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Annual Complaints Report - Solihull’s Adult Social Care Services 

1 April 2020 – 31 March 2021 

Executive Summary 

 

 

 During the 2020/21 financial year, Solihull’s Adult Social Care Services 
received 35 new complaints. This is a significant decrease (40%) in 
comparison with the 58 new complaints received in 2019/20.  

 

   During 2020/21, Solihull Council’s Adult Social Care Services provided a 
service to 8131 service users (including carers). Complaints were received 
in relation to 35 (0.43%) of these.  
 

 This reporting period covers the commencement of the COVID19 pandemic 
and lockdown periods associated with this. There were no significant 
concerns raised to the Complaints Team regarding shortfalls in service, nor 
any formal complaints made which were directly attributable to a change in 
service due to the pandemic. 

 

 17 of the new complaints received in 2020/21 were in relation to the 
Council’s Adult Social Work teams (this is a decrease from 30 in 2019/20), 
12 were concerning commissioned providers and 6 related to Solihull’s 
Adults Social Care Finance Team. 
 
The 12 new complaints concerning Solihull’s commissioned providers 
(which include residential and nursing homes and those providing care in  
the home) represent a decrease of 40% when compared to the 20 which  
were received in 2019/20.  
 

    The Local Authority Social Services and National Health Service 
   Complaints (England) Regulations 2009, state in 14(3), that the Local  
   Authority should respond to an Adult Social Services complaint within a  
   period of six months. 
 

In 2020/21, 90% of investigations carried out by the Council’s internal Adult 
Social Work teams have been completed within the Council’s self- imposed 
and much shorter, 30 working day timescale. Two of the complaint 
responses fell outside of the 30 working day timescale, but were completed 
in under 40 working days, being well within the 6 month statutory response 
timescale.  

 
The number of commissioned provider complaints responded to within 30 
working days has decreased this year; however this will be due to the 
significant impact of the COVID19 pandemic on residential and homecare 
services. The Complaints Team, independent providers and Assistant 
Director for Commissioning have all worked together, to respond to 
complaints as quickly as possible during the pandemic. 
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 The quality of the complaint responses has remained high in all areas and 
the number of complaints that have proceeded to an Ombudsman 
investigation is low. 
 

 During 2020/21, Solihull Adult Social Care Services received 2 new 
referrals from the Local Government & Social Care Ombudsman compared 
to 7 in 2019/20.  Of the 2 new referrals received from the LGSCO in 
2020/21, 1 was closed with no investigation deemed necessary by the 
Ombudsman. 

            
All responses to the LGSCO’s requests are completed within the timescales 
agreed with the Ombudsman. 
 

 
Learning from complaints 

Learning from complaints has continued to be taken seriously and again, an 
exceptionally high proportion of learning forms sent to investigating 
managers have been returned to the Complaints Team with only 1 learning 
form sent out during this period currently outstanding. All learning is tracked 
through to implementation, ensuring that complaints make a difference to 
practice where necessary. This has been evidenced by the reducing 
number of issues being raised in what were common areas of complaint. 

 

.Compliments 

   244 compliments were received in 2020/21 which is a 54% increase in 
comparison to the 158 received in 2019/20. These included some for 
commissioned providers.  
 
Areas of good practice highlighted through compliments can also be used 
by social work managers as learning opportunities for all staff. 
 
Examples of the compliments received are as follows: 
 

          Compliments received from people accessing services provided by  
          Solihull Adults Social Care  
 
           All Age Disability Team  

“I would like to say a big thank you for all your help and support. We will 
both miss contact with you and we can’t thank you enough for all the 
wonderful help you have given to both of us. We always felt positive and 
energised after are meetings with you ready to face the next challenge. We 
will both miss you. Take care” 
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           First Point of Contact and DoLS Team 

“She was a god send. She listened with patience to all of our concerns, and 
made suggestions on how we could manage the situation; putting us in 
touch with resources such as the Falls team, physio, and mental  health. A 
few weeks on, and I’m delighted to say, that what we thought might have 
been early dementia (or similar), was the effects of the sepsis. My father is 
now receiving home physio and is so much brighter in himself. 

 
Both my husband and I wanted to express our thanks. It can be overused, 
saying someone has gone ‘above and beyond.’ We can only imagine the 
stream of phone calls and cases you must be dealing with currently, but the 
member of staff made us feel as if we were the only clients she needed to 
focus on, such was her patience and understanding.“ 

 

           Hospital SW Team 
"I was very pleased with my mum’s Social Worker. She kept me informed 
several times. I was treated really well by her and she was a great support 
to me. I had the worry of finding a home for my mum taken out of my hands 
and I am extremely pleased where she was placed" 
 
Occupational Therapy / Equipment and Wheelchair Services 

"I would like to acknowledge the excellent care provided to my elderly 
mother following her recent accident. I would also like to express my 
family's appreciation for the supportive, caring and considerate way in which 
each person involved responded during a difficult time. In these days of 
constraints and reduced provision, I was extremely impressed with both the 
speed and efficiency of all those involved in enabling my mother to leave 
hospital promptly and cope within her own home whilst recovering from her 
fractured knee. 

