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16. Appeals Policy Proposals

These appeals policy proposals have been drafted with input from a range of stakeholders, 
representing different groups, working collaboratively. This document has been presented 
in the style of guidance to structure the appeals policy proposals and facilitate comments. 
However, this is not the final policy but rather appeals policy proposals setting out principles 
and proposals to invite comment as part of our first consultation on the appeals policy. We 
have also posed some questions in the appeals consultation document where we would 
welcome your views. We have indicated the stakeholder feedback in this document but 
further detail on options considered is contained within the consultation document. Your 
feedback will inform and help to develop the appeals policy.

This section covers:

• Introduction;

• Explanation of the terms we have used in this document;

• Overview of the appeals process;

• Scope of the care and support appeals system

Introduction

16.1. The principles of the appeals system have been set up to promote:

• Early resolution

The appeals system aims wherever possible, to promote early and quick resolution. The 
local authority should aim to work with the person to resolve issues early on and prevent 
an appeal escalating. The local authority should, through discussion, and being open 
and constructive, work with the individual to resolve any issues as early as possible. 
An appeal should only progress further where early resolution methods have been 
attempted and fully explored involving the person throughout.

• Communication

As part of the appeals system, clear and regular communication between the local 
authority and the person at every stage is important in promoting open dialogue. 
Effective communication will ensure that the local authority and the person are clear on 
how decisions have been reached, avoid misunderstandings and provide opportunity 
for the person involved to have their views heard. The local authority should listen to 
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the person making an appeal to understand if there are any issues that were missed or 
require further consideration.

• Fairness

The appeals system will focus on providing fairness for those that wish to challenge 
specific decisions under part 1 of the Care Act 2014.

• Equality

A key principle is that the appeals process promotes equality in that all people 
regardless of their personal circumstance can use the care and support appeals system 
to appeal certain decisions.

• Independence

The appeals system provides that there is an independent review, by an impartial third 
party to review the local authority’s original decision.

• Accessibility

The appeals system has been set up to promote accessibility for all people including 
those acting on behalf of appellants.

• Proportionality

Ensuring that the appeals system is not an overly burdensome process for people who 
use it or those who administer the process is vital for a proportionate, efficient appeals 
process.

Explanation of the terms we have used in this document

16.2. In these appeals policy proposals, both the person making the appeal and an appeal 
made on behalf of the person are referred to as ‘person making the appeal’ for ease of 
reference. The individual may appeal in person with or without support; or the appeal may 
be made on their behalf by someone else: a family member, a friend, or anyone who has the 
consent of the person (if they have capacity to consent), or who are doing so in their best 
interests (if they lack capacity). An independent advocate as referred to under section 67 of 
the Care Act 2014, and may also be the person making the appeal on behalf of the person 
being cared for.

16.3. An “appeal” is a process to review a decision made by a local authority that affects an 
individual in relation to part 1 of the Care Act 2014 that falls within the scope of the appeals 
regulations (see paragraph 16.6) from April 2016 onwards.

16.4. “Independent reviewer” is the person appointed by the local authority to review the 
decision and then make a recommendation to the local authority. The Independent Reviewer 
may, where necessary, call upon relevant professional expertise, such as medical or social 
work expertise to assist them in reaching their recommendation.



16. Appeals Policy Proposals

105 

Overview of the appeals process

16.5. The Appeals policy proposals are for a 3 stage process, with the emphasis on early 
resolution, wherever possible:

a. The early resolution stage – where the local authority facilitates open and 
constructive dialogue with the person to attempt to resolve the issue locally and 
early.

b. The independent review stage – the local authority appoint an Independent Reviewer 
to review the local authority’s original decision and make a recommendation.

c. The local authority decision – the local authority makes a decision considering the 
Independent Reviewer’s recommendation.

