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1. Introduction and context

The “Local Authority Social Services and National Health Service Complaints (England)
Regulations 2009” (the Regulations) set out the way Lambeth Council must deal with
complaints about its adult social care services.

The regulations require the Council to produce this annual report, which must give
information about

e The number of complaints received
o The issues highlighted
e Whether the complaints have been upheld

e The number of cases referred to the Local Government Ombudsman’s service or
the Health Service Commissioner

¢ \What actions we have taken or will be taking because of the complaints received

What is a complaint?

A complaint is an expression of dissatisfaction about an adult social care service,
whether that service is provided directly by the council or by a contractor or partner,
which requires a response. There is no difference between a formal’ and an ‘informal’
complaint. Both are expressions of dissatisfaction that require a response.

As most of our work in adult social care is involved with supporting people to overcome
problems, our staff will often hear about a lot of things that are not going as well as our
customers would like. Service users and their representatives do not have to label an
issue as a complaint for it to be addressed in line with our policy and the regulations. It is
up to the Council to ensure it can recognise when an issue is a complaint.

What comes under the Lambeth Adult Social Care complaints process?

The adult social care complaints process can be used where these relate to
adult social care, which includes:

¢ Assessment and care planning by assessors, Occupational Therapists and Social
Workers

e Our work in commissioning and contract management of social care service providers
o Financial assessment and charging in relation to adult social care

e Safeguarding adults enquiries regarding where there are concerns
about abuse or neglect of an adult with care and support needs

e The Council's Supervisory Body function under the Deprivation of
Liberty Safeguards of the Mental Capacity Act 2005
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Handling Direct Payments for social care
Client Affairs work such as

Management of affairs such as through Appointeeship

Management of affairs through the Mental Capacity Act 2005 such as acting as a
Deputy

In-house social care provision such as day centres that the Council manage

The adult social care complaints process can be used to
address concerns about things like

Quiality or amount of service

Charges for a service

A decision

Failure to follow correct procedure

Delay

Application of assessment and eligibility criteria
Attitude or behaviour of staff

Failure to communicate with people either reasonably clearly or in a timely manner

People who are paying a charge for home care and similar services may either seek a review
of their assessed charge using the Council’s Fairer Contributions Policy Review and Appeals
process, or they may make a formal complaint to the Council if they are dissatisfied with any
aspect of the

assessment. The flexibility to use either process is in line with the requirements of the “Fairer
Charging Guidance”.

What is not covered by the Adult Social Care complaints process?
There are things that the Adult Social Care complaints process cannot be used for:

Matters that should be dealt with through other procedures. This includes things that
should be dealt with under

» Disciplinary or grievance proceedings

Criminal investigations

Where a statutory appeals process is in place

Where the complainant intends to take legal proceedings in relation to the
substance of the complaint

Y V V

A complaint by another organisation, unless that organisation is acting as the

representative of the person as described in the section below
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¢ Complaints which relate to contractual arrangements or other business arrangements
made with the Local Authority

o Complaints by an employee of the Local Authority about any matter relating to that
employment

¢ Complaints that have already been dealt with in line the Regulations

e Any complaint which is being or has been investigated by the Local Government
Ombudsman

o Complaints arising out of the alleged failure to comply with a request for information
under the Freedom of Information Act 2000

e Complaints arising out of the alleged failure to comply with a request for information
under the Data Protection Act 1998

Complaints about social care providers

Complaints about social care services provided by independent and voluntary providers will
need to be responded to by that service using its own complaints process. However, where
there has been involvement from the local authority, such as having commissioned the care
from that independent provider, the matter will fall within the local authority complaints
process as well as that of the organisation providing the service. This allows the local
authority to oversee the process of managing complaints and scrutinise the outcomes.

Care Provider Complaints Process  council's Adult Social Care Complaints Process

Peoplewitha

. People with a
Peoplewitha complaint
abou't @ complaint about
complaint abouta service FhnCaiianile Aduls
service provider provider
wheretheymade where the

Councilhave
helnedmake

Figure 1: The relationship between the Council’s complaints process and a care provider’s
process
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Direct Payments

Service users and their representatives cannot raise issues under the Complaints Procedure
about services that they arrange and pay for themselves through a direct payment or a
personal budget. However, issues can be dealt with under this process that relate to the
Local Authority’s role in Direct Payments or Personalised Budgets, for example in
determining the amount of service or in the advice and assistance given in setting up and
managing such payments.

