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Annual Complaints Report 2021/22  
Introduction  
 
The purpose of this report is to provide an overview of the complaints which have been 
received by West Berkshire Council’s Adult Social Care Service during the financial 
year 2021/22.  
The majority of complaints processed by Adult Social Care within West Berkshire are 
undertaken using the framework set out within the West Berkshire Adult Social Care 
Complaints Process. This is currently a two stage process as set out in ‘West Berkshire 
Complaints Procedure – Adult Social Care (Nov 2010), however this is currently under 
review and due for revision.  

Informal Resolution: Complaints that are logged with a service (such as a Care 
Home or within a Locality team) are resolved informally at a local level. These 
complaints are not logged formally with the Complaints Manager and therefore are 
not included in the annual complaints return.  
Stage 1: Formal Investigation: Complaints are formally investigated by an 
appropriate manager within the agreed timescale. Following this, if the 
complainant remains dissatisfied with the response, a Complaints Meeting can be 
offered.  
Stage 2: Escalated Investigation – investigation usually carried out at Service 
Manager or Service Director (if required) level.  

In addition to this, a small number of complaints are processed using the Corporate 
Complaints framework. This process is used when the concerns being complained 
about relate to issues outside of Adult Social Care itself, such as the process used to 
invoice for care. These complaints are not included in the figures being analysed in 
this report, despite having come into the service in the first instance.  
West Berkshire Council believe that maintaining effective working relationships with 
service users and (where applicable) their families throughout their involvement with 
Adult Social Care is an important part of achieving the best outcomes for our service 
users and have continued to adopt a Restorative Practice approach to complaints 
where possible.  
Where it has not been possible to resolve a dispute using the Adult Social Care 
Complaints Process, the complainant will be directed to the Local Government and 
Social Care Ombudsman (LGSCO). 
Should it become apparent that a service user or family member, is repeatedly raising 
the same or similar concerns with the Council or other bodies and that this is having a 
negative impact on carrying out any on-going work, but they have not officially raised 
a complaint, the Complaints Manager has the discretion to enter these concerns into 
the complaints process to help achieve a resolution. In these circumstances, the 
concerns do not have to have been presented to the Council as a complaint.  
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Occasionally the Council may deem that it is necessary to implement the Persistent 
and Unreasonable Complainants Process.  
 

This process can be used;  

• Where a complaint has been responded to fully and a complainant continues to 
raise the same or similar issues. 

• Where the frequency and/or length of complaints from an individual is preventing 
the day-to-day working of the Adult Social Care teams. In these circumstances 
the Council can introduce a Single Point of Contact (SPOC) arrangement and /or 
can specify the frequency and method of contact with a particular team or the 
Council as a whole.  

 
The full details of the Persistent and Unreasonable Complainants process can be 
found on the Councils website. 
A copy of the Annual Complaints Report is published on the Council’s website each 
year. 
 

Complaints: A Definition 
 
A complaint is described as an expression of dissatisfaction with the service the 
Council has provided. Feedback from users is important to the Council as it provides 
not only an opportunity to identify why people have found our services unsatisfactory, 
but also a means of identifying how the services being provided can be improved.  
Any adult receiving care from West Berkshire Council is entitled to use the complaints 
process.  We also accept complaints from their family or representatives who support 
them. In this instance we would require consent from the service user to pursue the 
complaint unless there is already existing authority for their representative to act on 
their behalf. Every person who makes use of the complaints procedure is advised of 
their right to assistance from an independent advocate and is given information about 
how to access the advocacy service if they wish to do so.  
Complaints may be received via any employee or office at any level of West Berkshire 
Council and are then directed to the relevant department depending on the nature of 
the complaint. 
 

