
Report to: Overview and 
Scrutiny Committee 
(Regulatory, 
Compliance and 
Corporate Services)

Date of Meeting: Tuesday 30 
October 2018

Subject: The roll-out of the “Manage my Requests” (iCaseWork) system
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Support

Wards Affected: (All Wards);

Portfolio: Regulatory, Compliance and Corporate Services

Is this a Key 
Decision:

No Included in 
Forward Plan:

No

Exempt / 
Confidential 
Report:

No

Summary:
This report presents to Overview & Scrutiny Committee – Regulatory, Compliance and 
Corporate Services an update on the roll-out of the “Manage my Requests” iCaseWork 
system for capturing, managing and reporting all customer complaints, representations 
and feedback across the Council including the number and nature of complaints by 
Service and Ward.

Recommendation(s):

Overview and Scrutiny Committee (Regulatory, Compliance and Corporate Services) are 
asked to note that 

1. the data in this report requires further quality assurance given that it has been 
gathered during the implementation phase of a new system 

2. the Corporate Complaints process will change from three stage to two stage in 
January 2019

Reasons for the Recommendation(s):

To advise Overview and Scrutiny Committee (Regulatory, Compliance and Corporate 
Services) of the progress made with the roll-out of the “Manage my Requests” 
iCaseWork system for capturing, managing and reporting all customer complaints, 
representations and feedback across the Council and the future developments.

Alternative Options Considered and Rejected: (including any Risk Implications)
No alternative options.



What will it cost and how will it be financed?

(A) Revenue Costs Not Applicable

(B) Capital Costs Not Applicable

Implications of the Proposals:

Resource Implications (Financial, IT, Staffing and Assets):
None.

Legal Implications:
None.

Equality Implications:

There are no equality implications. 

Contribution to the Council’s Core Purpose:

It is intended that the new system will provide the platform for the efficient administration 
of the complaints process and allow for detailed performance analysis and development 
of corrective actions to improve outcomes for Sefton residents. 

Protect the most vulnerable:
It is intended that the new system will assist in administering complaints from those who 
are the most vulnerable, responding to complaints by reviewing service provision, 
decision making and re-intervening to help improve lives.

Facilitate confident and resilient communities:
Local people need to have trust and confidence that the Council will take their 
complaints seriously and learn when things go wrong.

Commission, broker and provide core services: N/A

Place – leadership and influencer: N/A

Drivers of change and reform: It is intended that the new system will provide the 
platform for the efficient administration of the complaints process and allow for detailed 
performance analysis. 

Facilitate sustainable economic prosperity: N/A

Greater income for social investment: N/A

Cleaner Greener: N/A



What consultations have taken place on the proposals and when?

(A) Internal Consultations

The Head of Corporate Resources (FD5337/18) has no comment on the report as there 
are no direct financial implications resulting from the content of the report. and the Chief 
Legal and Democratic Officer (LD4562/18) has been consulted and any comments have 
been incorporated into the report.

(B) External Consultations 

Not applicable

Contact Officer: Wayne Leatherbarrow
Telephone Number: 0151 934 3090
Email Address: wayne.leatherbarrow@sefton.gov.uk

Appendices:

There are no appendices to this report

Background Papers:

There are no background papers available for inspection.



1. Introduction/Background

1.1 In April 2017, the Council successfully implemented “Manage My Requests”, an 
on-demand information request handling solution provided by iCasework, 
designed specifically to manage and report on all of Freedom of Information Act 
requests (FOI), Environmental Information Regulations requests, personal 
information /subject access requests (SARs), public record requests and law 
enforcement agency requests for disclosure of client information.

1.2 The system has been rolled-out across the Council, providing a simple web-based 
interface for front-line staff, case workers and responsible managers for capturing, 
recording and reporting information. The system is relatively easy to use and a 
“what’s next” interface guides users through the agreed process for handling 
information requests, with inbuilt forms, workflow and correspondence templates.

