2021/22. 

 

18.3 Of the 43 formal complaints received during 2021/22, only 10 (23%) progressed to 
Stage 2 of the Corporate process. This is the same percentage as 2020/21 which 
demonstrates that although numbers of new complaints have increased, the 
number progressing to Stage 2 has not. Reasons for this can be attributed to the 
level of detail included in Stage 1 responses, which appears to reassure 
complainants that their complaints have been properly looked into and addressed. 

 
18.4  46 complaint investigations were completed in 2021/22 (which included open 

complaint investigations brought forward from 2020/21) and were responded to 
during 2021/22; 32 at Stage 1 and 13 at Stage 2, with one complaint being 
withdrawn at stage 2. 

 
18.5 7 complaints for the EHCP Team were carried forward to 2022/23, with 4 at Stage 1 

and 3 at stage 2. 
 
18.6 Figure 14 below shows the 45 new complaints as they were received across each 

quarter. Complaints were highest in quarter 1 but remained fairly consistent across 
the year.  

 

 
 

Fig 14 
 
 

18.7 In 2021/22, a total of 212 issues were received within the 45 new complaints 
outlined above. The 2 main issues raised revolved around the EHCP process not 
being followed and unsatisfactory communication, with information / documentation 
not being provided being the main issue (see fig 15 below). The number of 
individual issues raised against each main category have decreased by Q4. 
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New SEND Issues Per Quarter Q1 Q2 Q3 Q4 Total

Breach of confidentiality 1 1

No policy/process in place 3 3

Decision making 3 1 1 5

Attitude / Behaviour of Staff 8 3 2 2 15
Inappropriate comments/actions 4 3 2 1
Lack of knowledge of case 1
Rudeness 1
Failure to complete agreed outcome 2 1

Issues with EHCP 34 22 30 26 112
Change of EHCP Officer 1
Council not fulfi l led duty to provide education 3 1 2 4
Delay in providing EP report 1
Delay in finding school / suitable placement 5 1
Required information / advice not sought 2 2 1
Delay in finding school

Delay in request for EHC Assessment

EHCP not being followed 1 2
EHCP not completed within timescales 6 1 2 1
EHCP not reviewed 6 8 1 1
EHCP process not followed 8 7 23 8
Funding not provided 1 2 1 1
Lack of support to child

Lack of support to parent

Provision not named in EHCP

Correct process not followed 2
No review of provision

Quality of EP report 2
Assessment(s) not provided 1 4
Refusal to conduct EHC assessment

Unsatisfactory Communication 19 13 41 4 77
Calls / Email not returned 9 5 8 1
Contact not made when requested 4
Documentation / Information not provided 2 2 20 3
Documentation / Information delayed 1
Inaccurate / contradictory information provided 4 3 7
Poor communication between Council departments

Not contacted on a regular basis 2 2
Not being listened to 3 1

Grand Total 61 41 77 34 213  
 

Fig 15 
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18.8 32 complaints were responded to by the EHCP Team at Stage 1; 11 (34%) were 
responded to within the 20-working day timeframe and a further 13 (41%) received 
a Stage 1 response within the extended 30 working day timeframe. This means that 
a total of 75% of the complaints responded to at Stage 1, were completed within 30 
working days, which despite an increase in complaints, is comparable to 77% in 
2020/21. Eight complaint responses exceeded the 30 working-day timeframe 
allowed at Stage 1. 

 
 No complaints were withdrawn at stage 1 and four Stage 1 complaints were still 

being investigated at the end of 2021/22 and carried forward to 2022/23 (see 18.5 
above). 

 
18.9 Of the 11 complaint investigations completed at Stage 2 during 2021/22, 7 (64%) 

received a response within the 20-working day timeframe at Stage 2 compared to 
50% in 2020/21 and 4 complaints exceeded the 20-working day timeframe at Stage 
2 (2 taking 22 days, 1 taking 23 days, 1 taking 24 days and 1 taking 96 days). One 
complaint was withdrawn at stage 2 and there were three active Stage 2 complaints 
carried forward to 2021/22. 

