Appendix B

The New Procedure for Social Services Complaints
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CSCI to assess the eligibility of the complaint for review and where appropriate will take one of the following actions to consider the complaint further:





Independent Complaints Panel


Commission Investigation


Referral to the Local Government Ombudsman


Decision of No Further Action required (NFA)























Complaint about the local authority actions and decisions referred to 


The Local Government Ombudsman





Complaint about the CSCI Complaints Review Service referred to 


The Parliamentary Ombudsman














Formal Investigation





If still dissatisfied





Initial Attempt to Resolve Matters Informally














Complaint brought to the attention of the person or organisation providing social services locally





























Investigation of the complaint by the local authority, involving the Independent Person, and production of a report with findings, conclusions and recommendations.  The authority subsequently makes an adjudication (decision) concerning the outcome of the complaint.





Stage One – Handling and Consideration of Complaints by Local Authorities





Stage Two Independent Review





If still dissatisfied





If still dissatisfied