2.How we respond to complaints

The Regulations define two roles

o The Responsible Person: This person is responsible for ensuring compliance with the
arrangements made under these Regulations, and ensuring that action is taken if
necessary, in the light of the outcome of a complaint. In Lambeth, this is the Director
of Adult Social Care.

¢ The Complaints Manager: This person is responsible for managing the procedures for
handling and considering complaints in accordance with the arrangements made
under these Regulations. In Lambeth, this is the Head of Quality and Safeguarding
Adults.

In practice, these roles are often delegated, with the Team Manager of the relevant social
work team taking on the delegated Complaints Manager role and the Head of Service for that
area taking on the delegated Responsible Person role.

Sometimes the complaints relate to the service provided directly by our social work teams,
and others may relate to other parts of our services or to services we have arranged from
another organisation such as a care home or community support service. The coordination of
the response is done via our social work teams.

If the person who made the complaint is still dissatisfied after we have responded to their
complaint, they have the right to appeal and the matter will be considered under a stage 2
complaint. Following this, if the person still feels dissatisfied by the response to their
complaint, they can take the matter to the Local Government Ombudsman. The Ombudsman
will review the situation and will reach a view as to whether the local authority has caused an
injustice to the person or whether the way it has dealt with the matter amounts to
maladministration. In serious cases, it may make its finding public.

The response to all adult social care complaints is now led by the relevant social work team
and Mosaic (the Adult Social Care case recording system) is used for recording adult social
care complaints. This allows the integration of complaints recording with client records to
support the department in taking account of the whole picture of the work being undertaken
with each person.
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3. The complaints we received

How many complaints we received
Figure 2 shows how many complaints we received in each of the last five years.

Number of complaints
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Figure 2: Complaints received by Lambeth Council Adult Social Care 2015/16 to
2019/20

Stage 1 & Stage 2 complaints 2019/20
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Figure 3: Stage 1 & stage 2 complaints received 2019/20

For 2019/20 a total of 115 complaints were received. 6 complaints were escalated to the
LGO. 3 from the year 18/19 and 3 from 19/20.

115 complaints represent 2.2 % of the total number of people supported by Adult Social
Care.
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Whilst the number of total complaints for this financial year is 115, we must consider that in
accordance with LGO advice, we have introduced Stage 1 and Stage 2 complaints. Of the
total complaints to ASC this year 6 of these were Stage 2 complaints.

If we have direct comparison with previously years, which only counted a 1 stage complaint,
our complaint numbers would have been 109, which would have represented a 9% reduction
on the previous financial year,

There are several factors that may explain the decrease which include:
¢ Introduction of strength-based assessments
¢ Introduction of new assessment tools which are considerably less time consuming to
complete, which has been improving timeliness and productivity.
¢ Reduction in waiting lists
¢ Improvements in timeliness of assessments and application of eligibility.

Factors which may have kept the complaints levels higher than we would have liked.

We have gone through a significant service remodelling, from April to October 2019 by
realigning Adult Physical Disability services with our Older people community teams. This is
in preparation for closer integration with health partners and to progress Intermediate Care
Lambeth and Lambeth Together. Whilst we endeavoured to minimise disruption to the
service and to our clients, it did present some staffing gaps initially, both in the separation
from Integrated Disability services and then in the co-location in to the North and South of the
borough, which initially impacted on productivity and response times.

What the complaints were about

Table 1 and Table 2 shows the numbers of complaints received, broken down by the types of
issues and by the types of complaint. Those shown under the heading ‘Blank’ are where the

data was not recorded.