 
 In 2022/23 the Performance and Complaints Team will work with the EHCP Team 

to try and increase the numbers of Stage 1 complaints responded to within the initial 
20 working day timescale and to try to ensure that all Stage 2 complaints are 
responded to within the 20-working day timescale. 

 

 
 

Fig 16 

 
18.10 Of the 152 issues which were responded to at Stage 1 by the EHCP Team, 44 

(29%) were upheld, 55 (36%) were partially upheld, 48 (32%) were not upheld, 5 
(3%) were inconclusive. 1 issue was withdrawn (as shown at fig 16 above).  

 
 The 12 Stage 2 complaints that were responded to during 2021/22 had 56 issues 

within them, 18 (32%) of which were upheld, 21 (38%) were partially upheld, 16 
(28%) which were not upheld, 1 (2%) was inconclusive. One complaint/issue was 
withdrawn at stage 2. 

 
18.11 9 EHCP (education related) complaints progressed to the LGSCO in 2021/22 (see 

section 20 below). 
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19.  Complaints for other areas of Children’s Learning and Achievement 
 

19.1 The Performance and Complaints Team also received: 
 
19.1.2 One new complaint in relation to ESCOS (Education Service for Children Out of 

School) which was upheld and which formed part of a wider complaint made 
regarding Alternative Provision (which was also upheld) and the EHCP Team. 
 

19.1.3 One new complaint in relation to School Admissions and was partially upheld. 
 

19.1.4 One complaint was received for Education Psychology and was then withdrawn.  
 

19.1.5 One complaint was received for the EHE Inclusion Team which was escalated to 
stage 2 and partially upheld. 

 
19.1.6 Two complaints were received for CLA Education and neither were upheld. 
 
20.  Complaints considered by the Local Government & Social Care Ombudsman 
 
20.1 During 2021/22 there were 15 new complaints referred to the Local Government & 

Social Care Ombudsman (LGSCO) for Solihull Children’s Services (an increase of 4 
compared to 2020/21).  In addition, 5 complaints received during 2020/21 were still 
being investigated by the LGSCO at the end of 2020/21 and were brought forward 
into 2021/22. 

 
 Of these 20 complaints, the LGSCO declined to investigate 4 of these and 6 were 

classed as a premature complaints (a complaint which has not already been 
investigated by the Council). 

 
20.2 Fig 17 below shows the current outcomes for each of the 20 complaints for which 

referrals were considered by the LGSCO in 2021/22. 
 

Outcome Children’s Services Team 

Declined to investigate 
Family Support Team East / West; (1) 
EHCP Team (1); School Admissions (1); 
School Transport (1) 

Premature complaint EHCP Team (6) 

Investigated – No Fault found EHCP Team (1) 

Investigated – Fault found EHCP Team - £400 plus apology - 
complainant refused to accept remedy 

Investigated – Fault found EHCP Team - £6,800 plus review of 
processes & procedures 

Investigated – Fault found EHCP Team - £6,800 for lost provision 

Investigated – Fault found EHCP Team - apology, £1,200, review of 
cases & processes 

Investigated – Fault found EHCP Team - apology, £2,200, review of 
cases & processes 

Investigated – Fault found Children’s Disability Team - £750 plus 
apology; review of processes 

Investigated – Fault found School Transport - apology, review of policy 
& letters sent, provide training & report to 
oversight Committee  

Carried forward to 2022/23  SEND Social Care (1); School Transport (1) 
   Fig 17 
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20.3  The level of detail provided in the responses from Children’s Services still appears 
to being having a direct link to the numbers of complaints referred to and then 
investigated by the LGSCO.  The Council was found at fault for all 5 cases brought 
forward from 2021/22, where the original complaints were received by the Council in 
2019 (highlighted yellow above).  Fault has been found in only 2 of the new 15 
cases referred to the LGO in 2020/21 (2 of these being carried forward to 2022/23 
with no outcome yet found). This demonstrates a significant improvement in the 
percentage of Children’s Services complaints referred to the LGSCO for which fault 
is being found. 

 
21 Areas for Learning and Improvement highlighted by team managers and 

heads of service for Children’s Services  
 
21.1 Learning for Children’s Social Work Services 
 
21.1.1 During 2021/22, the Performance and Complaints Team has continued to send 

learning forms to investigating managers for each complaint responded to and to 
liaise with those managers through to the implementation of learning.  