Complaints Figures and Statistical Analysis 2021/22  

Introduction  
 
During the financial year 2021/22 39 complaints were received by Adult Social Care 
Services. This comprises of 37 complaints made against West Berkshire Council and 
also against providers (where the package of care is funded by the Council) and 2 
complaints made about the conduct of a service (but not in relation to a specific service 
user).  
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We note this is lower than the number of complaints received by Adult Social Care 
during 2020/21 when 41 complaints were received. 41 complaints represented a 
reduction of 50% in the number of complaints received during the previous year 
(2019/20) and most likely reflected the effects of the COVID 19 pandemic and the 
national lockdowns. The number of complaints received in West Berkshire Council 
during 2021/22 does not generally appear to be following the trends of complaints in 
other neighbouring authorities that are represented at the Southern Regional 
Complaints Managers Group. Colleagues in this group have reported that, whilst 
complaint levels have not yet recovered to pre-pandemic levels, they are steadily 
increasing. It would seem that, in comparison, the level of complaints received in West 
Berkshire Council are currently below that of other local authorities in our area. We 
may conclude that this is either a positive reflection upon Adult Social Care services 
provided in West Berkshire or service users in West Berkshire are not submitting 
complaints for some reason. This will be examined in closer detail later in this report. 
 
Without question the complaints we have received during 2021/22 have taken longer 
to resolve than in previous years. We have also seen a slight increase in the number 
of cases that progressed to the LGSCO for a decision (although these numbers do 
also reflect a back log in investigations delayed by the LGSCO during the first 
lockdown). This is a trend that is also being reflected in other local authorities.  (See 
below for comparator data) 
 
 Table 1: 
 

 
 
 
Table 2: 
 
 

Quarter 
Complaints by Quarter 

Total Q1 Q2 Q3 Q4 
Volume 8 18 5 8 39 

      
 
Table 1 illustrates the number of complaints received in relation to the number of adults 
in receipt of a long-term service per year. The final column illustrates the decreasing 
trend in the number of complaints received despite a rise in the number of service users.  
 

Year

Total number 
people in receipt 
of long-term ASC 

service

Total number of 
Complaints

Complaints 
per 100 
Service 
Users

2018/19 2114 146 6.9
2019/20 2161 82 3.8
2020/21 2222 41 1.8
2021/22 2252 39 1.7
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Table 2 illustrates an analysis of the complaints received by quarter which show an even 
spread of complaints received apart from a significant spike during Q2. The cause of the 
spike has not been identified.  
 

Compliance with Timescales 

The national timescales set out for Adult Social Care complaints are used to measure 
compliance for all complaints arising within Adult Social Care Services.  
Overall compliance with time scales has been very positive during 2021/22 with 100% 
of all complaints being responded to in the first instance within the allowable 20 
working days. 
 

Complaints Received by Complainant Type  
 

• The majority of the complaints received by Adult Social Care Services were made 
on behalf of the service user by other family members (74%).  

• 13% of the complaints were made by the service user themselves. Of these, none 
used the services of a professional advocate.  

•  8% of complaints were made by professionals.  
•  5% of the complaints were made against a service by a member of the public but 

not in relation to the experience of a specific service user. 
 

 
 

Complaints from Service Users  
 
Enabling complaints from service users continues to be an important mechanism for 
ensuring the experience of the people who use our services informs our service design 
and delivery. Complaints from service users themselves helps us to ensure that the 
concerns of individual people are more visible, which will in turn help to promote 
opportunities for learning and improving services.  
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Improving the number of complaints received by service users directly is an area that 
we highlighted for action in 2019/20 however, the pandemic impacted on our ability to 
take practical steps to address this at the time. The Complaints Manager has followed 
this up in 2021/22 by engaging directly with the Learning Disability Partnership Board 
(LDPB) in order to try to identify and remove potential obstacles which may prevent 
people who have learning disabilities from making complaints about the service they 
receive. We agreed an accessible version of the complaints leaflet with the LDPB and, 
on their recommendation, have worked with the Council’s Review Team to share the 
leaflet with people who have learning disability at their service review in a bid to 
improve the confidence of this group of service users to make a complaint if they 
wished to. 
 
