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OMBUDSMAN – ANNUAL REVIEW OF COMPLAINTS 2015 - 2016 

1. Summary

1.1To inform Cabinet of the Ombudsman’s Annual Review of Complaints 2015 - 2016.

2. RECOMMENDATION 

2.1. That Cabinet notes the Ombudsman’s Annual Review of Complaints 2015 - 2016 
at Appendix A to the report and the corresponding data tables for the Council, at 
pages 24 and 37 of Appendix A.

3. Background and Discussion

3.1 Cabinet is referred to the Ombudsman’s Annual Review of Complaints 2015 - 2016 
at Appendix A to the report and more specifically, pages 24 and 37 for the 
corresponding data tables for the Council.

3.2 The Ombudsman has in the past acknowledged that the figures may not match the 
data collected by local authorities. Typically, the differences between the 
Ombudsman’s data and data held by local authorities reflect that the Ombudsman 
refers a proportion of recorded complaints to authorities for local resolution, but the 
complainant may not always pursue the complaint.

3.3 Complaints are managed entirely through Covalent.  The system provides for the 
logging, tracking, monitoring and reporting of complaints.  Having instant access to 
complaints information enables the Corporate Complaints Officer to quickly identify 
issues of concern and pass them immediately to the relevant service area for 
resolution.  The system is working well.

3.4 In practice with how other ombudsman schemes and how many local authorities 
describe their complaints, the Ombudsman’s decisions are described in terms of 
upholding and not upholding complaints. 

3.5 Twenty new Ombudsman complaints and enquiries were lodged in the year 
2015/16 as opposed to twenty six in the previous year.  During 2015/16, the 
Ombudsman made decisions in relation to twenty complaints (some of which 
would have been raised in 2014/15) and found that four had required detailed 
investigation. Of those investigated only one, a benefits related complaint, was 
upheld.

3.6 The Corporate Complaints Officer monitors the effectiveness of the Corporate 
Complaints Procedure, including the Covalent system, to ensure consistency of 
data and any lessons learned about performance and complaint handing 
arrangements are fed back into service improvement initiatives.  Reports are 
presented annually to the Audit Board and quarterly to Management Team.  
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3.7 Training needs on the complaints process are reviewed annually.

3.8 One of the purposes of the Ombudsman’s Annual Review of Complaints submitted 
with corresponding data tables is to help ensure that learning from complaints 
informs scrutiny at a local level.  In this context, the Ombudsman has produced a 
workbook (‘Handling complaints for service improvement’) designed as a learning 
aid for elected councillors. The workbook was emailed to all Members in 2015 and 
a copy placed in the Members’ Room.

3.9 A review of the public sector ombudsmen may result in the creation of a single 
ombudsman scheme in England, mirroring the position in the other UK nations.

3.10 In March 2015, the Government consulted on a proposal to extend the jurisdiction 
of the Ombudsman to some town and parish councils. The outcome of the 
consultation is still awaited.

4. Relationship to the Corporate Plan

Not specifically related to the Corporate Plan, but applicable to Corporate Health 
(reviewing performance) and Corporate Governance.

5. Financial, legal, staffing and other administrative implications and risk 
assessments

Financial Implications None
Legal Implications None  
Staffing Implications None
Administrative Implications None
Risk Assessment No uncertainties and/or constraints 

6. Appendices

Appendix A – Local Government Ombudsman’s Annual Review of Complaints 2015 
- 2016

BACKGROUND PAPERS

Documents consulted Date File Ref Report 
Author

Section and
Directorate

Exempt
Information Category

P&R63el Marie Kelly-Stone

01322 343634

Legal Services –
Strategic Directorate 
(Internal Services)

N/A