Table 1: Adult Social Care complaints 2019/20 broken down by Function

Assessme

Deprivatio

Lambeth Adult Social Care Complaints Report 2019/20

lssues nt n sheltered | Externa | Financia | Occupation | Safeguardi | Grand

. / extra I | Issues | al Therapy | ng Adults Total
type and social | of care Provider

work Liberties housin
Safeguards 9
Stage 1 73 1 8 14 5 8 109
complai
nt
Stage 2 4 1 1 6
complai
nt
LGO 5 1 6
enquiry
Grand 82 1 9 15 5 9 121
Total
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Table 2: Adult Social Care complaints 2019/20 broken down by the types issues (within above
functions)

Issue category

Communication = Delay Eligibility = Financial Other Service | Staff Grand
for Delivery = Conduct Total
service or

quality
Stage 1 14 6 21 8 10 45 5 109
Stage 2 1 4 1 6
LGO 6

This data shows that the highest number of complaints related to assessment and social
work (71%) which is a 3% increase on last year’s figures

The second highest number of complaints was about service delivery or quality (42%), which
is a decrease of 4% on last year’s figures

How quickly we responded to complaints

The regulations don’t set a timeframe for complaint responses. The LGO suggests that a
reasonable response time of 12 weeks and locally, we have set a suggested target of 30
days.

41% of our complaints were responded to within our local time timeframe and 70% were
responded to withing the LGO suggested timeframe.

The average number of days that the MOSAIC record is open was 58 days, compared with
52 days last year.

The average number of days between the complaint being received and response being sent
was
57 days, up from 42.3 days from last year.

An explanation for this reduction in response time, is that there were 17 complex complaints,
which were open for in excess of 110 days in an attempt to resolve the issue for the
complainant, and 2 complex cases that were crossed a range of departments that took
excess of 300 days to resolve.

Without these outliers, the average response time would have been 39 days.

Due to improvements in the Mosaic Work step, there was no missing data this year.

Were complaints upheld?

The table below shows the status for all complaints received, including those that went to the
Ombudsman. Of those with a status recorded 36% were not upheld, 33% were partially
upheld and 28% upheld. This compares to last year when 23% were not upheld, 30%
partially upheld and 17% were upheld. there are 2% that do not have a recorded status. This
is because an investigation is still underway.
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Complaint

status:
Issues type Issue category Blanks Not Partiall =~ Upheld | Grand
upheld y Total
upheld
Communication 1 3 4 6 14
Delay 2 1 3 6
Eligibility for service 9 9 3 21
Financial 2 4 2 8
Other 5 3 2 10
Service Delivery or 1 15 16 13 45
quality
Staff Conduct 1 2 2 5
Communication 1 1
Complaint Stage = Service Delivery or 1 1 1 1 4
2 quality
Staff Conduct 1 1
Complaint 3 40 40 32 115
Total
LGO enquiry Service Delivery or 4 2
quality
LGO enquiry 4 2
Total
3 44 40 34 122
Grand total

Table 4: Status of all complaints received 2019-20

Summary of Complaints made to the Local Government Ombudsman
In 2019/20 there were six complaints taken to the Local Government Ombudsman.

LBL Ref | LGO Ref | Summary Outcome

UF277149 | 18 003 893 | Complaint that the council failed to act on a | Not upheld
safeguarding referral
UF277332 | 18017212 | Complaint that the council delayed sending | Upheld
a copy of his assessment & failed to review

his needs
UF277523 | 19 002 926 | Complaint about the suspension of Direct Not upheld
Payments
UF293731 | 19 000 Complaint about a delay in responding to Upheld
533 reports that care agency were not following
the careplan
UF314520 | 19 008 099 | Complaint that the police had broken into Not upheld

property at the council’s request and the
council failed to repair the damage

UF316407 | 19012 114 | Complaint about a delay in the council Not upheld
undertaking an assessment and providing
services

Page 10 0f 17

Lambeth Adult Social Care Complaints Report 2019/20



Table 5: Summary of Complaints to Local Government Ombudsman 2019-20
Of the complaints taken to the LGO,

o 2 were upheld because the council had not adhered to policy and procedure. In one of
these cases, whilst the council had undertaken all the necessary steps to keep the
person safe, they had failed to record it initially as a complaint.

o 2 of the cases were closed at initial enquiry and not pursued by the LGO and therefore
not upheld.

e 2 of the cases were not upheld and the LGO categorically found no fault.
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4. Making Improvements

We continue to monitor the level of complaints closely and they remain a standing agenda on
out monthly performance board meeting, to ensure that there is clear dialogue with the
Director about long standing and more complex complaints.