 
21.1.2 93% (62 out of 67) of the learning forms sent to managers had been completed and 

returned by year end and a further 3 were returned in April 2022. Learning 
outcomes for the forms returned by year end have been categorised, which are 
shown in figure 18 below.  

 

 
 

Fig 18 
 

 The Performance & Complaints Team will continue to follow up the outstanding 
forms until all of them have been returned and any learning is highlighted and 
implemented. 
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21.1.3 As shown above, the main area highlighted for improvement has been to improve 
communication.  Other areas highlighted for improvement are to follow the correct 
process and to improve record keeping. 

 
21.1.4 All learning issues highlighted either already have or will be addressed efficiently 

and mapped by the Performance and Complaints Team, through to implementation. 
 
21.1.5 Some examples of the types of learning that have been identified and put into place 

and hence used to inform service improvements are demonstrated below: 
 

 Following a complaint about a Social Worker’s interaction with a family, 
learning issues highlighted were: 
 

- All social workers will be reminded of the expectation that reports should 
be made available to parents at least 3 working days before CP Review 
Conference meeting date.  In preparing the report, they should be 
carefully checked for spelling, grammar and accuracy. 

- Remind staff in Team Meeting of the need to hold telephone 
conversations with parents to consult with them on their views following 
the sending of information 

 

 Following complaints about the lack of communication from social work teams, 
learning issues highlighted were: 

 
- Ensure that social workers understand the impact of how they present 

information to families 
- Continue to remind social workers of their duty to respond to a request in 

a timely way 
- Undertake reflection about how the complainant perceived use of 

language and tone 
 

 Following a complaint about information held on a child’s file, the learning 
issues highlighted were: 

 
- Ensure that all communication with professionals is clearly recorded on 

the files 

- Ensure that full details of family composition and contact details for 
parents, including parents who do not live within the same household as 
their children are clearly recording on the child’s file 

- When changing names on the Social Work database, ensure the correct 
spelling is checked with carers 

 
21.1.6 Learning from complaints is discussed by investigating managers with both 

individuals (where appropriate) and their teams and is also shared with the relevant 
service area by heads of service through wider management meetings, so that all 
areas of Children’s Services can learn from the issues arising.  

 
 Where applicable, these issues are also shared with the Workforce Development 

Team in order that, where necessary, they can be mapped and addressed through 
staff training and supervision.  
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21.1.7  The Performance and Complaints Team produces a separate learning report for 
implemented learning which is circulated to the Assistant Director, heads of service 
and managers which lists the learning under each team. This provides an overview 
of all learning for Children's Social Work Services for which, after a period of 
implementation, team managers are required to highlight the difference the learning 
has made in practice. 

 
21.2  Learning from complaints for Learning & Achievement 
 
21.2.1 During 2021/22 the Performance and Complaints Team has also sent learning 

forms to the investigating managers in Learning & Achievement for each complaint 
responded to.  

 
 75% (42 out of 56) of the learning forms sent to managers had been completed and 

returned by year end and a further 5 were returned in April 2022. The learning 
outcomes for the forms returned by year end have been categorised, which are 
shown in figure 19 below. The Performance & Complaints Team will continue to 
follow up the outstanding forms until all of them have been returned and any 
learning is highlighted and implemented. 
 

 
 

Fig 19 

 
21.2.2 As shown above, the main areas highlighted for improvement were for alterations to 

process and to follow the correct process, which unsurprisingly relate to a high 
number of complaint issues raised concerning the EHCP process, (see section 18.7 
above). All learning issues highlighted by investigating managers are tracked by the 
Complaints Team until implementation is confirmed. 

 
21.2.3   Some examples of the types of learning that have been identified and put into place 

and hence used to inform service improvements are demonstrated below: 
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 Following a complaint about the provision in an EHCP, the learning highlighted 
was: 

- Continue to work with the complainant through the personal budget to put 
the provision in XX’s EHCP in place 

- Ensure that those involved with Xx's next Annual Review are fully 
appraised of the details surrounding his level of need and the provision 
made in response to this 
 

 Following a complaint about the delay in completing an EHCP, the learning 
highlighted was: 
 

- Additional Annual Review backlog capacity in place and all plans 
reviewed during 21/22 academic year 

- To ensure that when a Plan Co-ordinator is asked to attend a meeting by 
a school, they make clear at the beginning of the meeting what their role 
is, if they have not been able to speak to parents in advance. 

