Agenda Item 4

Council Meeting — 4t November, 2020

Written Answers Provided To Member Questions

Questions of Councillor Shaffag Mohammed to Councillor Julie Dore
(Leader of the City Council)

Q.4 During your term as leader of the Council, how many Ombudsman
complaints have been upheld?

A.4 1 am sending you copies of all the Annual Ombudsman Complaints Reports from
my tenure as Leader which include the information you have requested.
The Ombudsman Reports are published every year.

Annual Ombudsman Complaints Reports 2011-2019.pdf

Q.5 Please provide a list of all complaints upheld since May 20117
A5 See answer above.

Q.6 In light of these complaints, what actions have you taken to improve
openness and transparency following these ombudsman
decisions/complaints against the Council?

A.6  See answer above. As you are aware following all ombudsman’s decisions, a
response is produced and the council will implement any improvements/changes
required.

Questions of Councillor Paul Turpin to Councillor Paul Wood (Cabinet Member
for Neighbourhoods and Community Safety)

Q.1 How many repairs to Council homes are incomplete and pending?

A.1 There are currently 9,200 outstanding repairs.

Q.2 Will you provide arent free period to tenants until repairs are done?

A.2 The Council does not change the requirement to pay rent as a result of not carrying
out repairs. However, if any tenant believes that repairs have not been completed
on time, caused inconvenience or, caused further disrepair then there are separate
processes in place for tenants to seek compensation.

Q.3 How long is too long to wait for repairs?

A.3 We typically operate with the below priorities. We are still aiming to keep within these
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priorities but if there is an influx of repairs due the lack of repairs reported over the
pandemic then these timescales could be impacted.

Emergency (4 hours)
Urgent (3 days)
Responsive (28 days)
Planned (55 days)

Q.4 What steps are being taken to speed up repairs?

A.4 Our Response to COVID

We are planning and organising our resources to deliver the backlog and
anticipated increase in volume of repairs above normal volumes;

We have developed a tracker to compare actuals to projected volumes to
understand financial and resource implications;

We have batched work up such as high value fire damaged properties,
acquisitions, roofing, windows and doors, plastering, and are working with
Housing Investment colleagues and our supply chain contractors to deliver
this work.

We have recruited agency workers and set them to work to supplement our
teams with additional resources;

We have redeployed resources to manage demand in repairs and our work
force is working flexibly and overtime giving us additional capacity;

We are developing plans to recruit additional trade operatives to boost our
internal resource to manage the present demand and future growth strategy;

We are constantly reviewing our activities should we need to react to potential
further Government directives;

We are communicating to our customers regularly via a joint communication
with Housing.

General Service Improvements

We have completed a major review of the repairs service and developed a new
target operating model with clear priorities for change and improvements.

Change has started and will be continuous over the next 18 months with the overall
aim of achieving a sustainable operating model that delivers excellent value for
money services to the tenants and residents of Sheffield City Council.

Our improvements include:

Restructuring the service to remove client/contractor roles, speed up the
decision making process and reduce operating overheads;

Shifting the balance of reactive repairs to more planned and cyclical
maintenance;

Improving customer focus and collaboration with key stakeholders;
Modernising service delivery through the investment in ICT,;

Developing an organisational development strategy that empowers our staff
with the skills to deliver a first class repairs service;

Improving performance management, reporting and productivity;

Improving financial awareness and management;
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Q.5

A.5

Q.6

A.6

Q.7

A7

Q.8

A.8

* Improving procurement and supply chain management;
» Creating opportunities for young people through recruitment of 45 apprentices
this year (100 Apprentices in total within RMS);

How many staff have there been in the Repairs and Maintenance Department,
yearly since the year before it was taken back in house till present day?

FTE Headcount | Comments
Apr-17 | 487.46 | 492
Apr-18 | 480.56 | 488
Apr-19 |560.90 | 574 Includes staff from Housing merged into repairs
and increased operatives to manage growth in
planned work and increased Apprenticeships

Apr-20 | 577.22 | 593 Includes staff from Housing merged into repairs
and increased operatives to manage growth in
planned work and increased Apprenticeships

At what point do tenants receive compensation for incomplete repairs?