1.3 The system supports a ‘digital by default’ process, whereby all information 
requests (FOI or SARs) are accepted, administered, responded to and archived 
electronically. Members of the public that do not have direct access to the internet 
can have their requests logged by proxy through the Contact Centre or at the One 
Stop Shops. 

1.4 The Council’s organisational structure is replicated in the system configuration to 
ensure that the requests for information are directed to and managed by the 
relevant Service. Access control ensures that information is appropriately 
restricted and that client details are directed accordingly to the appropriate Service 
only. A range of collaboration features, including email, speed up communications 
between colleagues and with the information requestor. Work-flow ensures 
simplified acknowledgement, re-categorisation, re-allocation, assessment, 
response or withdrawal of requests. In-built, locally configured templates support 
the consistency and efficiency of acknowledgements and responses, which are 
sent electronically. Embedded security allows for information relating to a request 
to be classified or made confidential.

1.5 Advice and guidance is published on the Council’s web site explaining how 
members of the public can submit a Freedom of Information request (FOI) or a 
request to Access to Personal records (SARs). All requested are presented into 
the iCasework system, where they are initially assessed and then allocated to a 
relevant Service, department or team nominated key worker, with an 
accompanying general instruction on what is required. The key worker may 
allocate the request to a specific member of staff who will gather the information 
required and respond accordingly to the requestor; alternatively, the key worker 
will respond directly on behalf of their Service. All information, correspondence 
and content is recorded on the system, with a full chronological history of actions 
and events, which provides for full auditability.

1.6 The system assists in ensuring that the Council manages and responds to FOI 
and data subject access requests (SARs) in accordance with the requirements of 
the General Data Protection Regulations (GDPR) and the Data Protection Act 
2018.



1.7 In April 2018, the Council successfully extended the iCasework “Manage My 
Requests” system for capturing, managing and reporting on complaints and 
feedback. 

1.8 Historically there has been little or no oversight of the Corporate Complaints 
process meaning that we do not have a robust baseline and have not maximised 
our opportunity to learn. Extending the use of the iCasework system provides a 
unified process and platform for capturing, managing and reporting on complaints 
and feedback across the entire Council. 

1.9 It was intended that by extending the system across the Council would allow for 
enterprise case management of complaints, compliments, queries or suggestions, 
and achieving the following key outcomes:

 Enhance the customer experience
 Ensure comply with regulatory requirements and adhere to codes of 

practice
 Implement Council wide complaint handling standards

1.10 The first stage of the project was to review and amend the guidance published on 
the Council’s web site which explains how members of the public can submit a 
compliment, comment or complaint https://www.sefton.gov.uk/your-
council/consultations,-complaints-feedback/compliments,-comments-and-
complaints.aspx. The ‘making a complaint’ part of the site is divided into five 
distinct sections:

1) Making a general complaint
2) Making a complaint about Adult Social Care 
3) Making a complaint about Children’s Social Care 
4) Making a complaint about a school 
5) Making a complaint against a councillor 

1.11 Typically, the Council does not respond to School complaints, however iCasework 
is configured to capture any representations that can easily be forwarded onto the 
relevant school if required.

1.12 Subject to the option selected, the public are guided through the representation 
process, which provides a clear distinction between a complaint and a service 
request. The system directs the public to submit information electronically, which 
is then presented directly into the iCasework system. The systems ‘eforms’ are 
tailored to the specific nature of the complaint, using drop-down navigation to 
guide the complainant through the process.

1.13 Unlike information requests (FOI and SARs) which are initially assessed prior to 
allocation, all complaints are directed to the relevant Service, department or team 
nominated key worker using the in-built system workflow. 