 

 Following complaints in relation to post-16 provision the learning highlighted 
was: 
 

- Ensure that the Post 16 process is documented 
- Ensure that the information on the Local Offer is updated to reflect post 

16 process and provide young people and their families with advice and 
guidance around the process to include the decision making and the 
Appeals Process 

- Set dates for Post 16 funding Panels in the Spring Term each academic 
year and record who attends and record the outcome for each case 
discussed. 

 
22. Compliments for Children’s Services 
 
22.1  74 compliments were received for Children’s Services during 2021/22. These 

included 33 professional and 41 service user compliments as shown in figure 20 
below: 

 

Social Work Team 
Professional 

Service 
User 

Grand 
Total 

Child Asylum and 16+ Team 5   5 

Child Protection and Court Team   2 2 

Child Protection and Review Unit   1 1 

Children's Disability Team 1 1 2 

Exploitation and Missing Team 5 4 9 

Family Support Team East/West 1 9 10 

Family Support Team North 1 1 2 

Head of Service   1 1 

Children Looked After  1   1 

MASH Team 1   1 

SEND Social Care Team   1 1 

Youth Offending Team   5 5 

Grand Total 15 25 40 
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Learning & Achievement Service Professional 
Service 

User 
Grand 
Total 

Education Improvement Team 1   1 

Educational Psychology 1   1 

EHCP Team 10 9 19 

Learning, Skills & Progression 3   3 

Planning, Performance & Commissioning 3 1 4 

School Admissions   1 1 

School Transport   3 3 

SISS Team   2 2 

Grand Total 18 16 34 
 

Fig 20 
 
 

22.2     Below are some examples of compliments received in the year:  
 
22.2.1  Service User compliments 
 
 Child Protection & Court Team 

… I just wanted to inform you that GG is a remarkable lady and an asset to Children 
Services.  …since GG came out yesterday, she’s been amazing and has gone 
above and beyond her duty to help me. She’s helped me achieve, what I’ve wanted 
to achieve within 1 day. I finally feel that me and the children are getting the help we 
deserve.  I just wanted to send this email because she’s a fantastic lady and I feel 
this should be noticed. 
 
Children’s Disability & SISS teams 
I must end however, with praise and grateful thanks to the social worker - CA and 
her team and the MSI Team (SiSS) - JP and NA - who have consistently supported 
my daughter and gone out of their way to try and help … They are a credit to the 
authority and should be told so. 
 
 
Family Support Team East/West 
I’m writing regarding the support RR had given me since she first came on my case.  
Truthfully, when I had first met RR for the first time, I refused to talk to her so I had 
walked off.  We then had a couple of sessions and I connected with her.  Since then 
… knew I could trust her, as I didn’t feel comfortable with previous people who used 
to speak to me so I wouldn’t open up about my mental health and emotional 
wellbeing. I have built a bond with RR and whenever I have any problems, I will tell 
her and she will always give me positive support and strategies on learning how to 
deal with it. RR is the best person out of everyone who I’ve had simply because she 
doesn’t come and go.  Everyone who used to work with me before, they worked 
with me once and then they disappear. RR saw how broken I was and had made a 
promise that she will stay with me until I was to get better and she did. And I respect 
her for that as some workers don’t. I feel like they just do their job and do not care 
but RR done her job and cared too. I’m thankful with all the support RR has given 
me. Financial and mental.  If it wasn’t for RR I don’t think I would be where I am 
today. She’s helped me A LOT! 
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Exploitation & Missing Team 
During an incredibly heart breaking and challenging time in our family lives, NN was 
a person who spoke with compassion, understanding and common sense. She 
gave us hope and was very proactive in offering us some time. Her honestly was 
incredible and really helped me to feel supported and not as alone as I felt at that 
point. She has a sixth sense around what’s going on and her directness with other 
professionals was so important to me as it meant KK had another advocate, who 
was not me. The experience she brings to the role is very real and I will be forever 
grateful that she came into our lives at that particular moment. She gave me 
strength to continue moving forwards in the most distressing of situations.  Thank 
you NN for all you did for our family and my girl. 
 