Scope of the care and support appeals system

16.6. We are seeking views as part of this consultation on the scope of the Appeals system, 
please refer to questions 13 and 14 in the consultation document, we would welcome your 
views. We are proposing that the appeals system will cover appeals of individual decisions 
relating to the following sections of the Care Act 2014 (please refer to the Care Act 2014 
explanatory notes for an explanation of each area):

Section Area of Appeal

Assessment The local authority’s decision as to the format of the 
(Section 9) needs or carers assessment eg. should it be face-to-

face compared with a phone assessment

Eligibility A decision by the local authority as to whether the 
(Section 13) person’s needs are eligible for care and support or 

whether a carer’s needs are eligible for support.

Care planning The needs that the local authority is going to meet and 
(Section 25) how it is going to meet them

Direct payments Decisions by the local authority for direct payments to 
(Section 31) the person or nominated/authorised person

Personal budgets The amount that the local authority deems is 
(Section 26) appropriate to meet eligible needs

Independent personal budgets The costs which count towards the cap for a person 
and care accounts meeting their own needs
(Section 28)

Deferred payment agreements Decisions about how much local authorities allow 
(Section 34) people to defer
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Section Area of Appeal

Transition for children to adult The local authority’s decision to refuse a transition 
care and support assessment to a child, young carer, or child’s carer
(Section 58)

Independent advocacy support Decisions by the local authority as to whether a person 
(Section 67) should have an independent advocate

This section covers:

• Accessibility and advocacy;

• Information and advice on the appeals system;

• Who may lodge an appeal?

Accessibility and Advocacy

16.7. Stakeholders emphasised the importance of ensuring that the appeals system is 
accessible and provides advocacy services where necessary. We are proposing that the 
local authority must ensure all accessibility and advocacy requirements of the Care Act 2014 
related advocacy guidance and statute are applied15 equally to the appeals process.

16.8. In addition, flexibility in raising an appeal was raised as important to a person 
considering appealing. We are proposing that the local authority must provide a variety of 
means to lodge an appeal that takes into account the person making the appeal’s individual 
circumstance and way in which they might appeal.

Information and advice on the appeals system

16.9. Feedback from engagement with stakeholders indicated the importance of effective 
communication for the appeals process. As part of the appeals policy we are proposing that 
effective communication between the local authority and the person should be an integral part
of the appeals process. This is to ensure that at every stage there is the opportunity for open 
dialogue and resolution. Effective communication will help to facilitate a mutual understanding 
of a situation and promote early resolution before views become entrenched.

16.10. The importance of the provision of information and advice was emphasised by 
stakeholders to inform people using the care and support process. We are proposing that 
Local authorities must provide information and advice about decisions that can be subject to 
appeal (i.e. about what is in/out of scope) and on the appeals process and opportunities to 
support early resolution. The information and advice must be provided in an accessible format
for anyone who may make an appeal. An accessible format may include information provided 
on the council’s website, leaflets or other suitable material, such as ‘easy read’ formats. 

15 https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/366104/43380_23902777_
Care_Act_Book.pdf (please refer to chapter 7)
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The information and advice provided by the local authority should include both generic and 
specific advice and should be clear and easy to understand.

16.11. Where a person presents themselves to the local authority to appeal or are dissatisfied 
and not knowing it may be an appeal, we are proposing that the local authority should use 
this opportunity to start an open dialogue with the person. The local authority may arrange to 
meet with the person to discuss any issues further in an open and constructive way once an 
appeal has been identified. As far as possible, simple, clear and early communication will help 
to promote an understanding of the real situation rather than the perceived situation.

16.12. The local authority should also provide information on the appeals process, helping to 
explain this as necessary to assist the person in understanding the process. The individual’s 
needs or requirements must be taken into account so that the appeals documentation is 
accessible to people with sensory impairments, people with learning disabilities, and people 
for whom English is not their first language.

16.13. Feedback from engagement with stakeholders emphasised the importance of involving 
others, such as loved ones, in the appeals process. We are proposing, given that appeals 
are often made during a time that is demanding for an individual and their loved ones, that 
the local authority must ensure that the person making the appeal is kept informed about 
their appeal throughout the process and informed in writing at each decision making stage. 
The local authority must write explaining the outcome of their appeal as well as a rationale 
explaining the reasoning for the decision. The local authority may wish in addition to either 
meet with the person or offer to call a person making the appeal to inform them of the 
outcome of their review after each decision point within the appeals process.