We don’t have a blanket policy on this other than we will treat complaints on their
individual merits. If incomplete repairs have led to a material loss to the customer
then we would offer compensation based on that (e.g. loss of earnings or damaged
property) or if substantial inconvenience has been caused we would offer a goodwill
payment.

What steps have been taken to ensure officers in the homes department can
deal with urgent repairs after officers in the Repairs and Maintenance
Department have left work?

Urgent repairs need to be responded to within 3 days. However for emergency
repairs out of hours the Repairs Service have a dedicated Emergency Standby
Team that operates out of hours and around the clock to ensure these repairs are
responded to.

How do you anticipate the new IT system in Repairs and Maintenance making
the department deal with repairs more quickly?

The new IT system will automate workflow, reduce admin time, and provide users
with the visibility and ability to control complex tasks enabling the streamlined
delivery of work.

Automated Management of up to 90% of jobs enables Coordinators to spend more

time interacting with Customers, organising complex repairs, and providing updates
and advice.
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Q.9

A.9

Q.10

A.10

Q.11

All

Q.12

A.12

Q.13

Real-Time Dashboard Information to continually improve and proactively manage
performance and efficiencies.

What steps have been taken to improve the woeful communications from
Repairs and Maintenance department?

The Repairs Service is producing a monthly update for Members and Senior
Officers of performance throughout the COVID pandemic. The Repairs Service is
working with Corporate Communications to obtained dedicated resources to
improve communications with Members, Tenants and Employees.

How many workers are employed through agencies for Repairs and
Maintenance department?

There are 52 Agency workers working for the R&M department

How many subcontracted companies are working in the Repairs and
Maintenance department?

There are 17 subcontracted companies working for the R&M department

What towns or cities are the subcontracted companies based?

9 in Sheffield

2 in Doncaster

2 in Barnsley

1 in Worksop
1in Leeds

1 in Huddersfield
1 in Wakefield

What has been done by the City Council to ensure that firework laws are
being kept to regarding:

(@) Sales

Each year we contribute to Operation Dark Nights, a police led multi-agency
operation tackling the numerous issues caused by bonfire night in Sheffield. Our
particular contribution is in advance of sales starting, by providing free advice and
materials to businesses selling fireworks as to their responsibilities regarding
preventing underage sales (Over 18 years being the requirement for fireworks).

During the firework sales period, we visit businesses with a test purchase volunteer
over a number of nights. Enforcement action is taken and re-tests soon after for
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Q.14

A.14

Q.15

A.15

Q.16

A.16

those failing to comply, with further escalated enforcement action as necessary.

In addition to operation Dark Nights, we receive intelligence regarding the sale of
‘Commercial Grade Fireworks’ to the public. We investigate and take appropriate
action against these individuals as well as share that intelligence with other relevant
agencies for them to act eg South Yorkshire Fire Service (who are responsible for
licensing firework sellers & checking explosive storage requirements are met). We
also, investigate any complaints regarding alleged unsafe fireworks eg rocket that
has failed and exploded on the ground.

(b) Times they are set off

The Fireworks Act 2003 states that fireworks cannot be set off between 23:00 and
07:00 during the year which is increased to 00:00 and 07:00 for bonfire night, New
Year's Eve and some religious ceremonies. This information was put out as a
reminder on social media by SCC and SYP prior to bonfire night. We will investigate
any noise complaints of fireworks being set off outside of the permitted hours by
following up any intelligence or evidence directly with the alleged perpetrator,
however this year our service didn’t receive any complaints of this nature which is
positive.

What work has been done to look into possibilities of banning private sales
altogether?

See Q17 below.

What work has been done to look at the effect on emergency services over
the 5" November period?

All the individual blue light services carry out their own monitoring but then as a
Community Safety Partnership monitoring will also take place.