We have introduced:

e Set timeframes for Mosaic complaints worksteps, and a weekly report is run and
distributed to all management, with a Red, Amber, Green (RAG) rating, for early
identification of complaints that are nearing our locally set timeframe.

¢ Complaints reports are held centrally on Microsoft Teams site for managers to
comment on any outliers.

The introduction of the Stage 2 complaint, which is always escalated within the management
structure provides us with assurance that our complaints process is more robust, and enables
us to reflect on how we are managing our stage 1 complaints

5.Lessons Learnt

Lesson learnt theme No in this category
Need to adhere to policies and Procedures 9
Clarity about what ASC can offer to manage expectations 16
Clarity about our timescales 13
Improvements to billing & finance system 3
Improve communication 31
Need for training 2
customer service training 3
Make sure MOSAIC data is correct 5
Improve accuracy of recording 2
Improve efficiency and timeliness 6
Improve mailing system 1
Maintain professionalism 2
Be clear about eligibility and funding 6
Improve contract monitoring 7
No lesson to learn - complaint not upheld 5
Not recorded- case still open 3
Total 115

Table 6: Lessons learnt by ASC teams
The lessons learnt data field was added to the complaints workstep in Mosaic in April 2019.

The predominant lesson identified is the need to improve communication. Whist this was
specifically recorded in 27% of the cases, if we consider that being clear about: eligibility &
funding (5%), what ASC offers (11%), timescales (11%) & Customer service training (3%), are
all fundamentally about how we communicate with our client about who we are, what we do
and how we are working with them, that takes our need to improve communication up to 60%.
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We recognise that there is a heavy reliance on technology in our communications within the
department, with other professionals and with our clients. This is partly for speed and partly to
make sure that we have audit trails. However, we are reinforcing with staff that to effectively
communicate with people, they need to pick up the phone and have proper conversations

We will be monitoring the themes identified, to improve out practice and the service we deliver
to our customers. As we now have measurable data, we will be able to monitor this year on
year, to measure improvements.

6. Provider complaints- made directly to the provider

Commissioners collect a range of performance information from provision they procure, including
data on complaints received and subsequent actions taken. However, as commissioning activity
has been taking place in different teams, there hasn’t been a standardised way of recording and
then tracking this information although by service area, remedial actions are overseen and
followed up.

For this report, for 2019-20, details on complaints received on commissioned home care support
has been presented as the adults’ home care service systematically collects complaints received
directly by service providers so is readily reportable. This information is collected as one aspect
of their provider performance monitoring regime.

Lambeth has 35 home care providers on its Approved Provider List (APL). There are also ten
specialist providers who are not on the APL, but that are regularly used to provide care needs
that generic providers are not equipped to meet. Also, to meet increased demand during the
Covid crisis, a further 25 home care providers have been engaged.

The total number of complaints received directly by homecare providers (i.e. not recorded on
Mosaic) and reported to commissioners for 2019-20 is 288. Approximately 2000 Lambeth
residents receive homecare via commissioned services and about 28,600 hours of homecare is
provided each week.

Examples of complaints made directly to providers and resolved by them include:

1. Poor manual handling transfers. Home carers deviated from their training and the instructions
in the client support plan: they were not using the sling provided to help lift a client during
personal care, as the client preferred to stand. The client’s relative complained. This practice
left the care staff themselves vulnerable to injury. The complaint was upheld and was
resolved by care supervisor explaining to staff the reasons for using lifting and handling
equipment. The supervisor also made spot check visits over the next four weeks on all clients
requiring these aids. All staff were reminded of the importance of using lifting and handling
equipment and the reasons for using it, where it had been provided as part of the support plan

2. Regular late visits to a client. The client complained that their carer always arrived at least half
an hour after she was expected. The complaint was upheld. On investigation it was found that
the carer was always delayed by the previous client, as their health had deteriorated and care
took much longer than it previously had. The provider requested additional time for this client,
which was agreed. The rota was then change accordingly and tfﬂggceh?gto\fvw complained was
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asked to agree a new time for their own visit or to accept a change of carer. The client did not
want a different carer and so accepted the new time.