16.14. Carers and families often assist people in making decisions about their care. The local 
authority should therefore provide carers, independent advocates or anyone else the person 
reasonably requests to have all the information that would otherwise be given to the person 
making the appeal.

16.15. The local authority should ensure that the person making the appeal is aware they 
have the right to withdraw their appeal if they wished to do so at any time during the process, 
they are not bound to continue until the appeal goes through the full process.

Who may lodge an appeal?

16.16. Engagement with stakeholders suggested that there should be a range of people 
that could access and present an appeal on behalf of a person. We are proposing that the 
appeal system is open for any individual that comes into contact with the local authority and 
has a decision made under a section of the Care Act 2014 that falls into scope of the care 
and support appeals regulations (see paragraph 16.6). This means recognising that people 
with dementia and people with learning disabilities, people in care homes and house-bound 
people living in the community all can access the appeal system. It must be inclusive and as 
easy to access as possible.

16.17.   An appeal may be made in person with or without support; or the appeal may be 
made on their behalf by someone else: a family member, a friend, or anyone who has the 
consent of the person (if they have capacity to consent), or who are doing so in their interest 
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(if they lack capacity). An appeal may also be made by an independent advocate. This may 
be an advocate appointed under section 67 of the Care Act 2014 for people who have 
substantial difficulty in being involved with assessments, care planning or care reviews; it 
may be an independent advocate appointed under the Mental Capacity Act, or any other 
independent advocate.

This section covers:

• Lodging an appeal;

• Initial assessment of an appeal, or where a person expresses dissatisfaction

Lodging an appeal

16.18. A person can lodge an appeal regarding a decision made by the local authority that is 
specified in the scope of the appeals system (please see paragraph 16.6). Local authorities 
should encourage people to come forward with an appeal as soon as possible following a 
decision that is in scope of the appeals regulations. For example, the local authority should 
advise people of their appeal rights after each applicable decision. We are proposing that the 
appeals process should consider cases from within 12 months of the original decision that 
falls within scope of the regulations.

16.19. The local authority may exercise discretion to consider cases beyond the 12 month 
period should the local authority consider that a person making the appeal had good reason 
for not appealing within the 12 month period.

Initial assessment of an appeal, or where a person expresses 
dissatisfaction

16.20. Broadly speaking, there are two possible routes to initiate an appeal. Firstly, where a 
person has made clear they wish to appeal a specific decision. Secondly, where a person has 
expressed dissatisfaction but is not overtly aware the dissatisfaction may be an appeal.

16.21. The importance of capturing information correctly and first time was raised by 
stakeholders. We are proposing, where an appeal is identified it’s the local authority’s 
responsibility to explain this to the person and suggest the person capture their grounds for 
appealing against a decision reached by a local authority, for example this could be achieved 
by supplying a standardised template to collect the necessary information. The local authority 
should consider the person’s needs and that any appeals documentation is accessible to the 
sensory impaired, people with learning disabilities, and people for whom English is not their 
first language. The local authority may also offer to record the information that is presented by 
the person making the appeal.

16.22. The local authority must ensure that they obtain the necessary information early in 
the process to consider how to respond to an appeal. Stakeholder engagement on this 
emphasised the importance of flexibility in capturing an appeal. We are proposing capturing 
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an appeal could be achieved using a standardised form or template to collect information. 
However, the local authority should ensure they remain flexible in how they receive the 
information for an appeal, whether it’s over the phone, electronically, in writing (using a 
standard template or not) or in person. The specific reasons for an appeal should be explored 
and captured. The form should include a written statement from the person making the 
appeal setting out specifically what reasons a person is dissatisfied with what local authority 
decisions and why. This could involve the local authority asking, for example, what are the 
specific elements of care plan a person is dissatisfied with and what the underlying reasons 
are. This will help to capture not just dissatisfaction but what is causing the dissatisfaction. 
The local authority should prepare a written statement setting out its position in relation to the 
appeal.

Appeal – case study examples

Please note: It may not be immediately clear that a person is seeking to make an appeal 
either because the word is not used or the person is not aware of the process. The local 
authority has responsibility to help identify when an appeal is being made.

