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Complaints to the Local Government Ombudsman
for the Year 1 April 2025 to 31 March 2026

Summary

1. The Authority endeavours to give people who make a complaint a fair,
consistent, and structured process that resolves any problems in the delivery
of our services. Where people do not feel that we have adequately addressed
their complaints they may request that the Local Government Ombudsman
review the matter. This report identifies the complaints made to the
Ombudsman and details the allegations, decisions, and lessons learned for
Ombudsman complaints made during the year from 1 April 2025 to 31 March
2026.

Recommendations:

a Members note complaints made to the Ombudsman during the period 1
April 2025 to 31 March 2026; and
b Members make further suggestions to improve the Authority’s services

in the future.

Background
2. The Authority receives several complaints each year relating to its work.
3. Our customer service standards state that we are committed to providing

excellent customer-focused service and to this end we have put in place
customer service standards and a complaints procedure to help us collect and

use feedback to improve our services.
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4.

Where an individual has exhausted our complaints process and is still
unhappy with the outcome, they have the right to complain to the Local
Government Ombudsman. Their job is to investigate complaints in a fair and
independent way. They can look at complaints about things that have gone
wrong:

¢ In the way a service has been delivered,

e If a service has not been delivered at all; or

e The way a decision has been made that has caused problems for a

complainant.

They cannot question what an Authority has done simply because the

complainant does not agree with it.

Examples of fault may be if the Authority:

e Took too long to do something;

¢ Did not follow its own rules or the law;

o Failed to meet expected standards of service;

e Gave the complainant incorrect information;

¢ Did not tell the complainant that he or she had a right of appeal against
a decision; or

e Took a decision in the wrong way such as not taking all relevant
information into account, considering irrelevant information, or not

following its own procedures properly.

The Local Government Ombudsman will not normally investigate a complaint
if they considered that the complainant has not suffered significant personal
injustice or if the Authority has already taken, or is willing to take, satisfactory

action to resolve it.

If the Authority is found to have done something wrong, and this has caused
the complainant significant personal injustice, they can require that the
Authority take action to put the matter right. What the Authority will be asked
to do will depend upon the contents of the complaint, how serious the fault

was and how the complainant has been affected by what has gone wrong.
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8.

10.

11.

The Authority may be asked to:

Apologise to the complainant;

Provide a service the Authority should have had;

Take action or make a decision that it should have done before;
Reconsider a decision that it did not take properly in the first place,
Improve its procedures so that similar problems do not happen again;
or

Make a payment, including reimbursing costs or losses the complainant

may have suffered.

It should be noted that the Ombudsman has no legal power to force the

Authority to follow their recommendations, but this Authority endeavours to

satisfy any recommendations as a matter of good practice.

The Local Government Ombudsman cannot investigate:

A complaint received more than 12 months after the complainant
became aware of the reason for the complaint;

Something that the complainant could appeal about to a Tribunal or a
government minister such as a planning appeal or go to court about;
Something about which the complainant has already appealed to a
Tribunal, a government minister or to a court;

Personnel matters, and

Some commercial or contractual matters with the Authority.

For the year beginning 1 April 2025 and ending 31 March 2026, four

complaints were made to the Ombudsman about the conduct of the Authority.

In three of the matters, the LGO determined it would not investigate the

complaint because there is not enough evidence of Authority fault to warrant

them investigating. On the fourth matter, the LGO determined it would

investigate the complaint about a planning application but has yet to allocate

the case to an investigator.
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12.  Whilst there is no further action to be undertaken because of the
Ombudsman’s findings, the Authority will continue to regularly review the

outcome of Ombudsman complaints.

Policy context

13.  Reviewing complaints and identifying trends over time will enable us to
identify areas of concern where the Authority is not performing as well as it
might against the Vision and the Partnership Plan. ldentifying trends will

enable us to see where we need to improve our service delivery.

14.  The review of complaints enables the Authority to improve its level of service
to roll out training and review processes where this will improve the

organisation’s performance.

Options

15. Members are presented with the following options:

a) Members note complaints made to the Ombudsman during the period 1 April
2025 to 31 March 2026 and make further suggestions to improve the Authority’s
services in the future.

b) Members note complaints made to the Ombudsman during the period 1 April
2025 to 31 March 2026 and make no further suggestions to improve the

Authority’s services in the future.

Proposals
16. Members are asked to note the contents of this report and make suggestions

to improve the Authority’s services in the future.

Demonstrating best value
17.  Challenged — This work must be done to ensure compliance with LGO
guidance. We have provided training, guidance and template documents to

assist officers in responding to complaints made as efficiently as possible.
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18. Compared — the proposed approach is compliant with LGO guidance.

19. Consulted — As this is a requirement, there has been no consultation.

20. Compete — As compliance is a requirement, this is irrelevant.

Finance considerations

21.  The report has no finance considerations. However, Members should be
aware that any complaint to the Ombudsman which is upheld may result in
the Authority having to pay compensation to the complainant as may be

considered reasonable by the Ombudsman.

Risk
22.  The monitoring of complaints received by the Authority will help us to identify
any areas of risk and enable the Authority to take appropriate steps to either

negate or minimise that risk.

Legal considerations

23.  This report has no legal considerations.

Human resources

24.  When we comply with the LGO to respond to complaints, this takes time from

officers in specific teams which cannot be mitigated.

Diversity implications

25.  This report has no diversity implications.

Sustainability

26.  There are not any significant environmental, economic and social effects.
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