5 complaints were received from service users during 2021/22. This equates to only 
13% of the complaints received during this reporting period. Unfortunately this 
represents a slight decrease on the figures from the 2020/21 reporting period; namely 
8 complaints received from service users directly which equated to to 20% of the 
overall number of complaints received. It is disappointing to note that of the total 
number of complaints received during 2021/22 of the10 complaints which were 
received in relation to people who have a learning disability none were made by the 
service user themselves (all complaints made by a parent/ sibling). This indicates that, 
despite the work already done, there is further work to be done in this area.  
 
The figures for 2021/22 continue to highlight that the majority of complaints (29 – or 
74%) received by Adult Social Care continue to come from other family members who 
are acting on behalf of the service user. Of these, 6 (21%) were made after the SU 
had sadly passed away.  The remaining 23 complaints were all in relation to older 
people and the complaints were, in all but 2 instances, made by the children of the 
service user. The remaining 2 complainants were a spouse and another family 
member. Whilst this may be indicative of the level of disability of some of our service 
users, it is disappointing that we are still not really hearing the voice of our service 
users in complaints. This continues to suggest that work is still needed in order to raise 
the profile of our service users, to promote their voice and look further into how we can 
assist them to make their views known. Working with Managers to continue to 
encourage social care staff to promote the uptake of the Complaints Process by the 
service user themselves would seem to be the key to achieving this. This is something 
that can be explored further with teams. 
 

Multiple Complaints  
 
By examining the specific detail relating to who has made complaints during 2021/22 
the number of multiple complaints made by a single person has increased during this 
year in comparison to the 2020/21 reporting year. In these cases, where the nature of 
the complaint is the same or similar each time the Council has considered whether 
The Persistent and Unreasonable Complainants Process should be implemented. 
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Complaints Received by Team 
  
Of the 37 complaints made (not including those that were not linked to an individual 
service user), the allocation of complaint by service is as follows: 
 

 
 
Data 
 

Team Team Team 
West 11 28% 
Central 1 3% 
East 5 13% 
MI 5 13% 
Review 2 5% 
WBC Provider 7 18% 
External Provider 4 10% 
Transitions 3 8% 
Safeguarding 1 3% 
Total 39 100% 

 
 
It is notable that West Locality have the most complaints. It is, however, fair to note 
they have a slightly larger number of service users in their area than the other Locality 
team’s have. 
 
It also should be noted that West Berkshire Council provider services have more 
complaints registered against them than those relating to external providers. This will 
be looked at in greater detail in ‘Complaints Related to Providers’ below. 
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Types/ Causes of Complaints 
 
NB: A complaint can be complex in its nature by including multiple issues and there 
may not always be only a single cause. Therefore the total recorded will exceed the 
total number of complaints received. 
 
The table below is included in order to provide information about the areas of ASC that 
have been complained about during 2021/2022. 
 
 

 
 
Data 
 

Nature of Complaint Vol % 
Care Planning 10 23% 
Financial 1 2% 
Staff 10 23% 
Service Delivery 15 35% 
Safeguarding 1 2% 
Direct Payment 1 2% 
Professional Decision 2 5% 
Poor Communication 3 7% 
Total 43 100% 
• The most common reason for making a complaint during 2021/2022 was service 

delivery. 35% of the complaints made has this as their main component. This 
category relates to people who believed that the services they received via West 
Berkshire Council Adult Social Care have been delivered to a poor standard.  

 
• 23% of the complaints received are in relation to the conduct of staff. This is the 

second highest area for complaint during 2021/2022. Complaints in this area 
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typically relate to individual staff members when people feel that they have not been 
treated with courtesy or professionalism, but this can also be influenced by people 
objecting to the outcome of the work by a particular staff member. These complaints 
can relate to both Council staff and staff from external providers commissioned by 
the Council.  

 
• Similarly 23% of the complaints received are in relation to care planning. 

Complaints in this category can relate to issues such as delays in reviews, the 
assessment of an individual’s needs and the subsequent level of support 
received. This category captures 3 complaints which were made in relation to 
Transition Services and post 18 care which were not previously shown as a 
separate area of work in the complaints data. 