Some examples of Appeals:

• “I believe the decision that I am not eligible for care and support is incorrect. I would 
like the decision reviewed.”

• “I am not happy with my personal budget allocated in my care plan – it is not sufficient
to meet my needs and I want to contest this.”

• “I do not agree that the costs in my independent personal budget would be sufficient 
to meet my needs, I want this reviewed.”

 

16.23. The local authority should ensure that as far as possible they have checked the 
records relating to the appeal are of sufficient detail to be processed at the early resolution 
stage. For example, that the local authority is satisfied that they have captured the specific 
reasons for an appeal to review its original decision.

16.24. A written notification should be sent from the local authority to a person expressing 
dissatisfaction within 3 working days notifying them if their dissatisfaction is an appeal. The 
local authority may wish to provide generic advice in this letter, such as an accompanying 
leaflet outlining the appeals process.

This section covers:

• Early resolution;

• Independent review stage;

• The local authority resolution stage;

• Appeals policy commencement
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Early resolution

16.25. The local authority, as part of its specific duties under the Care Act 2014 and 
associated guidance, should already be implementing processes designed to minimise 
dispute, and one that pro-actively seeks to resolve differences locally as part of day-to-day 
business. The appeals process should be seen as last resorts for redress, after exhausting 
every other opportunity to resolve any issues. Stakeholder engagement indicated that 
early, local resolution where the local authority involves and works with the person is vital in 
promoting an effective early resolution appeal system.

16.26. Following feedback from stakeholders we are proposing, for the early resolution stage, 
the local authority should appoint a suitably empowered individual within the local authority 
to review the original decision. This individual should not be the original decision maker. This 
appointed person should review statements from both the person making the appeal and the 
local authority and should have appropriate knowledge related to social care to review the 
original decision. For example, this could be someone from a different social work team that 
made the original decision. The early resolution stage is an opportunity for the local authority to:

• Review the original decision to ensure it was reasonable with reference to relevant 
regulations, guidance, facts and local policy.

• Satisfy itself that it is prepared to justify the original decision at the independent 
review stage, if the appeal progresses to this point.

• Take action where it considers it should make some change to the original 
decision, to attempt to resolve the case early, thus avoiding the appeal going to the 
independent review stage. This may include revisiting an earlier stage of the care 
and support process (such as assessment).

16.27. Engagement with stakeholders on timescales suggested a range of timescales to 
process appeals; we are seeking further evidence in this, please refer to the consultation 
document, question 20, to put forward your views. We are proposing, as a general principle 
the local authority should aim to resolve an appeal in the shortest timescale that is practically 
possible to effectively review the information presented. The local authority should aim to 
resolve the early resolution stage within 30 working days, wherever possible. However, there 
may be some cases that necessarily require further time to adequately explore and resolve 
or the person’s involvement may be delayed for reasons such as ill health. Where the local 
authority believes the early resolution stage will require more than 30 working days, they must:

a. Explain to the person making the appeal why the case is complex and further time 
beyond the 30 working days is required to review the case.

b. Seek to work with the person making the appeal to agree the shortest timescale possible 
to resolve and write to explain to the person making the appeal when they can expect a 
decision.

c. Consider the person’s circumstance and whether they are practically able to shorten 
timescales and review information effectively, if the person’s distress or condition 
may indicate an expeditious response is required.
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16.28. If the local authority decides to attempt to resolve the appeal early, either partially or 
fully, it should make every attempt to complete this within the 30 working day period, except 
for complex appeals (see paragraph 16.27 above).

