
HIGH PEAK BOROUGH COUNCIL

Report to the Standards Committee

15 November 2018

Appendices attached:  Appendix A – Local Government and Social Care 
Ombudsman, Annual Review letter 2018

1. Reason for the Report: To advise the Committee of the content of the 
Ombudsman’s Annual Letter for the period April 2017 – March 2018.

2. Recommendation

2.1 That the Committee notes the content of the Ombudsman’s Annual Letter 
(included at Appendix A).

3. Executive Summary

3.1 The Local Government Ombudsman's Annual Letter summarises complaints 
and enquiries received by the organisation in relation to the Council. The 
letters are published on the Ombudsman's web site together with specimen 
data used to inform the Ombudsman's Annual Review letter.

3.2 In the past year the Ombudsman received 15 enquires or complaints 
concerning the Council.  10 did not meet the Local Government Ombudsman’s 
assessment criteria, compared with 7 in the previous year.  The Ombudsman 
made 14 decisions within this period, details of which are contained in the 
background section of this report.
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3.3 A copy of the Ombudsman's letter is attached as an appendix to this report.

4. How this report links to Corporate Priorities 

4.1 Complaints are important in assisting the Council to understand how well it 
performs in its ambition to be a customer first organisation. 

5. Options and Analysis

There are no options to consider. 

6. Implications

6.1 Community Safety - (Crime and Disorder Act 1998)

Not applicable.

6.2 Workforce

Not applicable.

6.3 Equality and Diversity/Equality Impact Assessment

This report has been prepared in accordance with the Council's 
Diversity and Equality Policies.

An effective complaints procedure is an important tool in ensuring 
that an equality of service is available to all users of the Council’s 
services. 

6.4 Financial Considerations

None arise from this report.

6.5 Legal

The monitoring and appropriate handling of complaints are 
required by the Local Government and Housing Ombudsman in its 
quasi-judicial role, and provide an indicator that appropriate 
governance structures are in operation in the Council.

6.6 Sustainability

Not applicable.

6.7 Internal and External Consultation

Not applicable.



6.8 Risk Assessment

Not applicable.

Mark Trillo
Executive Director (People) and Monitoring Officer

7. Background

7.1 The Local Government Ombudsman's Annual Letter summarises complaints 
and enquiries received by the organisation in relation to the Council. The 
letters are published on the Ombudsman's web site together with specimen 
data used to inform the Ombudsman's Annual Review letter.

7.2 In the past year the Ombudsman received 15 enquiries or complaints 
concerning the Council.  10 did not meet the LGO assessment criteria, 
compared with 7 in the previous year.  The Ombudsman made 14 decisions 
within this period.  Details of the decisions made are summarised as follows:

Service Area Complaint Finding

Upheld (1)

Planning & 
Development

1. The complainant Mr X, complained 
that the Council had failed to properly 
investigate or take appropriate action 
in relation to a dangerous wall on the 
boundary of his property.
2. Mr X also complained that the 
Council had failed to respond to his 
correspondence or keep him informed 
of its investigation.

The Council's failure to 
confirm its assessment that 
the boundary wall was not 
dangerous at the outset, and 
the lack of clarity and 
consistency in its 
communication with Mr X, 
amounted to fault causing Mr 
X an injustice.
The Council agreed to remedy 
the injustice this caused.

Not upheld (1)

Planning & 
Development

Mr X complained that the Council’s 
Planning Officers went to great lengths 
to prevent his proposal to develop land 
in the green belt. In particular, he said 
that officers:
• told the Parish Council not to include 
the land in the developing 
neighbourhood plan as suitable for 
industrial use;
• did not assess the land as suitable 
for industrial use in the developing 

Following investigation it was 
concluded that there was no 
fault in the decision making 
process.



local plan at the earliest opportunity.

Closed after initial enquiries (2)

Benefits & Council 
Tax

Mr Y complained that the Council 
wrongly calculated the council tax he 
should have to pay.

Mr Y’s complaint was outside 
the Ombudsman’s legal remit 
as he could appeal to the 
valuation Tribunal Service.  
The Ombudsman would not, 
therefore, investigate.

Planning & 
Development

Mr X complained that that his house is 
now considered to be in an “important 
Open Space” for planning purposes.

The Ombudsman would not 
investigate this complaint 
because there was no 
evidence of fault causing 
injustice to the complainant as 
the designation does not 
restrict planning applications.

Advice Given (2)

Planning & 
Development

The Council did not receive details of 
this complaint from the LGO.

Housing The Council did not receive details of 
this complaint from the LGO.

Referred back for local resolution (8)

Environmental 
Services & Public 
Protection & 
Regulation

The Council did not receive details of 
this complaint from the LGO.

Housing The Council did not receive details of 
this complaint from the LGO.

Housing The Council did not receive details of 
this complaint from the LGO.

Planning & 
Development

The Council did not receive details of 
this complaint from the LGO.

Environmental 
Services & Public 
Protection & 
Regulation

The Council did not receive details of 
this complaint from the LGO.

Benefits & Tax Complaint received by the Council’s 
appointed Bailiffs.

Premature complaint

Corporate & Other 
Services

The Council did not receive details of 
this complaint from the LGO.

Adult Care Services The Council did not receive details of 
this complaint from the LGO.

7.3 A copy of the Ombudsman's letter is attached as an appendix to this report.



7.4 The Council received no decisions from the Housing Ombudsman.  The 
Housing Ombudsman Service does not provide an annual letter.  

7.5 The Committee may also wish to note that the small number of complaints 
reaching the Ombudsman is set against a background of 308 complaints 
received by the Council in the period in question, which helps to illustrate the 
strength of the Council’s procedure in ensuring that complaints are dealt with 
promptly and appropriately.  

7.6 Below is a table showing a comparison of the Local Government 
Ombudsman’s figures for 13 similar Local Authorities to the Council.  The 
average for upheld complaints across the 13 authorities is 47%.  

Figures for Upheld / Not upheld
(detailed investigations carried out)

Complaints 
and 

enquiries 
received 
2017/18

Decisions 
made 

2017/18

Upheld Not upheld Total % 
Upheld

Cannock Chase 11 15 2 3 5 40%

Castle Point 6 6 0 1 1 0%

Chorley 12 12 1 2 3 33%
Fenland 13 14 3 0 3 100%
Forest of Dean 15 0 1 1 0%
High Peak Borough Council 15 10 1 1 2 50%
Hinckley & Bosworth 15 14 4 0 4 100%
Kettering 11 12 1 0 1 100%
Rugby 15 12 1 1 2 50%
Selby 23 21 0 5 5 0%
South Derbyshire 9 8 1 0 1 100%
Staffordshire Moorlands 12 10 0 1 1 0%
Wyre Forest 6 6 0 1 1 0%