 

Emerging Areas of Concern  
 
Whilst these must be taken in the context of a very small overall number of complaints 
the following can be identified of potential areas of concern: 
 

• Service delivery has emerged as the highest area for complaints (35% of 
complaints received in 2021/22 in comparison to 24% of complaints received in 
2020/21). 
 

• Care planning – remains an area causing a high ratio of complaints - as also 
noted in 2019/20. As in 2019/20 the main aspect of complaint in this category is 
the professional assessment of need in relation to the individual’s perceived 
belief of level of need. This disconnect between the view of the service user 
about their level of need and the view of the professional about level of need 
also generates complaints about staff conduct; the equivalent category of 
complaint alongside care planning. 

 
• In- House Provider Services have seen an increase in the number of 

complaints received from 8 complaints in 2020/21 to 11 in this reporting period. 
 

• Transition Services – no complaints were received last year or in 2019/20. It is 
fair to note that this team has expanded considerably since 2019/20 and have 
been much more active over the last few years and therefore potentially more 
likely to attract dissatisfaction. 

 
• West Locality Team – worse than the other localities even when the context is 

considered. 
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Complaints Relating to Providers  
 
In 2021/2022 the number of complaints relating to providers was low, although showed 
a slight increase on the previous years reported figure. 

 
A total of 11 complaints were made that related to providers, which equates to 28% of 
the overall number of complaints made and represents a slight increase in relation to 
the 2020/21 reporting year (when 8 complaints were received in relation to providers).  
 
Of the 11 complaints about providers made, the Council were made aware of only 4 
complaints against external providers - 1 complaint was made against a private care 
home, 1 complaint was made in relation to a domiciliary care service and 2 complaints 
were made in relation to support services for people with learning disabilities and 
people with mental health support needs. It is likely that external providers receive 
complaints directly and that the Council are not notified.  This is the same number of 
complaints made against external providers last year. 7 of the complaints made in 
relation to providers were made in relation to the Council’s in-house services. This is 
a slight increase on last year’s figures where we recorded only 4 complaints in relation 
to our in-house services.  This year 4 complaints were received in relation to 
Birchwood Care Home (2 from the same complainant) with Willow’s Edge Care Home 
and Notrees Care Home recording 1 complaint each. A further complaint was received 
in relation to Phoenix Day Centre. 
 

Complaints Findings/ Outcomes  
 
In summary (based on 39 complaints received during 2021/22): 
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Data 
 

Outcome of Complaint Volume % 
Justified/Upheld 5 13% 
Partly Justified/Upheld 6 15% 
Not Justified/Not Upheld 15 38% 
NFA- Info Provided 9 23% 
No Finding 0 0% 
Progressed to LGSCO 2 5% 
Refused 2 5% 
Withdrawn 0 0% 
Total 39 100% 

 
 
In summary, for the 2020/21 reporting period: 

• 13% of the complaints received in were upheld (26% upheld in 2020/21) 
• 38% of the complaints received in were not upheld (26% not upheld in 2020/21). 
• 15% of complaints were partially upheld (18% partially upheld in 2020/21). 

 
Of the remaining complaints:  
 

• In 5% of cases the complaints were refused (as we did not have the consent of the 
service user to proceed).  

• In 23% of cases the complaint was concluded at the initial stage and the complaint 
did not progress any further. This outcome has been recorded because the 
complainant was provided with either further information or an explanation in relation 
to why something had happened and the formal complaint was therefore concluded 
at this stage.  

• 5% of cases were progressed to the LGSCO (9% in 2020/21). Please see below for 
further details. 

 

Complaints Progressed Beyond Local Resolution 
 
Where it has not been possible to resolve a complaint via restorative practice or via 
the Council’s complaints process, complainants may choose to approach an external 
regulatory body; The Local Government and Social Care Ombudsman (LGSCO). The 
LGSCO will determine if the complaint that is presented to them meets their criteria 
for investigation. 
 