16.29. We are proposing, when the early resolution process is complete, the local authority 
should:

a. Notify the person in writing of the outcome of the early resolution stage, fully 
explaining the decision reached. In addition, the local authority may wish to follow 
up the written letter to explain in person or by telephone to the person making the 
appeal to explain the decision at the early resolution stage.

b. In cases where the local authority makes an offer to seek early resolution; the local 
authority should offer the proposed resolution to the person within the 30 working 
day deadline. For example, the local authority may decide to offer either a partial or 
significant change to its original decision. The local authority should communicate 
with the person making the appeal to establish if they are content with the proposed 
resolution, having exhausted all attempts at resolving the appeal, or whether they 
wish to proceed to the next stage of the appeal process.

c. Where the appeal is confirmed to be progressing to the independent review stage, 
the local authority should inform the person making the appeal what they can 
expect. This includes providing information on what the independent review stage 
may require of the person making the appeal. This can include an optional meet in 
person review with the Independent Reviewer or via video teleconference, requests 
for further information where necessary to help resolve the appeal, as well as a date 
for the case to be presented to the Independent Reviewer.

d. Explain to the person making the appeal that there is a potential meet in person 
review with the Independent Reviewer. The local authority should make clear that the 
Independent Reviewer takes the ultimate decision on whether there will be a meet 
in person review. This is not mandatory but offers the person making the appeal 
the opportunity to put their view forward directly. The local authority should ask the 
person making the appeal if they would like a meet in person review and add this 
request to the papers submitted to the Independent Reviewer.

16.30. Where the local authority was unable to resolve the appeal at the early resolution 
stage or the local authority chose to proceed to the independent review stage, the local 
authority must then appoint an Independent Reviewer to chair the independent review 
stage. Stakeholder feedback suggested the importance of good records that will enable the 
Independent Reviewer to make an informed recommendation. The local authority should 
ensure that there is some level of check or assurance process that the information in the 
written statements and other relevant material to be sent to the Independent Reviewer, is 
sufficient for the Independent Reviewer to make a recommendation on.

16.31. The local authority should assume that the appeal progresses to the independent 
review stage unless the person making the appeal has confirmed that they do not wish to 
progress with the appeal.
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Independent review stage

16.32. We are proposing that where new written information is presented at the independent 
review stage that was not considered at the early resolution stage, the appeal and information 
should be sent back to the early resolution stage to consider this new written information. 
However, information presented orally at the meet in person review emerging from questions 
from the meet in person review does not need to be sent back to the early resolution stage.

16.33. Feedback from stakeholders suggested that pooling Independent Reviewers may help 
to provide consistency in decision making. Please refer to the consultation document and 
question 19, where we would welcome your views. We are proposing that local authorities 
may consider working with other local authorities to setup pools of Independent Reviewers. In 
recruiting Independent Reviewers, local authorities should consider the potential appeals that 
may emerge and recruiting suitable expertise for the role, for example retired social workers or 
other roles as appropriate.

16.34. We are seeking further views as part of the consultation; please refer to question 16, 
on who appoints the Independent Reviewer. We are proposing that the Independent Reviewer 
is appointed by the local authority and should not have been a current or past employee of 
the local authority for 3 years prior to being appointed. We are asking a question on this in the 
consultation document, please refer to question 17 in the consultation document.

16.35. We are seeking views as part of the consultation on the person specification for the 
role of Independent Reviewer; please refer to question 15 in the consultation document. We 
are proposing, when appointing the Independent Reviewer, the local authority may wish to 
consider if they have relevant experience to the appeal being considered and ensure the 
Independent Reviewer:

a. Has no conflict of interest in reviewing the appeal. For example, the Independent 
Reviewer should not be related to, or have a relationship with person(s) who have 
made decisions relating to the appeal.

b. Act with impartiality and integrity in their conduct when carrying out a review of an 
appeal.

c. Has sufficient knowledge of the Care Act 2014 and care and support.

d. Is able to review and appraise matters and facts relating to an appeal to draw up 
recommendations.

16.36. As part of this consultation we are seeking your views on the appropriate timescales 
for the appeals process. Please refer to question 20 in the consultation document. We 
are proposing as a general principle the Independent Reviewer should aim to resolve an 
appeal in the shortest timescale that is practically possible to effectively review information 
presented. The independent review stage should be completed within 30 working days, 
wherever possible. However, there may be some cases that necessarily require further time 
to adequately explore and resolve or the person’s involvement may be delayed for reasons 
such as ill health. Where the Independent Reviewer believes the independent review stage will 
require more than 30 working days, they must:



16. Appeals Policy Proposals

113 

a. Explain to the person making the appeal and the local authority why the case is 
complex and further time beyond the 30 working days is required to review the case.

b. Seek to work with the person making the appeal and local authority to agree the 
shortest timescale possible to complete the independent review stage.

c. Write to explain to the person making the appeal and the local authority when they 
can expect a decision at the independent review stage.

d. Consider the individual’s circumstance and whether they are practically able to 
shorten timescales and review information effectively, if the person’s distress or 
condition may indicate an expeditious response is required.