EHCP Team 
I just wanted to say thank you for all your help and support with D's plan, you have 
been amazing and I’m very happy we are finally getting somewhere. I know it must 
have been incredibly difficult for you being brought into this situation after tensions 
were very high but thank you, I finally feel D has been put first and been given a 
voice for his needs which was never done previously. 
 
School Transport 
I’m sure you get complaints a lot but this is a message of appreciation for EE, she 
dealt with my question this morning regarding my son’s transport.  She was so 
lovely on the phone, she said she would call me back within the hour - truthfully I 
thought yeah right I’ll have to chase this… & bless her, she delivered on that 
promise with news and information within the hour.  It’s a very stressful time for 
many parents with SEN children and start of terms. So to have spoken to somebody 
who was so efficient was a breath of fresh air. Thank you EE! 
 

22.2.2 Professional compliments 
 

Child Asylum & 16+ Team 
We wanted to share some feedback regarding SH.  Since working with SH, it is our 
professional opinion that she should be commended for all the hard work she has 
demonstrated.  SH is very committed and supportive in her professional role to both 
of us and the two boys in our care.  We have had previous social workers, however, 
SH has been by far the most helpful / understanding and proactive Social Worker 
we have come across.  The role of a social worker in our opinion is one of the most 
difficult/ demanding jobs to carry out.  We appreciate all the support SH has 
provided us, and are grateful for the help and time given to us. 
 
Family Support Team North 
…concluding the case, the Judge made the following comments: 
 
YY is also very fortunate to have as his social worker DD, I am impressed by the 
work that he and the LA have undertaken in this case, where good practice is seen 
it ought to be applauded and I do so in this case  It would have been easy for a LA 
in light of a negative decision of the fostering panel, to have gone down a different 
course so I applaud the LA for looking beyond that negative and finding a solution 
which is very much in YY's best interests.  Well done! 
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Exploitation & Missing Team 
I think you have done a fantastic job at linking all the dots together, I thought the 
complex abuse meeting was excellent and it really helped us to see the bigger 
picture.  Thank you for all your support and hard work in supporting these young 
people involved in these horrendous situations. 
 
Children Looked After  
I just wanted to say thank you for all your help during my time at LH. I can’t tell you 
how reassuring it is for us to know that you are there! 
 
MASH 
On Thursday I made my first referral using the new form and yesterday I attended 
my first strategy meeting under the new joint working strategy. I wanted to share 
what a positive experience this was and how, with a case that is not clear cut in any 
way and may or may not end up as a CP concern, excellent partnership working 
resulted in an assessment.  This is a child who has significant SEND and is unable 
to communicate properly so is very vulnerable so I feel very reassured that the case 
will be assessed to make sure him and his little brother are safe.  I found the social 
worker screening the case very thorough and genuinely concerned. I know 
Children’s Services often get negative press so I felt I would like to share my 
positive experience 

 
EHCP Team  
Just wanted to say a heartfelt thank you! The work you have done over the last 
couple of months has been brilliant and much appreciated (I have been singing the 
praises of the Plan Co’s I’ve worked with wherever possible!).  
 
Education Improvement Team 
Just a quick note to say thank you very much for all of your time and care during 
this challenging year. I have really appreciated your consistent and unwavering 
support which has seen us through some dark days! 

 
22.3 Learning from compliments, as well as complaints is something that Children’s 

Services can use in order to share good practice and highlight what has worked well 
for staff involved. This can then be considered and used appropriately by other 
Children’s Services staff to enhance service provision. 

 
 
23. Maintaining high standards in Children’s complaints processing 
 
23.1 During 2021/22, the Performance and Complaints Team have continued to work 

hard to ensure that any improvements made to the administration of complaints in 
previous years are maintained and where appropriate, improved upon and have 
continued to do all that they can to ensure that the processing of Children’s 
Services complaints is of the highest standard. 

