
  

 

 
 
Report to: Standards Committee, 11th November 2020 
 

Report of: Monitoring Officer 
 

 

Subject: LOCAL GOVERNMENT AND SOCIAL CARE OMBUDSMAN ANNUAL   
 REVIEW LETTER 2020 

 

1. Recommendation 
 

1.1 That the Standards Committee consider the Annual Review Letter (Appendix 
1) of the Local Government and Social Care Ombudsman (LG&SCO) for the 
period covering 1st April 2019 to 31st March 2020 for information and 

comment. 
 

2. Background 
 
2.1 The LG&SCO produce an Annual Review Letter at the end of each year which 

includes a summary of complaints statistics for the Council.  
 

2.2 The data provided in the letter shows the complaints and enquiries the LG&SCO have 
recorded, along with the decisions made with regards to Worcester City Council.  
 

2.3 The data provided in the letter for complaints and enquiries does not always match 
the complaints data that the Council holds and reports.  

 
For example, the LG&SCO letter includes cases where they signpost the complainant 

back to the Council but may never contact us and therefore are not recorded in our 
data. Cases are also logged under the time period the LG&SCO receive them or 
make their final decisions which may differ from the time period that the Council 

receives and records them. 
 

2.4 The information included in the Annual Review Letter is also published in the Annual 
Review of Local Government Complaints report which reviews complaints in the last 
year in the local government sector. This report is published on the LG&SCO website. 

 
2.5 Reports are made to each meeting of the Standards Committee on any formal 

reports received from the Ombudsman or when there has been an investigation 
which identified maladministration or a failure in a service. Details of any 
recommendations made and action taken by the Council are included in these 

reports. 
 

3. Complaints against Worcester City Council  
 
3.1 The overall number of complaints and enquiries received by the Ombudsman about 

Worcester City Council has increased from 15 in 2018/19 to 17 in 2019/20.  
 

http://www.lgo.org.uk/


  

 

3.2 The number of cases where an investigation was carried out by the Ombudsman 

decreased from 7 in 2018/19 to 5 in 2019/20  however, of these investigations 
carried out 100% were upheld. 
 

     Detailed Investigations  

Year In 

complete 

/ invalid 

Advice 

Given 
Referred 

back for local 

resolution 

Closed 

after initial 

enquiry 

Upheld Not 

upheld 
Upheld 

Rate 

(%) 

Total 

16/17 0 0 3 1 0 2 0 6 

17/18 0 0 3 3 1 1 50 8 

18/19 0 0 3 5 2 5 29 15 

19/20 0 0 6 6 5 0 100 17 

Note: The uphold rate shows how often the LG&SCO found evidence of fault. It is expressed as a 

percentage of the total number of detailed investigations completed. 

 

3.3 Five upheld decisions were received against the Council. However, the LG&SCO did 
not produce a report about any cases.  

 
3.4 Upheld case 1:  

Category: Environmental Services & Public Protection & Regulation 

Decision: Upheld – maladministration & injustice 
Summary of decision: Mr C says the Council was at fault for its failure over 15 

years to make the owner of a carpark install a drainage system. This, he says, 
allowed water to damage his property. The Council was at fault for using incorrect 
legislation to try to solve the problem. This raised Mr C’s expectations, cost him time 

and trouble and caused him distress. The Council has agreed to apologise and to pay 
him a sum in recognition of the injustice caused. 
 

3.5 Upheld case 2: 
Category: Environmental Services & Public Protection & Regulation 

Decision: Upheld - maladministration and no injustice.  
Summary of decision: Mrs X complains the Council failed to enforce a remedial 

notice it served on her neighbour requiring him to reduce the height of hedges at his 
property. The Ombudsman found fault because the Council wrongly identified the 

type of hedge to be cut and the timescales involved. But this fault did not cause Mrs 
X an injustice. 
 

3.6 Upheld case 3:  
Category: Planning & Development  

Decision: Upheld – maladministration and no injustice 
Summary of decision: Mr X complained there were flaws in the way the Council 
considered his neighbour’s planning application. There was some 

fault in the planning application process, but it did not affect the outcome. 
 

 
3.7  Upheld case 4:  

Category: Planning & Development  

Decision: Upheld – maladministration and no injustice 
Summary of decision: A local interest group complained the decision notice the 

Council issued on a hedgerow removal application did not reflect the decision that 
the planning committee took on the application. The Ombudsman upheld the 
complaint. The Council were at fault and the decision notice did not reflect the 

Committee’s decision. Part of the officer’s recommendation was not addressed by 



  

 

Committee and both the Committee and Officers failed to follow relevant guidance. 

The Council’s decision making was unclear as a result. However, the Ombudsman 
found, on balance, the outcome was unlikely to be different. The Ombudsman did 
not reach a view on other issues the group raised about the case officers report and 

actions as they did not lead to injustice. The Council agreed to review its practices as 
a result of the complaint. 

 
3.8    Upheld case 5:  

Category: Planning & Development  

Decision: Upheld – maladministration and injustice 
Summary of decision: Mr X complains the decision notice the Council issued on a 

hedgerow removal application did not reflect the decision that the planning 
committee took on the application. The Ombudsman upheld the complaint. The 
Council were at fault and the decision notice did not reflect the Committee’s decision. 

Part of the officer’s recommendation was not addressed by Committee and both the 
Committee and Officers failed 

to follow relevant guidance. The Council’s decision making was unclear as a result. 
However, the Ombudsman found, on balance, the outcome was unlikely to be 
different. The Council agreed to apologise and review its practices. 

 
3.9 In conclusion, the increase in upheld decisions has led to a review in the way internal 

complaints are investigated at Stage 2 and a number of in-service recommendations 
for improvement have been or are being implemented.  

 

 We continue to monitor and review the complaints we receive in order to improve 

our processes and implement appropriate mitigations to reduce future complaints. 
 
 

 
Ward(s):   None 

Contact Officer: Rich Morris, Corporate Policy and Strategy Officer, Email: 

richard.morris@worcester.gov.uk  
Background Papers: Complaints and Feedback Policy   

mailto:richard.morris@worcester.gov.uk
http://www.worcester.gov.uk/documents/10499/4719020/Complaints-Policy.pdf/5e16b807-c23e-4ae0-b47f-04eb32314d66