16.37. Within the first 5 working days of the 30 working days, the Independent Reviewer 
should satisfy themselves that they have sufficient records and information to review the 
appeal. Local authorities should ensure during initial assessment and early resolution stages 
that the necessary information and records are collected. However, if the records provided by 
either party are deemed inadequate, the Independent Reviewer may request further records 
or further clarification from either the local authority or the person making the appeal.

16.38. Stakeholders emphasised that the local authority should support and assist the 
Independent Reviewer in carrying out their duties. We are proposing that the local authority 
should provide appropriate support for the Independent Reviewer, including making 
accommodation available for a meeting in person review if necessary, providing timely 
information and assisting the Independent Reviewer in any reasonable requests to facilitate 
the smooth running of the independent review stage.

16.39. We are proposing that the Independent Reviewer at the meet in person stage 
is solely responsible for reviewing the facts of the case and the original decision, and then 
making a recommendation to the local authority. Furthermore, that the Independent Reviewer 
has 2 options when reviewing an appeal:

a. To review the case on the papers presented.

b. Where the Independent Reviewer deems there is merit in having a meet in person 
review with the local authority and person making the appeal, the Independent 
Reviewer can request that both parties attend this meeting.

16.40. The Independent Reviewer may, where necessary, call upon relevant professional 
expertise, such as medical or social work expertise to assist them in reaching their 
recommendation.

16.41. As part of this consultation we are proposing that the Independent reviewer has the 
discretion to request a meet in person review with all parties present be held based upon:

a. A demonstrable value in a meet in person review that could not be just as effectively 
reviewed on paper.

b. Whether the Independent Reviewer has sufficient information already to determine 
their decision and therefore a meet in person review is not required.
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c. Due consideration of whether the person making the appeal or local authority have 
requested to meet in person to review the appeal with the Independent Reviewer.

d. A consideration of each of these factors should enable the Independent Reviewer to 
determine whether a meet in person review is required.

16.42. At the meet in person review the Independent Reviewer should review the information 
presented and ask any further questions to clarify the appeal as they feel necessary. The 
meet in person review can, if both the local authority and the person making the appeal 
agree, make use of video technologies to facilitate the meet in person review where 
appropriate. The local authority should offer access to video teleconference facilities to the 
person making the appeal where the local authority has this capability. Where the person 
making the appeal, the local authority and Independent Reviewer agree, the parties involved 
may hold the meet in person review in a setting such as a care home or a person’s own home 
if this is appropriate and all safeguarding concerns are satisfied.

16.43. The intention of the meet in person review is that this is an inquisitorial rather than 
adversarial process. This is an opportunity for the Independent Reviewer to hear from the 
person making the appeal and the local authority. Ideally, no party will feel the need to be 
legally represented in this process given it’s not a judicial process and is focused on an 
inquisitorial, not adversarial approach. The Independent Reviewer can ask questions to both 
the person making the appeal and the local authority to help inform their recommendation. 
If either party is being adversarial in their approach, the Independent Reviewer should 
emphasise that it is not a judicial process and is intended to be inquisitorial, not adversarial in 
determining a recommendation. The meet in person reviews are held in private to maintain the 
privacy and confidentiality of those at the independent review meet in person stage.

16.44. The meet in person review should take place within the 30 working day period. The 
Independent Reviewer then has up to 10 further working days to consider the case before 
they should write to the local authority and the person lodging the appeal informing them of 
their recommendation.

16.45. In addition to a final recommendation the Independent Reviewer should deliver 
an anonymised case summary to the local authority and the person making the appeal. The 
case summary will help the local authority to identify any key issues that may emerge to 
improve or refine services or learn key lessons from their service provision.