 
23.2 Detailed conversations with prospective complainants both by telephone and e-mail 

and which continue, where required, throughout the complaint, ensure that 
customers feel listened to and reassured that their concerns will be dealt with. This 
approach is consistent with the report from the LGSCO entitled “Running a 
complaints system,” which highlights that “Features of an effective complaints 
procedure includes early direct contact with the person making the complaint and 
continued contact through the complaints process.” 
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23.3 A number of concerns have been resolved outside of the formal complaints process 

with the agreement of the complainant. The Performance and Complaints Team 
have handled 112 such cases for Children’s Services in 2021/22, helping to ensure 
that concerns are resolved as quickly as possible; whilst all but 21 of the 103 formal 
complaints received during 2021/22 have been resolved at Stage 1 of either the 
Statutory or Corporate process. This is an indication that high standards and 
continued customer liaison have a positive impact on the quality of responses 
provided to complainants, aided significantly by the quality checking process 
provided by the Performance and Complaints Team. This has also had a positive 
impact on the number of requests by complainants to progress to the next stage in 
the complaints process.  

 
23.4 When it is apparent to complainants that their complaint has been taken seriously 

and thoroughly investigated, with apologies made where appropriate and where the 
response is sufficiently thorough for them to understand how the outcome has been 
reached and that Children’s Services has taken any appropriate learning from the 
complaint; then it is much more likely that complainants will be satisfied with the 
response they have received and less likely to request an escalation of their 
complaint.  

 
23.5 Throughout complaint investigations, the Performance and Complaints Team have 

maintained positive relationships with existing Children's Services staff and also 
always aim to build new and positive relationships with staff taking up new positions 
in the Children's Services & Skills Directorate.  
 

23.6 The efficient records management system used by the Performance and 
Complaints Team to record complaint details ensures swift responses to 
complainants. Children’s Services staff and the Local Government & Social Care 
Ombudsman. It also ensures that any member of the Performance and Complaints 
Team can, at any time, establish the current status of a complaint along with the 
detail of any correspondence that has taken place in relation to that complaint. This 
ensures an excellent level of customer service. 

 
23.8 Customer feedback is sought following each complaint via an on-line questionnaire 

(also available on request in printed format) which has been developed and 
published on the Smart Survey website. Complainants/their representatives are 
invited to feedback their comments concerning their experience of the Complaints 
Procedure. This in turn, will feed into the learning and improvement process.   

 
 As part of this process the Council seeks to gather equality information from service 

users to help them check that we are treating people fairly and to identify any issues 
we might need to address. For the period of 2021/22 there were no equality issues 
identified. 

 
23.9 During 2021/22 the Complaints Team received the following feedback: 
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23.9.1  Feedback from Complainants 

 …communication was made in writing throughout to advise of the processes 
 

 The complaint was handled very professionally and my concerns were listened 
to and acknowledged and I received a reply and communication about the 
complaint within the time scale advised.   

 

 I particularly appreciated the opportunity to discuss my concerns and the exact 
nature of my complaint with the lady who contacted me by telephone.  She 
was most empathetic and objective.  After that I felt quite comfortable that the 
issues raised were understood and would be dealt with in an appropriate and 
professional manner. 

 
23.9.2 Feedback from Internal Staff 
 

 ...compliments for the “sterling” job done by the team and the support you 
provide to the Directorate in relation to complaints.  It is much appreciated and 
please continue to do more of the same 
 

 I have to say, I have learnt a lot from you.  Your support with the complaints I 
have had to respond to has been very gratefully received and I think we’ve 
had fun along the way.  Not sure what I will do without you when an LGO 
comes my way 

 

 …complimented the Complaints Team on the amazing job you do and a 
massive thank you for the support you provide, it is invaluable. 

 

 We all wanted to say that these are the best notes we have had from any LA 
and wanted to say thank you to XX for her patience in capturing a very difficult 
meeting 

 
24. Reporting on Complaints 

 
24.1 The reporting process to senior management is an important part of the complaints 

process in Solihull. This is essential if the issues raised in complaints and the 
learning from them, is to have a positive impact on practice. Any improvements 
which are identified, however minor, are built into the process and an example of 
this is the further breakdown of complaints issues as outlined at 15.3 and 18.7 
above. This assists senior staff to easily identify if there is a common issue being 
raised by complainants, so that it can be reviewed and dealt with appropriately, in 
order to improve the service where required and prevent further complaints. 