In March 2020 the LGSCO stopped taking new complaints and paused their existing 
investigations in order to allow authorities to respond to the first wave of the pandemic. 
They restarted casework in late June 2020 after a three month pause. This has 
resulted in a delay in investigations and decisions in relation to cases from the 2020/21 
reporting period, some of which have run into 2021/22.  
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Of the complaints which originated in 2020/21 and were subject to delayed decisions 
by the LGSCO:   
 
4 complaints were referred to the LGSCO. The Council was found not to be at fault in 
1 case and at fault in 3 cases. Financial compensation has been recommended in one 
of these cases. 
 
Of the complaints made in 2021/22, 2 were progressed to the LGSCO with the Council 
being found to be at fault in both cases. No financial compensation was recommended 
for those 2 cases. 
 
Whilst the Council has been found to be at fault in 5 of 6 cases referred to the LGSCO 
it should be noted that the terminology ‘at fault’ is applied if the Council is found to be 
at fault in any aspect of the complaint, however minor. 4 of the 5 cases where the 
Council was found to be at fault applies to  minor aspects of the complaint – such as 
the wording of a complaint response or the fact that a provider was not able to retrieve 
historic records relating to case. In these cases the Council has been asked to provide 
an apology to the complainant but nothing further. 
 
The rate of referrals to the LGSCO remains low (which is positive) but the number of 
cases where the local authority has been found to be at fault has increased. West 
Berkshire Council is not alone in seeing this trend and the feedback from neighbouring 
local authorities reflects our experience that the LGSCO appear to be becoming much 
more critical towards local authorities in their findings. This has also been reflected in 
complaints made to our Children’s Services.  
 

Comparison with Neighbouring Local Authorities 
 
Looking at complaints trends in neighbouring local authorities that are represented at 
the Southern Regional Complaint Managers Group, West Berkshire Council appears 
not to be following the general trend in Adult Social Care complaints. Other local 
authorities are reporting that complaints within Adult Social Care have not yet returned 
to pre-Covid levels but have steadily increased within 2021/2022. This is not the case 
in West Berkshire and our complaints received continue to decline. 
 
The 2021/2022 complaints figures received from neighbouring authorities include: 
 
BCP (Bournemouth, Christchurch and Poole): 179 ASC complaints (which compares 
to 154 in 2020/21 and 178 in 2019/20). In 2021/22 BCP recorded approximately 4400 
service users. 
 
Wokingham: 76 ASC complaints. In 2021/22 Wokingham reported 2,696 people ‘open’ 
to ASC throughout the year.  
 
IOW (Isle of Wight): 75 ASC complaints. IOW records that from 1 April 2021 to 31 
March 2022 adult social care received 6931 new requests for support; this is the 
number of Initial Contact Assessments not unique people. 
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NB: For comparison purposes, the number of ASC Service Users for WBC in 2021/22 
is 2252. This figure is based on the number of people recorded as being in receipt of 
a long-term service from ASC during the year. 
 
Whilst each of the above authorities may record the number of ASC users in different 
ways to WBC, each can confirm however that the number of Adult Social Care 
complaints received in 2021/22 remain lower than pre-Covid rates but that there is an 
increase noted on 2020/2021 levels.  
 
West Berkshire Council have not seen this trend reflected in 2021/2022.  
 
This therefore must lead us to consider the following: 
 

• In West Berkshire are people not complaining because they possibly don’t know 
how to?  

• Do we have an inaccessible complaints process and therefore it becomes too 
difficult for them to complain?  

• Are we not recording our figures in the same way as other local authorities?  
 
The rates of complaints over past years were much higher and therefore it is unlikely 
that people don’t know how to complain or that the process of making a complaint is 
too difficult. The figures reported in 2021/22 in the Council’s Children’s Services do 
not reflect either of the previous statements. Children’s Services have seen an 
increase in complaints received (210 complaints) in relation to the number received 
in the 2020/21 reporting period (154 complaints). 
 
We therefore must consider how we are recording our complaints data going forward 
in relation to the neighbouring local authorities.  
 
A strong possibility is that we successfully manage a significant number of complaints 
informally and that these are therefore not recorded nor translate into formal 
complaints. It is possible that other Local Authorities deal with informal complaints 
differently and record them all regardless of if they progress or not. 
 
