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After all opportunities have been taken to resolve the issue via the relevant team, team 
leader and finance officer then a Level One Review should be instigated if the client or 
representative remains in dispute with Adult Care. 

 

Level One 
 

(1) In all cases, the client and/or their representative will be sent an explanation of how 
the financial assessment has been determined.  

(2) Any disputes about financial assessments must be registered with Adult Care 
within 3 months of finance staff informing the client or representative of the financial 
assessment determination. 

 

(3) For clients entering a long term care home placement, in some cases where there 
is a pre-placement dispute, it may be appropriate to consider commissioning an 
initial contract for up to 6 weeks to resolve that dispute and facilitate appropriate 
placement/discharge from hospital etc. 

 

(4) If initial investigations by either the Financial Assessment and Charging Teams 
(FACT) or Direct Payment Team are unable to resolve issues, then clients/ 
representatives questioning the financial assessment will have the opportunity to 
have their case reviewed by the senior finance officer or his/her representative. 

 

(5) The senior finance officer will examine all aspects of the case and will consider a 
discussion by telephone with the person questioning the decision. The senior 
finance officer will respond within 10 working days of receipt of the dispute.  
 

(6) The senior finance officer may also take a range of steps including negotiating a 
re-payment plan and or alternative means of payment. 

 
Where there is a need to contact the client, this will normally be done by letter or telephone, 
unless otherwise stated. However, appropriate consideration must be given to any 

accessibility or risk issues associated with the method of contact used.  

Level Two 
 

(1) If the person challenging the decision about funding remains dissatisfied with the 
senior finance officer’s judgement they may request a review panel within 15 
working days of receipt of the decision. 

 

(2) The client, or their representative, must submit in writing their reasons why they 
believe the Level One Review outcome is incorrect. This submission must be made 
to the group manager (Performance) or their representative. 
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(3) Upon receipt of the written submission, the group manager (Performance) will 
consider the reasons stated for the request to make representation to a panel 
regarding the Level 1 review. 

 
(4) Should the group manager (Performance) consider that there are insufficient 

grounds to warrant a panel review, he/she will notify the client in writing within 10 
working days. Should the client wish to challenge the decision not to hold a panel 
they must do so within 10 working days by contacting the service director 
(Commissioning and Performance). 

 

(5) Where the group manager (Performance) considers there are sufficient grounds to 
hold a review panel, this will be arranged by the panel administrator and will usually 
sit within 4 weeks of the challenge being registered. 

 

(6) The panel will usually consist of the Adult Care head of finance (or his/her deputy), 
a senior manager from within the department, and an independent person. The 
group manager (Performance) (or his/her deputy) will be available for advice and 
minutes will be taken by the panel administrator. 

 

(7) Relevant papers will be circulated prior to the panel and the complainant will have 
an opportunity to submit their own evidence. All paper submissions must be with 
the panel administrator no less than 10 working days prior to the panel in order that 
panel members have adequate opportunity to read relevant papers. 

 
(8) At the panel the complainant will have the opportunity to state their case and the 

Adult Care position will be represented by the senior finance officer. Prior to hearing 
the case the panel may receive advice from the council’s legal department. The 
area worker or service manager may also be asked to comment prior to the panel. 

 

(9) Following the panel, the chair will ensure that the person challenging the 
department’s original decision receives a written reply within 5 working days of the 
panel. 

 
Where there is a need to contact the client, this will normally be done by letter or telephone 
unless otherwise stated. However, appropriate consideration must be given to any 
accessibility or risk issues associated with the method of contact used.  

 
Level Three 

 

(1) If the complainant is still dissatisfied with the panel’s written findings, the 
complainant will need to write to the service director for Commissioning and 
Performance with reasons why they are still dissatisfied within 10 working days or 
receipt of the panel’s findings. 

 
(2) Under any circumstance the case will be adjudicated by the service director for 

Commissioning and Performance who may or may not uphold the panel’s 
recommendations, agree alternative dispute resolution, or initiate legal recovery. 
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(3) The service director will write to the person within 28 working days of the panel. 
The service director will make all decisions about legal recovery of charges in 
relation to financial assessments. 
 

Where there is a need to contact the client, this will normally be done by letter or telephone 
unless otherwise stated. However, appropriate consideration must be given to any 
accessibility or risk issues associated with the method of contact used.  

 


