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Appendices Attached - Appendix A 
 

 
1. Reason for the Report: To advise the Committee of the content of the 

Ombudsman’s Annual Letter for the period April 2016 – March 2017. 
 
 
2. Recommendation 

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

 
3. Executive Summary 
 

3.1 The Local Government Ombudsman's Annual Letter summarises the 
complaints and enquiries it has received relating to the Council. The 
letter is published on the Ombudsman's website together with specimen 
data used to inform the Ombudsman's Annual Report. 

 
3.2 In the past year the Ombudsman received 7 enquiries or complaints 

relating to the Council, compared with 10 in the previous year.  The 
Ombudsman made 10 decisions within this period.  Details of the 
decisions made are summarised as follows: 

 
Service Area Complaint Finding 

TITLE:  Local Government Ombudsman Annual Letter 
 
PORTFOLIO:  Councillor Emily Thrane – Executive    

 Councillor for Finance and Operational  
 Services 

 
OFFICER:  Executive Director (People) and Monitoring Officer 
 

WARDS:  Non Specific 



  

Upheld (3) 

Planning & 
Development 
 

The Complainant bought a house 
from a developer in 2000.  He 
complained that the Council failed 
to ensure the developer made up 
the road on which he lives to the 
required standard for the Council to 
adopt it. 
 

The Council was at fault for 
failing to attach conditions 
to a planning permission 
requiring the developer to 
bring a road up to an 
adoptable standard.  The 
Council was also at fault for 
failing to inform the County 
Council that it had granted 
building regulations 
approval, triggering a 
requirement for the 
developer to provide a 
deposit which could be 
used for completing the 
road.  The Council’s failures 
caused the complainant 
some uncertainty and 
meant he went to time and 
trouble to pursue his 
complaint.  To remedy this 
the Council apologised to 
the complainant and paid 
him £400.00. 
 

Planning & 
Development 
 

Mrs B complained for herself and 
for a local residents’ group about 
the way the Council reached its 
decision to grant outline planning 
permission for 107 houses on land, 
part of which lies in open 
countryside adjacent to the 
National Park.  The complainants 
alleged that the Council: accepted 
an invalid application; made 
numerous procedural errors 
including applying the wrong legal 
tests and failing to take proper 
account of saved policies in the 
Local Plan; failed at the outset to 
advertise the application as a 
departure from the Local Plan; and 
did not evaluate objections 
properly. 
 

The Council’s evaluation of 
the major outline planning 
application led to the 
Development Control 
Committee allowing it.  But 
the evaluation was 
significantly flawed.  
Threatened with judicial 
challenge, the Council 
revised its report producing, 
7 months after the original, 
a third report which 
maintained that the 
application should be 
allowed.  The final report 
was a fair evaluation of the 
application but errors, some 
significant, throughout the 
process undermined the 
decision and damaged 
public confidence in the 
process.  Addressing the 
errors led to the 
complainants incurring 
substantial costs.  The 
Council apologised to the 
complainants for the time, 
trouble and unnecessary 
expense to which they were 



  

put.  The complainants will 
have an opportunity to 
comment on the Reserved 
Matters application. 
 

Planning & 
Development 
 

As above.  

Not upheld (1) 

Environmental 
Services  

It was alleged that in responding to 
complaints about flood water 
running onto a neighbouring 
property the Council had failed to: 
• Properly record inspections of 
drains on its land and ensure the 
prompt repair of leaks; 
• Complete repairs to the property; 
• Resolve a dispute over a 
boundary wall quickly leading to 
delays in its repair. 
The complainant, alleged that the 
leak on the Council’s land has 
caused damage to his driveway 
and property and other neighbours’ 
properties, and wanted the Council 
to repay him for the work 
undertaken to mitigate the damage 
and for the Council to take 
responsibility for drainage of its 
property. 
 

Save for the failure to 
properly record and follow 
up the surveyor’s visit in 
February 2014, the Council 
acted without fault in 
investigating the possible 
causes of water damage to 
the neighbouring property. 
 

   

Closed after initial enquiries (3) 

Highways and 
Transport 
 

The complainant alleged that the 
Council issued him a penalty 
charge notice (PCN) for parking 
without a valid ticket, although the 
ticket machine was broken. 
 

The Ombudsman will not 
investigate this complaint 
as it would have been 
reasonable for the 
complainant to appeal to 
the Traffic Tribunal. 
 

Planning & 
Development 
 

The Council did not receive details 

of this complaint from the LGO. 

 

Highways & 
Transport 
 

The Council did not receive details 

of this complaint from the LGO. 

 

Advice Given (1) 

Housing 
 

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

 



  

Referred back for local resolution (2) 

Environmental 
Services & Public 
Protection & 
Regulation 
 

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. 

 

 
3.3     A copy of the Ombudsman's letter is attached as an appendix to this 

report. 
 
3.4 The Housing Ombudsman Service does not provide an annual letter, 

however, in the last year the Council received 1 decision from the Housing 
Ombudsman.  In this case the Council agreed to pay the sum of £1,000 
and issue an apology to the complainant to resolve her complaint which 
related to the Council’s investigation of her neighbour’s complaints against 
her. 

 
3.5 The Committee may also wish to note that the small number of complaints 

reaching the Ombudsman is set against a background of 448 complaints 
received by the Council in the period in question, which helps to illustrate 
the strength of the Council in ensuring that complaints are dealt with 
promptly and appropriately.   

 
3.6 Below is a table showing Local Government Ombudsman figures for 13 

Local Authorities with similar characteristics to the Council.  The average 
for upheld complaints across the 13 authorities is 46%.  High Peak 
Borough Council is above average at 75%, although the number of cases 
involved is obviously very small in number. 

 
 

 
Complaints 

and 
enquiries 
received 
2016/17 

Decisions 
made 

2016/17 

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

 

Upheld Not upheld Total 
% 

Upheld 

Cannock Chase 11 7 0 0 0 0% 

Castle Point 4 5 1 0 1 100% 

Chorley 9 6 0 0 0 0% 

Fenland 17 18 3 2 5 60% 

Forest of Dean 14 14 1 2 3 33% 

High Peak Borough 
Council 

7 10 3 1 4 75% 

Hinckley & Bosworth 14 18 3 4 7 43% 

Kettering 14 15 0 4 4 0% 

Rugby 14 15 1 2 3 33% 

Selby 13 15 2 1 3 67% 



  

South Derbyshire 5 5 1 1 2 50% 

Staffordshire 
Moorlands 10 12 1 2 

3 33% 

Wyre Forest 5 5 0 0 0 0% 

 
 
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 Ombudsman in its quasi-judicial 
role. 
 

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 
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