Another possibility that must be considered, however, is that people are not 
complaining about Adult Social Care services in West Berkshire because they are, on 
the whole, satisfied with them.   
 
Each of the above neighbouring local authorities have also seen an increase in the 
number of cases which both progressed to the LGSCO and where the local authority 
was found to be at fault. During the reporting period 2021/22 West Berkshire Council 
has had a slight increase in the number of complaints progressed to the LGSCO, but 
this is purely a result of the delay in their investigations (taking into account the year 
the complaint was originally referred to the LGSCO). 
 
The number of cases progressed in 2021/22 is actually lower than the previous year.  
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Complaint Actions to be Taken Forward to 2022/23 
 

• Review of Complaints Procedure. 
 
• Work with Teams to try to identify barriers/ solutions to service users making 

self-reported complaints where possible. 
 
• As an exercise look at the 10 complaints made in relation to people who have 

learning disabilities in 2021/22 reporting period. Where possible make contact 
with the individual service users and find out why they did not feel able to 
complain on their own behalf.  

 

Examples of Compliments Received During 2021/2022 
 
The number of compliments received by Adult Social Care services far outweighs the 
number of complaints. Both services and individual practitioners have received some 
very positive feedback during last year and some examples of the types of 
compliments we have received are listed below: 
 
‘Thank you very much for your assistance and patience over these last few months, 
which I really appreciated.  Both your help and that from the Social Worker, was so 
much more useful and professional than the dealing I had with the previous local 
authority’  
 
‘I have just come back from visiting (Service User) and wanted to let you know how 
complimentary she was about Willows Edge and all the staff. She was really positive 
and says that she is happy to be here. Nothing is ever too much trouble and she is 
grateful for all the help. She likes that she has her routine and that everyone knows 
what she likes to do and what she likes (that you give her fruit because she doesn't 
eat biscuits was specifically mentioned)’ 
 
‘My next door neighbour has just finished with WBC Reablement today, I popped 
round to see her in my lunch break and just wanted to pass on my thanks.  
She is not very backwards in coming forwards in complaining about services normally 
but was very complimentary about the service and the ROs that have been supporting 
her over the last 6 weeks and said they were all wonderful and did a great job, so well 
done!’ 
 
‘May I just say how efficient your team is in picking up the Young People in need of 
support from Adult Services. Thank you, once again.’ 
 
‘I have never met such a wonderful Social Worker, full of conviction and determination 
to do a good job - she needs her amazing efforts being (sic) recognised.' 
 
‘Thanks for all your support over the past few weeks/months with teaching me to use 
the long cane, providing some useful aids around the house (I use the lamp and the 
liquid level all the time and my talking clock is an absolute godsend!).  I also wanted 
to thank you for your support in possibly sourcing a Brailler from RIB. The long cane 
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has really helped to restore a lot of my freedom and give me more confidence when 
I’m out and about.’ 
  

Conclusion 
 
Based on the complaints figures during 2021/22, West Berkshire Council is reporting 
a 5% drop in the number of complaints received about Adult Social Care services in 
comparison to 2020/2021 and a 52% drop on the pre-Covid figures reported in 
2019/2020. This trend has not been reflected in any of the neighbouring local 
authorities that have been contacted for the purposes of this report. As this decrease 
is not the experience of our colleagues who manage complaints in Children’s services, 
it is not unreasonable to conclude that the drop in complaints received is not as a result 
of people’s unwillingness to complain or a lack of knowledge about how to complain.  
 
We have received no retrospective complaints in 2021/22 in relation to Adult Social 
Care services provided during the lockdown periods or about our management of 
business continuity during the pandemic. 
 
The Complaints Team continue to utilise technology (via Zoom) in order to offer 
complainants a choice about how their complaints are managed, which continues to 
be well received by our complainants 
 
We continue to receive a large volume of compliments from our service users and their 
families praising both the efforts of our staff and the services that we provide to support 
the people of West Berkshire. 
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