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1. Purpose of report 

 
 1.1 

 
 

To consider the Annual Review letter from the Local Government and 
Social Care Ombudsman (LGO) for 2017/18, attached at Appendix A.  
 

2. Outcomes 
 

 2.1 
 
 
 
2.2 
 
 

Learn from the outcome of complaints made to the LGO to improve our 
services and underpin effective working relationships between the council 
and the LGO’s office. 
 
Support greater transparency and democratic scrutiny of local complaint 
handling and ensure effective local accountability of public services. 
 

3. Recommendation 
 

 3.1 
 
 

That Cabinet notes the comments made by the LGO in the Annual Review 
Letter. 
 

4. Background 
 

 4.1 
 
 
 
 
4.2 
 
 
 
 
 

This annual review provides a summary of statistics on the complaints 
made to the LGO about Wyre for the year ended 31 March 2018. The data 
that the LGO has provided shows the complaints and enquiries they have 
received, along with the decisions they have made.  
 
Last year the LGO provided for the first time statistics on how the 
complaints they upheld against Wyre were remedied. This year’s letter, 
again, includes a breakdown of upheld complaints to show how they were 
remedied. This includes the number of cases where the LGO’s 
recommendations remedied the fault and the number of cases where the 
LGO decided Wyre had offered a satisfactory remedy during the local 



 
 
 
 
4.3 

complaints process. In these latter cases the LGO provides reassurance 
that the authority had satisfactorily attempted to resolve the complaint 
before the person came to them. 
 
Last year, the LGO highlighted its plans to move away from a simplistic 
focus on complaint volumes and instead turn their focus onto the lessons 
learned and the wider improvements they can achieve through their 
recommendations to improve services for the many. The LGO will be 
providing a broader range of data for the first time in next year’s letters, as 
well as creating an interactive map of local authority performance on its 
website. 
 

5. Key issues and proposals 
 

 5.1 
 
 
 
 
 
 
5.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.3 
 
5.4 
 
 
 
 
 
 
 
 
 
 
 
 

Enquiries and complaints received 
 
During the year the Advice Team received 17 complaints and enquiries 
about the council in the 12 months up to 31 March 2018. This is an increase 
of four complaints when compared to those received by the LGO in 
2016/17. 
 
Complaint outcomes 
 
The number of decisions made in the year will not be the same as the 
number of complaints received by the LGO Advice Team because some 
complaints decided in 2017/18 will have been received in the previous 
year, and some sent to the Investigative Team during 2017/18 will be 
ongoing. However 18 decisions were made in total.  
 
It must also be recognised that the statistics in this letter do not match the 
figures we hold. However the LGO is confident that it is an accurate 
representation of the data it holds for the last 12 months. The LGO 
suggested that the variation may be attributable to the fact that an element 
of the LGO’s registered complaints received for Wyre will have been 
premature complaints that it referred back for a local resolution, but which 
the complainant may not have pursued with the council.  
 
Five complaints were referred back for local resolution. 
  
Nine complaints were closed after initial enquiries and they related to the 
following service areas: 
 
Benefits & Council Tax                    5 
Planning & Development                 2 
Environmental Services &  
   Public Protection & Regulation     1 
Highways & Transport                     1 
 
 
 
 



5.5 
 

Four complaints were not upheld after detailed investigation by the LGO 
and they related to the following service areas: 
 
Benefits & Council Tax                    1 
Planning & Development                 3 
 

 

Financial and legal implications 

Finance 

On occasion, the Local Government Ombudsman may 
recommend that a payment is made to a complainant to 
compensate for any injustice they have experienced. No 
compensation payments were required in relation to the 18 
decisions made in 2017/18. 
 

Legal None arising directly from the report. 

 
 

Other risks/implications: checklist 
 
There are no significant implications arising directly from this report, for those issues 
marked with an X. 
 

implications  / x  risks/implications  / x 

community safety x  asset management x 

equality and diversity x  climate change x 

sustainability x  data protection x 

health and safety x 
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