1.14 Like information requests (FOI and SARs) all information, correspondence and 
content relating to a compliment, comment or complaint is recorded on the 
system, with a full chronological history of actions and events, which provides for 
full auditability.

https://www.sefton.gov.uk/your-council/consultations,-complaints-feedback/compliments,-comments-and-complaints.aspx
https://www.sefton.gov.uk/your-council/consultations,-complaints-feedback/compliments,-comments-and-complaints.aspx
https://www.sefton.gov.uk/your-council/consultations,-complaints-feedback/compliments,-comments-and-complaints.aspx


1.15 Again, the Council’s organisational structure is replicated in the system 
configuration to ensure that a compliment, comment or complaint is directed to 
and managed by the relevant Service. Access control ensures that information is 
appropriately restricted and that client details are directed accordingly to the 
appropriate Service only. A range of collaboration features, including email, speed 
up communications between colleagues and with the information requestor. Work-
flow ensures simplified acknowledgement, re-categorisation, re-allocation, 
assessment, response or withdrawal of requests. In-built, locally configured 
templates support the consistency and efficiency of acknowledgements and 
responses, which are sent electronically. Embedded security allows for 
information relating to a request to be classified or made confidential. 

1.16 The embedded dashboards allow system users to view meaningful & relevant 
information about cases received, unassigned cases, open cases by age, overdue 
cases and outcomes. In addition, drill-down links enable users to view detailed 
information whenever needed, such as details about a case or a caseworker. 

Figure 1.16 System embedded dashboard example showing open cases.

1.17 The embedded dashboards enable managers to discover problem areas and 
provide managers with the tools they need to quickly view trends, insights, 
performance metrics and other operational data, down to individual case 
information.



Figure 1.17 System embedded dashboard example showing case detail.

1.18 The system has an extended library of pre-configured reports, which present data 
in an easy review format.  In addition, the Council has developed the capacity 
within the Performance and Business Intelligence Service to build its own ad-hoc 
reports, configurable in terms of output parameters.

1.19 The Performance and Business Intelligence Service is currently developing a suite 
of ad-hoc performance reports that will allow Council Services to view statistics 
and trends at a weekly interval. These draft reports will initially be shared with 
Heads of Service for consideration and comment, then amended accordingly 
based on any feedback received. Examples of the Corporate level information that 
it is anticipated will be reported from the system are shown below:









1.20 The Performance and Business Intelligence Service is currently developing a suite 
of ad-hoc performance reports that will allow Council Services to view statistics 
and trends at a weekly interval. These draft reports will initially be shared with 
Heads of Service for consideration and comment, then amended accordingly 
based on any feedback received. Examples of the Service level information that it 
is anticipated will be reported from the system are shown below:



2 Moving Forward

2.1 The iCasework system is designed to improve the way that people interact with 
the Council, making the complaints process and flow of information more efficient 
and effective, whilst also provide us with an opportunity to analyse data, monitor 
performance, learn and make change.  The new system is still bedding in and our 
workforce is still learning how to embed it within their operational activity. We are 
continuing to work with the provider, and learn from other local authorities who 
have implemented the system, to ensure that we can maximise the system 
functionality, streamline the complaints handling process and provide effective 
performance data.

2.2 Although the Performance & Business Intelligence Service has prepared initial 
draft performance report (Corporate and individual Services), further work is 
required to hone the reporting framework to ensure that it can support Heads of 
Service, Service Managers and Team Managers to analyse and identify trends, 
aiding service improvement. 

2.3 The Council currently operates a three stage Corporate Complaints Policy.  
Having a three-stage process means that people can exercise their right to a 
review of their complaint through the stages even when the outcome is unlikely to 
change, a costly and inefficient process. 

2.4 A report presented on the 8th October 2018 to Cabinet Member – Regulatory, 
Compliance and Corporate Services recommended to the move to a two stage 
corporate complaints process and the adoption of a new Corporate Complaints 
Policy, with effect from 1st January 2019.  Following Cabinet Member approval.

2.5 The iCasework “Manage My Requests” system is currently configured as a 3-
stage process, and the system will need to be re-configured to accommodate the 
new two-stage process.