3. Home carer not following support plan. The complaint was upheld. On investigation the
supervisor found that the carer was not confident of providing the level of care required in the
support plan. The home carer was provided with extra training and support and shadowed a
more experienced home carer on visits to clients with similar care needs until she was
confident of providing the carer alone.

Over the next year, commissioners will be putting in place a standard procedure for collating
social care complaints, to improve regular recording and reporting of complaints and
outcomes across all service areas. All adult social care independent sector commissioned
services (such as residential care and support services provided outside the home) are now
required to collect this information and this will be made available in the next complaints
report.

7.Progress since last year

As noted above, there have been a number of improvements made during 2019/20. The
following two areas have been a key focus:

o Complaints are discussed as key performance indicators at the Performance board, and
are included as target indicators in management appraisals
0 Addressing practice issues — Practice weeks were introduced in 2019 to:
- Undertake audits of completed work across all teams
- Focussed themes for each practice week
- The Covid Pandemic temporarily focussed our attention into Crisis management and
service redesigns, to meet the increased demands on ASC and the wider health and
social care system, but Auditing recommenced in August, with all senior managers
undertaking audits to provide assurance of the quality of work being undertaken,
Identify areas of excellence and areas for improvement, to inform training and
developmental requirements within the service.

o0 A Complaints report is produced directly from Mosaic which RAG rates the complaints for
priority attention

0 lessons learned themes log continues to be monitored by Performance Board to measure
improvements
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8. People who made use of our complaint’s services

Did the person or a representative make the complaint?

Issue Category Person
representin

g
themselves
Blank
Communication 1
Delay
Eligibility for 5
service
Financial 1
Other 2
Service 4
Delivery or
quality
Staff Conduct 3
Grand Total 16

Table 9: Source of complaint

Gender of the complainant

Female Male
62 53

Table 10: Gender of complainant

Ethnicity of the complainant

Any Other

Ethnic Asian or
Groups Asian British

8 8

Table 11: Ethnicity of complainant

Age ranges of complainants

Age Band Total

18-65 57
Deceased 14
Over 65 44
Grand

Total 115

Table 12: Age range of complainant

Lambeth Adult Social Care Complaints Report 2019/20

Friend Legal
Representativ

PR

Indeterminat

Black British

115

Lambeth | Other Other Spouse,

Partner
or similar

Clir/ MP family Civil
2 10
1 3
2 4 7
2 4
3 3
6 30
3
2 18 60
Not
Known Grand
or White Total
Stated
8 44 115
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Primary need of complainants

Issues
type

Complaint

Complaint
Total

Issue category

blank
Communication
Delay
Eligibility for
service
Financial
Other

Service
Delivery or
quality

Staff Conduct

Blank

Primary
Support Reason

Learning = Mental

4 2 5
4 2
4 2 10
6

2 6
6 4 27
2 1 3
22 9 59

Table 13: Primary Support reason of complainant

9. Compliments

Physical
Disability = Health = Support

Sensory = Social

Support = Support | with
Memory
&
Cognition
1 3
4 1
1 1
2
1 4 7
2 14 9

While Lambeth takes all complaints seriously, over the past year the
department took a decision to start recording the compliments that were
received too. This was to ensure that some of the good work that is undertaken
can also be heard.

There were 45 compliments recorded during 2019/20, which is a 55%
improvement on last year. Of these:
30 relate to Adult Physical Disability and Older Peoples services
4 relate to Learning Disability services

1 related to Mental Health services

2 related to Occupational Therapy services
8 related to Initial Contact Service/ Redress Scheme and Adult

MASH

These show how hard practitioners continue to work to provide a good
service despite the extreme pressures faced by social care department.

Lambeth Adult Social Care Complaints Report 2019/20
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Appendix A — Complaint Process Flowchart

A4

You should make contact with the complainant

(or the person representing théro clarify

what the complaint is about and what
outcomes the person wants

This will also determine the expected
timescales

If no contact has been made with the persgn

then the Acknowledgement Letter must be|

sent within3 working days of receiving the
complaint
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