Dear Provider, 

Following recommendation from the Local Government and Social Care Ombudsman Reviews of Adult Social Care Complaints (The Ombudsman) we have clarified our complaints pathway in relation to complaints about contracted services commissioned by Adults Social Care.  

We therefore want to take opportunity to clarify what we require your complaints process to set out for escalation of complaints. 

The Ombudsman stated they did not expect a complainant to have go through successive complaints procedures and therefore your findings given to the complainant should be your organisation’s formal written response to that complaint.  This will be your final response.  

This means that if a complainant is not satisfied with this response from you as a provider, the complaint should not be escalated further within your organisation. Instead the complainant should be informed that they can refer to City of Bradford Metropolitan District Council for a review of the response to the complaint or to escalate direct to the Ombudsman.  If the complainant chooses for CBMDC to review they will still have opportunity to go on to the Ombudsman if they remain unsatisfied.

We ask that you please review your own complaints processes to ensure that this pathway is reflected.

There might be exceptional circumstances where on occasion a complainant wishes to only deal with CBMDC. In this instance, CBMDC will investigate and the escalation route will be to the Ombudsman.

This letter sets out future mandatory requirements relating to complaints procedures set out in the original service contract. It is provided by the Council as part of its formal role of contract management. Please ensure that receipt of this letter is formally acknowledged in writing and that a copy of the letter is then either physically attached to the contract   in your possession or stored in the same file in the case of a virtual document.

Embedded in this document below are templates you might choose to use in response to a complainant to assist you.

As Commissioners, we will continue to review provider complaints processes as part of our regular quality monitoring and management.
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Dear 



I am writing to acknowledge that your complaint is being dealt with under our Complaints Procedure.



The following is a summary of your complaint. This is what we refer to as “Terms of Reference”. Each of these points will be investigated:











Please get back to me as soon as possible to confirm if I have captured the issues correctly. It is very important that we agree the Terms of Reference and an investigation into your complaint will not start until you get back to me. Also please let me have any information/ evidence you think it may help when looking into this matter.



Your complaint will be investigated by an appropriate manager who will aim to respond within X working days. If it is not possible to keep to this timescale you will be contacted again.



You have the right to approach the Local Government & Social Care Ombudsman (www.lgo.org.uk) at any stage.  However, in most cases the Ombudsman will refer the complaint back to the Council if the Complaints Procedure has not been exhausted.    



If you require any information or assistance with this matter, please do not hesitate to contact me using the details provided at the top of this letter. 



Yours sincerely
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I refer to your recent complaint and to earlier correspondence on this matter.

 

I have now had the opportunity to investigate your concerns under the our  complaint procedure.

 

What I have done to investigate your concerns

 

(REFERENCE TO HOW INVESTIGATED INCLUDING REFERENCE TO ANY POLICIES AND PROCEDURES, RECORDS EXAMINED OR INTERVIEWS WITH STAFF)

 

Terms of reference and findings

 

I have now completed my investigation into your complaint and my findings are outlined below.

 

· ISSUES AS AGREED WITH THE COMPLAINANT in bullet points

· ANSWER EACH ISSUE INDIVIDUALLY STATING YOUR FINDINGS 

· OUTCOMES FOR EACH ISSUE: upheld, not upheld, partially upheld. See note at the bottom of the letter



Conclusions and Learning

 

(SUMMARY, REFERENCE TO ACTIONS BEING TAKEN TO RESOLVE INCLUDING APOLOGY AND ANY IMPROVEMENT TO SERVICE TO BE CONSIDERED OR MADE AS A RESULT OF THE COMPLAINT, ANY LEARNING AS A RESULT OF THE COMPLAINT, COMMENTS ON THE OUTCOME AGAINST WHAT THE COMPLAINANT HAD SAID THEY WANTED AS A RESULT OF THE COMPLAINT, APOLOGY IF NECESSARY FOR ANY DELAY IN RESPONSE).

 

Current position



(IF APPROPRIATE, GIVE AN UPDATE ON THE CURRENT SERVICE BEING PROVIDED).



I hope that you will feel that I have properly investigated your complaint even if the outcome is not what you had expected. This concludes our Complaints Procedure.



If you are not satisfied with this response you can:



a) You could approach the Local Government Ombudsman directly using the following contacts details:

 

The Local Government & Social Care Ombudsman

PO Box 4771

Coventry, CV4 0EH 



Telephone: 0300 061 0614 

Website: www.lgo.org.uk



b) Request an internal review by the Council. This will not prevent you from going to the Local Government Ombudsman if you wish to do so but it is an opportunity for you to discuss elements of the complaint response that you remain unhappy with. To request a review of your complaint please contact Bradford Council’s Complaints Unit:

 

FREEPOST BRADFORD COUNCIL

 

(Please write Complaints Unit at the back of the envelope)

 

Tel. 01274 436820 

e-mail: complaints.officer@bradford.gov.uk

 



Yours sincerely







(NAME AND TITLE)









Note:



Upheld: this means that after looking at the evidence we have I agree with your views. 



Partly upheld: this means that I agree with some parts of the complaint or that things, although not wrong, could have been done better.



Not Upheld: this means there is no evidence to support your views. 



Inconclusive:  this means an outcome cannot be reached. An example of this might be when it is one person’s word against another or that there is insufficient evidence or information to come to a decision.


