In addition and perhaps most important of all, staff demonstrated high levels 
of care and took time to establish exactly what my mother's needs would be. 

A special mention too for the Occupational Therapy and Equipment Team. 
Both responded promptly to my request for equipment, which would help my 
mother to continue to live independently at home whilst she recovered. It 
was a difficult time as the country has just emerged from the lockdown but 
they took time to assess her needs and provide the right equipment. 

My mother has now recovered from her fracture and although she has other 
health issues feels confident that should she in the future require care at 
home that she will be well supported by Solihull Council." 
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Older Adults Community Team 
“We would like to pass our sincere thanks to Emma Stevenson who has 
been helping us to sort out a care package for J….., Emma has been so 
kind, helpful and understanding and has always been happy to listen to our 
concerns.” 

 

           Reablement 
           Mrs A was extremely positive about the service she has had from the 
           Reablement staff. Mrs A stated “I am very impressed with their caring  
           attitude. I’m very pleased with what the girls have done for me, it was very  
           worthwhile and I want to say a very big thank you to them, they have taught 
           me a great deal. I was a little shy in the hospital about it as I didn’t know 
           what to expect but it has gone exceptionally well" 
 
           Shielding Team 

"We would like to say a huge thank you to the Shielding Team for looking 
after us so well during the Covid 19 Pandemic. Being in the vulnerable 
group we have really appreciated the help and support. Thank you" 
 

           Nationwide (commissioned provider) 
Mrs F repeatedly stated how much she likes and trusts her regular morning 
carers. Mrs F stated “they are wonderful girls and they really take care of 
me” 

 
           Universal (commissioned provider) 

Mr X wished to extend his gratitude and thank you to Universal Care 
Agency. Mr X stated “The carers were wonderful and most supportive in 
assisting me recover, following hospital discharge.” 
 

           Sunrise (commissioned provider) 
“I am writing to thank you and all your staff for the care you have given to 
my parents during these unprecedented times. While it has been a very 
distressing time for us not being able to visit and not being able to ascertain 
the severity of their illness, we have been impressed with the way the 
carers have filled us in with how they are when we have called and how 
they have reassured us. We understand that you are all working in very 
difficult conditions with constraints and that you are all having to go over 
and above to meet the needs of the residents." 

 
 
        Compliments from other professionals  

 
           268 Creynolds Lane 

A Diabetes Nurse stated, " The team were really responsive and proactive 
in supporting a service user with his diabetic management .They are always 
really helpful and provide her with clear information which has supported 
clinical decision making” 
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           All Age Disability Team 

An advocate contacted the All Age Disability Team and stated, “I have 
worked very closely with A this year in respect to a specific case. A has 
been a pleasure to work with and it has been so helpful to be able to 
bounce thoughts off each other whilst working on that particular case. A has 
worked so hard to get the best support in place for the service user and this 
is admirable.” 
 

           Occupational Therapy / Community Equipment and Wheelchair Team 
          "I just want to thank you all for facilitating Mr N’s safe discharge back to his 
           care home, where he died peacefully this morning. Mr N had a few days of  
           knowing he was in his own environment with carers who were familiar to 
           him and most importantly contact with his friend and main care giver. Team 
           work makes the dream work. Thank you for making Mr N’s last days  
           comfortable and relaxed." 

 
          Older Adults Community Team 

“I am the Lead here at Birmingham Community Health Care NHS 
Foundation Trust. I would like to inform you of a dedicated, professional and 
caring member of staff you have in R. R and I worked collaboratively on a 
case and R always showed professionalism, patience and trust not only to 
me but to the citizen and family involved. 

 
R’s genuine hard work and dedication as well as her concern and caring 
attitude shone through and it has been an absolute pleasure and privilege to 
work with such a caring professional. I am sure you recognise what an 
asset to your team that R is but I wanted you to know that other people 
recognise and value R’s attitude and willing disposition." 

 
 
     Reporting on complaints 
 

 The performance reporting process to senior management has continued to 
work well. Detailed reports for heads of service and the Directorate 
Leadership Team are produced on time and at regular intervals, including 
monthly reports to Heads of Service and the Assistant Director and detailed 
quarterly reports to DLT. Ombudsman activity / responses are also reported 
to DLT and CLT on a monthly basis. 

 

 For the first quarter of 2020/21, the Complaints Team also produced weekly 
reporting on complaints and compliments for review meetings held by the 
Director of Adults Social Care in relation to the COVID pandemic. This then 
reduced to monthly for the remainder of 2020/21. 
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Looking ahead to 2021/22 
 

During 2021/22, the Complaints Team will continue to work closely with all 
staff involved in investigating complaints; aiming to ensure that as many 
complaints as possible are responded to within the Council’s internal 30 
working day response timescale and where possible that concerns are 
resolved outside of this process. 

 
The Complaints Team will continue to provide a high quality service to both 
complainants and staff investigating complaints and respond to any Local 
Government Ombudsman investigations as requested.  

 
The updated Respond database has helped to streamline processes  
and will continue to be used for the efficient processing of complaints and  
compliments. 
 
 

 


