 [image: image1.png]** Islands Safeguarding
Children Partnership

Working together for the children of Guernsey and Alderney




ISCP Interagency Child Protection Procedures: complaints procedure
January 2017
	This document sets out the procedure to follow when someone has concerns about a failure to use the interagency child protection procedures correctly. It is intended for all staff in the public, private and voluntary sectors who follow the ISCP procedures, as well as members of the public who have concerns about the way in which the procedures have been used. 


	Lead Professional/Author
	Ruby Parry, Director of Communities, Health and Social Care

	Consultation
	Islands Safeguarding Children Partnership

	Related Guidance
	ISCP Child Protection Procedures; Information Sharing Protocol; Resolution of Professional Disagreements

	Issue Date
	January 2017

	Review Date
	January 2020

	Contact Details
	ISCP Business Manager: David.Foote@gov.gg 


Contents
31.
Introduction


32.
Objectives


43.
Types of complaint


44.
How to make a complaint


45.
What happens to the complaint


56.
Possible outcomes of a complaint


57.
Review


58.
Distribution


69.
Appendices


6Appendix 1 - ISCP Complaints Form


6Appendix 2 - ISCP contact details




1. Introduction
1.1. One of the functions of the Islands Safeguarding Children Partnership (ISCP), set out in the Children (Guernsey and Alderney) Law 2008, is to provide guidance to employees and persons working with children (section 29(4))(b)). This is particularly in relation to the duty to share information and work together in order to promote and safeguard the welfare of children in need or at risk (section 27), but includes any other matters falling within its remit. 
1.2. The ISCP have produced a set of online procedures intended to be used by all those working with children and families when they have concerns about the welfare of a child. The procedures set out the roles and responsibilities of staff for safeguarding children and clarify when and how they need to share information and work together. 
1.3. An Information Sharing Protocol for those working with children has also been produced which states that, complaints or breaches that “... cannot be resolved … can be referred to the Islands Child Protection Committee [now known as the ISCP] for consideration.” (paragraph 6.3.1). 

1.4. Definitions of terms used and abbreviations

    
ISCP – Islands Safeguarding Children Partnership for Guernsey and Alderney

2. Objectives
2.1. This procedure covers situations where a professional or member of the public has concerns that the child protection procedures have not been followed correctly. It outlines: 

· the types of complaint that will be considered;
· how to make a complaint;
· what will happen to the complaint; and,
· what the possible outcomes are.
2.2. This complaints procedure does not replace or duplicate any other complaints procedure relating to professional conduct and is limited to the interpretation and use of the ISCP Child Protection Procedures and the Interagency Information Sharing Protocol. For that reason the ISCP will not usually review any case while it is subject to another complaints process. Additionally, this procedure may not be used to review a decision made in any other complaints process. 
2.3. If the complaint refers to the conduct of an individual professional or agency it will be referred to that agency to deal with the complaint in the first instance.

2.4. If the complaint is about a Child Protection Case Conference it will be referred to the Quality Assurance Manager for the Children and Family Community Services.
2.5. Should any issues under consideration also be subject to criminal proceedings, professionals following this process should defer to the needs of the criminal case as necessary. 

2.6. Where there are differences in professional opinion about the welfare of a child the Resolution of Professional Disagreements process should be followed, available on the ISCP website: http://ISCP.gg/article/118107/Resolution-of-Professional-Disagreements---Escalation-Policy. 
3. Types of complaint
3.1. Where a professional, member of the public or other relevant person has a complaint about: 

(i) the way in which the ISCP interagency child protection procedures have been used; or,
(ii) How professionals have shared information under the Information Sharing Protocol;
they can request a response from the ISCP regarding use of the procedures. 

4. How to make a complaint

4.1. Complaints can be made verbally or in writing to the ISCP Business Manager using the attached form (Appendix 1) or contact details (Appendix 2). 

5. What happens to the complaint

5.1. Where the information indicates that the complaint is informal the ISCP Business Manager will respond directly to the complaint and try to resolve the issue as soon as is practicable. An informal complaint can later be treated as a formal complaint if the matter is not resolved. 

5.2. Where the information indicates that a formal response is required the ISCP Business Manager will forward the complaint to the ISCP Learning and Improvement Sub-committee and write to the complainant indicating how the complaint will be dealt with and the likely timescale for a response. 

5.3. The ISCP Learning and Improvement Sub-committee will decide on the appropriate action: 

(i) Where the information is available to give a full response, a letter will be drafted and sent from the ISCP Learning and Improvement Sub-committee Chair to the complainant. 

(ii) Where further enquiries need to be made, the ISCP Learning and Improvement Sub-committee will request the most relevant ISCP Sub-committee Chair or ISCP member to make enquiries and provide a report. A letter will be drafted and sent from the ISCP Learning and Improvement Sub-committee Chair to the complainant, outlining relevant findings and actions from the report.
5.4. The ISCP Learning and Improvement Sub-committee Chair may convene a small panel of ISCP members to assist in reaching a conclusion in complex cases. 

6. Possible outcomes of a complaint

6.1. There are three possible outcomes for complaints considered under this process: 

(i) The complaint is upheld and the relevant agencies are contacted regarding the use or interpretation of the ISCP procedures by their agency or individual staff within their agency.

(ii) The complaint is upheld and the ISCP review procedures as a result of the complaint and the findings of any enquiries into the complaint. 
(iii) The complaint is not upheld, in which case there would be no further action. 

6.2. If there is disagreement with the findings of the complaints process an appeal may be made to the ISCP Independent Chair. 

6.3. There is no further appeals process and the decision by the ISCP Independent Chair is final. 
7. Review

7.1. The complaints procedure will be kept under review by the ISCP and the ISCP Sub-committees in relation to any complaints received. 
7.2. The procedure will be reviewed in full in three years from the date of publication. 
8. Distribution

8.1. The complaints procedure will be published on the ISCP website and circulated to members of the ISCP and ISCP Sub-committees. 
8.2. Members will circulate the procedures within their own organisation. 

8.3. The ISCP will publicise the complaints procedure alongside other relevant procedures. 
9. Appendices
Appendix 1 - ISCP Complaints Form
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Complaints Form


For use in relation to concerns about the use of the interagency child protection procedures

		SECTION 1



		Complainants details

		



		Name:      



		Address:      





		

		Post code:      



		Contact tel. no:      

		Email:      



		SECTION 2



		Please provide details of your complaint, including specific procedures and names of agencies or individuals where relevant. Please also include dates and times where relevant to the complaint. (Please use additional sheets if necessary)



		     





		Signed: 

		Date:      



		When you have completed this form please print, sign and date it and return to:  ISCP Business Manager, Perruque House, Rue de la Perruque, Castel, GY5 7NT. 
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		Islands Safeguarding Children Partnership – contact details



		Address:     

		Perruque House, Rue de la Perruque, Castel, Guernsey, GY5 7NT.  



		Independent Chair

		Simon Westwood



		Business Manager

		David Foote


David.Foote@gov.gg 



		Administration

		Claire Wherry


Claire.Wherry@gov.gg 



		Telephone

		01481 256923



		Email

		childguidelines@gov.gg 



		Website

		www.icpc.gg 