 
24.2 The Respond database used for recording complaints is an essential tool when 

providing accurate performance reporting and the use of an updated version of the 
database during 2020/21 is now fully embedded. This has allowed the Performance 
and Complaints Team to continue to provide in-depth reporting to management at 
all levels, including numbers of complaints received under each process (at which 
stage and for which teams), issue type and numbers and investigation timescales, 
along with outcomes and the number of learning forms that have been distributed, 
completed and returned and whether the learning has been implemented. The 
benefits of this have been outlined throughout this report.  

 
 



 

33 

 

24.3 Detailed reports for heads of service and the Senior Leadership teams and 
Directorate Leadership Team are produced on time and at regular intervals (both 
monthly and quarterly). These highlight areas needing attention and have been an 
integral part of the complaints service provided by the Performance and Complaints 
Team. Accurate recording on the Respond database also enables one-off reports to 
be produced efficiently and as requested by managers, where complaint processing 
and monitoring suggests that there are issues that need attention in specific areas 
of Children's Services. 

 
24.4 Heads of service and the assistant directors receive monthly reports of live 

complaints, enabling them to track performance against timescales and intervene if 
there is a risk that a complaint will not be dealt with within the desired time limit. 

 
24.5 Quarterly complaints reports, detailing activity and performance, categories of 

complaint and learning and outcomes by service area and team, highlight any 
emerging trends. This ensures that managers can identify trends and again 
intervene early if a problem is highlighted.  

 
24.6  Ombudsman activity / responses are also reported to DLT on a monthly basis and 

any new complaints referred from the LGSCO are reported immediately to the 
Director / appropriate Assistant Director. The Link Officer role is situated within the 
Children’s & Adults Complaints Team and hence the team have a role in the 
collation of information and oversight of Council wide Ombudsman responses to 
ensure that responses to the Ombudsman are within the timescale requested by the 
Ombudsman. 

 
25 Looking ahead to 2022/23 
 
25.1 In 2022/23, as in other years, training sessions will be organised for staff new to 

Solihull or to a management role, who respond to complaints. In addition, one-to-
one training is always available to investigating managers and the Performance and 
Complaints Team are always happy to assist and provide advice and guidance to 
managers on an on-going basis. 

 
25.2 During 2021/22, the Performance and Complaints Team will complete the review of 

the Council’s procedure for dealing with Statutory Complaints (those relating to 
Children’s Social Work Services), in order to ensure that current senior members of 
staff have the opportunity to feed into and shape this. 

 
26 Conclusion 

 
26.1 During 2021/22, the Performance and Complaints Team have continued to work 

closely with Children’s Services staff to ensure that as many responses as possible 
meet the appropriate timescales and that complaint responses are of a high quality.  
The quality of responses at Stage 1 has remained high, as evidenced by the fact 
that requests for Stage 2 investigations remained low. 

 
26.2 The quality of complaint responses has continued to have a positive impact on the 

requests for escalation and hence the numbers of complaints progressing to 
investigation by the LGSCO.  
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26.3 Detailed and quality reporting to senior management has continued with the 
Performance and Complaints Team providing a very detailed breakdown of the 
issues complained about, so that learning and subsequent actions taken; can be 
even more focussed and hence have a bigger impact on service improvement.  

 
26.4 The numbers of learning forms being returned in 2021/22 is high at 93% for 

Children’s Social Work Services and 73% for the EHCP Team. Learning data from 
2021/22 will be formatted into spreadsheets and distributed to senior staff and the 
appropriate team managers, highlighting learning and implementation dates, both 
on a service wide and team-by-team basis, so that managers can comment on the 
differences that learning has made to practice. The evidence is then collated by the 
Performance and Complaints Team and is available to inform service improvement. 

 
26.5 During 2022/23, as in previous years, the Performance and Complaints Team will 

constantly review its practice in accordance with feedback from both complainants 
and Children’s Services and will then work with managers and staff to make any 
changes that are essential, to enhance overall performance. 

 
 

June 2022 


