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Stage 3 - Review Panel Hearing

If you are not satisfied with the outcome of your complaint at Stage 2, you have 20
working days to tell the Complaints Manager that you wish to request a Review
Panel Hearing.

What happens at the Review Panel Hearing?

You will be asked to attend the Hearing and make a statement as to why you are
not satisfied with the department’s response. It is helpful if you can present your
statement in writing prior to the meeting.

You may bring someone with you to give you support or to speak on your behalf.
You are not allowed bring a solicitor if they are acting in an official capacity.

The Chief Officer who replied to your complaint at Stage 2 will also attend the
Hearing.

What happens after the Review Panel Hearing?

The panel has to record its conclusions and recommendations within 5 working
days. Their report will be forwarded to you, the Director of Social Care & Learning,
and those who attended the review panel.

The Director of Social Care & Learning will decide on any actions to be taken and
he/she will write to you about this.

If you are still dissatisfied after the
Review Panel Hearing

You can take your concerns to:

The Local Government Ombudsman
PO Box 4771, Coventry CV4 OEH

Telephone: LGO Advice Team 0845 602 1983 / 024 7682 1960
Text: ‘call back’ 0762 480 4323

Advice Team available 8.30am-5pm Monday to Friday

Fax: 024 7682 0001
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Your right to complain

Adult Social Care Services aim to provide local people with the best possible care
and support during those times in their lives when it is needed. There may, however,
be occasions when you are unhappy with our services or feel that you are being
denied the help you require. You have the right to complain if you are dissatisfied.

Please be aware that we may not accept a complaint about events that have
occurred more than12 months ago.

Contact details for the Complaints Manager can be found under the ‘Where
to find help’ section on the back of this booklet.

Compliments

We hope you have a good experience of our involvement and it helps us when you
tell us this. Compliments are passed on to the staff and included in our annual
report.

Suggestions/comments

We welcome your comments and suggestions because they let us know what we
are doing well or how we could improve.

Complaints

The Health and Social Care Act 2003 requires the Local Authority to have in place a
straightforward complaints procedure that follows government guidance.

This leaflet explains how we try to resolve disagreements and difficulties and what
you should do if you decide to make a complaint.



The complaints procedure has three stages:

Stage 1: Informal Resolution

It is important that, as soon as possible, you should tell the people working with
you, or your family, if you are not happy about something. Initially, try talking to your
care manager, social worker or occupational therapist, or their manager. When we
know there is a problem we will try to resolve it within 10 working days.

What if | feel unable to tell the people who are
working with me?

The Complaints Manager is available to offer advice and ensure that you are
listened to and helped with your concerns.

Stage 2: Formal Complaint

If you are not satisfied with our initial response, you have the right to make a formal
complaint. This may be written or verbal and given to a member of staff or the
Complaints Manager. If you make the complaint verbally, it will be written down so
that you can check to make sure it is accurate.

How do | qualify to make a formal complaint
under the statutory procedure?

You qualify if you are receiving a service from us or have been assessed as needing
a service

Also, you may qualify if you are not receiving a service but think that you should be.

A complaint may also be made on behalf of someone else. Usually, that person will
be asked to confirm that they want this to happen.

If you do not qualify for a formal investigation, we will still look into the issues you
have raised and make every effort to resolve your complaint.

What will happen next?

An Investigating Officer is appointed. The Investigator may be either a senior
member of staff who has no management responsibility for the team providing the
service, or, someone specifically contracted to undertake the investigation.

Can | get any support and advice to make my
complaint?

Yes, people often receive support from friends and relatives. We can put you in
touch with independent advocacy services if required.

How will the complaint be investigated?

The Investigating Officer will need to meet with you and confirm the details of your
complaint. He or she will also read any relevant Social Services records and
interview the key people involved. The responsibility of the Investigating Officer to
make sure that your complaint is fully explored.

What happens when the investigation is finished?

The Investigator must aim to finish their report within 25 working days. If it becomes
apparent that it may take longer than this, a new time limit will be discussed and
agreed with you. The maximum time should be no more than 65 working days.

We will send you a copy of the Investigator’s report and the Chief Officer’s response
to the conclusions and any recommendations.