16.46. We are seeking further views as part of this consultation on how the 
Independent Reviewer reaches their recommendation. Please refer to question 18 in the 
consultation document. We are proposing, given a significant element of decisions are likely 
to have been related to professional judgement, the review of decisions by the Independent 
Reviewer should be to review the local authorities decision to ensure it was reasonable with 
reference to:

a. Relevant regulations and guidance

b. Facts of the appeal being considered

c. And taking account of local policy
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The local authority resolution stage

16.47. The recommendation must be considered by a local authority at a suitable level to 
review the appeal. If the view is that the recommendation should not be accepted or only 
accepted in part then such a decision must have been agreed with appropriate senior 
agreement and sign off from senior staff or with legal advice to satisfy themselves that their 
decision is reasonable.

16.48. The local authority should, within 5 working days upon receipt of written notification 
from the Independent Reviewer of its decision, write to the person making the appeal and the 
Independent Reviewer, to explain the final decision of the local authority. The letter should also 
provide information on what they can do if they remain dissatisfied.

16.49. This is the final stage of the appeals process. There is no further redress from within 
the local authority administered appeals system. Once an appeal has been heard once it 
cannot be heard again. The appeal outcome cannot be the subject of an appeal.

This section covers:

• Interactions with other systems;

• Reporting and accountability

Interactions with other systems

16.50. Where the care and support system overlaps with other redress systems the local 
authority should refer to statutory requirements to determine whether the appeal should 
be considered as part of the care and support appeals system or another existing redress 
system. If the local authority is unsure which system the appeal should be processed under, 
the local authority should seek legal advice from local authority lawyers in the first instance to 
determine under what redress system the appeal should be processed.

16.51. Where it is unclear which authority or system should process an appeal after referral 
to statutory obligations the local authority should work with other relevant authorities to 
determine who should take responsibility to process an appeal. The local authority should 
consider the eligible needs of each case and how to address these, whether there is a 
change that infers the case should now be processed under care and support appeals or 
whether the appeal should be processed through another redress system.

Reporting and accountability

16.52. The local authority should ensure it is capturing and monitoring data relating to the 
appeals process to ensure there is accountability and transparency in the volume, type and 
outcomes of the appeals system at each stage of the process.

16.53. The local authority should publish anonymised case summaries that fully comply with 
data protection and other relevant statute. They should be published so that no person is 
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personally identifiable and comply with data protection and other statutory requirements, this 
should include the Independent Reviewer’s recommendations and the final outcome of the 
appeal.

16.54. The local authority should consider carrying out a consistency check of decisions 
made. This should include a review of what decision each Independent Reviewer has 
delivered to identify patterns and investigate further data where necessary to promote 
impartial and effective decision making.

This section covers:

• Local authorities delegating a function;

• What if an appeal is accepted?

• Appeals policy commencement

Local authorities delegating a function

16.55. This appeals system applies even where the local authority has delegated an 
appealable function to a third party. In circumstances where a person is appealing a decision 
made by a third party, the appeal is the responsibility of the local authority as they retain 
accountability for delegated functions under Section 79 of the Care Act 2014.

16.56. The local authority should ensure that the contract with a third party allows timely 
information to be exchanged in the event of an appeal. The local authority should ensure that 
all information collected by the delegated third party is sufficient in the event of an appeal 
being made.

What if an appeal is accepted?

16.57. Pending the outcome of the appeals process, the local authority’s original decision 
prior to the appeal and any associated financial arrangement shall remain in place.

16.58. If the local authority determines, after an appeal, a different decision from their 
original decision relating to a person’s care and support, the local authority should consider 
any implication on the individual and the appropriate action to take. This should also 
include consideration of any financial loss the person may have suffered as a result of the 
original decision (for example, the person may have been paying for their own care). In this 
circumstance, the local authority should look at appropriate reimbursement.

Appeals Policy Commencement

16.59. The intention is that the policy will commence from 1 April 2016, this means only 
appeals from 1 April 2016 onwards can be reviewed. For any issues that emerge prior to this 
date, a person shall be able to use the existing complaints system.
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