Every year a group of all relevant partners including the Police, SYF&R and the
local authority come together to plan for the Dark Nights period. This year with
Covid regulations planning was different as community events such as the Bonfires
and Lantern Parades were not allowed and interaction with local community
planning was limited. A review of the planning is now taking place which will include
analysis of the impact on emergency services, these findings and any learning will
then be fed back into the planning for next year’s Dark Nights period.

What work has been done to measure the effect on air quality during the 5t
November period?

The Council measures air quality via real time (24/7) monitors, which provide
information on nitrogen dioxide (NO2) and fine particulate matter (PM1o and PM2.5)
at six different locations in the city. Monitored air pollution results from these
locations can be accessed via the following link: https://bit.ly/2IE8Nb4
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Q.17

Al

Q.18

A.18

Air pollution levels were elevated during the period from 00:01 (am) on 4%
November to 23:59 (pm) on 5" November. The results show that the NO2 levels
can be deemed to be Low (DAQ Index 3) as the highest monitored hourly mean
concentration was 145ug.m= (ug/m3) on the morning of 5" November. The
particulate matter (PM1o0 and PMz5) levels were however moderate (DAQ Index 5
and 4) as their highest monitored daily mean values exceeded 50ug.m- and
35ug.m- respectively, both occurring on 5" November.

What work has been done to investigate local options regarding bylaws with
fireworks?

As an enforcement body our professional institute (The Chartered Trading
Standards Institute) has taken a policy line, to work with the Office for Product
Safety & Standards to encourage;

e the use of only ‘safe’ fireworks by the public (CE marked fireworks from
reputable sources) — Trading Standards having enforcement responsibility
for the rules regarding firework safety,

e ensuring fireworks are not sold to children or to the general public when they
are commercial grade and

e fireworks are used safely (following the instructions that must be on each
firework) and not at a time or in a way that causes nuisance to others.

What work has been done to research the effect on animals during the 5
November period?

We haven’t done any research ourselves into the effects on animals, but the
attached from the RSPCA is exactly what was requested. It's relatively recent
(2019) and almost every fact presented is cross referenced.

m

Bang out of order -
fireworks frighten ani

Questions of Councillor Bob Pullin to Councillor Mark Jones (Cabinet

Member for Environment, Streetscene and Climate Change)

Q.1

How many city-centre events using diesel generators were held on Council-
regulated sites (Barkers Pool, Fargate, Tudor Square, Surrey Street, the Peace

Gardens, Pinstone Street, The Moor) between the 1st of January 2019 and the
5th of January 2020? Please specify the names of the events and their number

Page 6



Al

Q.2

A.2

Q.3

A3

Q.4

of days duration.

On council led events that there were diesel generators at Cliffhanger, The Fringe
At Tramlines, Out Of This World, Christmas Lights, a hnumber of fairs in 2019 and
the Christmas Market. Where available and possible to supply safely mains power
is used — eg the climbing wall sound system at Cliffhanger, the main stage at
Christmas Lights, the illusion shows in front of the town hall at Out of This world and
in the Peace Gardens at The Fringe At Tramlines, Armed Forces day and Out Of
This World. However, the supplies are in limited areas and at large crowd events
and with the size of supply of mains power limited on some sites (ie Devonshire
Green) there are some aspect of the events where it would not be possible to safely
use those supplies.

e Half term fair — 7 days — February 18™ to 24™ February

e Cliffhranger — 2 days — estimate 10 to 12 generators (some diesel, some LPG)
across the city centre sites

e Sheffield By The Seaside — 30 days — 15t August to 30" August

e The Fringe At Tramlines — 2 days — estimate 25 generators (some diesel,
some LPG) across the sites

e Out Of This World — 1 day — estimate 12 generators (some diesel, some LPG)
across the city centre sites

e Christmas Lights — 1 day — estimate 12 generators (some diesel, some LPG)
across the city centre sites

e Christmas Market 49 days - 16" November — 3" January

For how many days in total were events held on these sites in the above-
specified period?

Estimate 92 days. It should be noted that they vary vastly in size, attendance,
duration and infrastructure with events including Remembrance Sunday, electric
bikes launch, Indian New Year day of dance, Armed Forces Day, Chance To Dance,
Invictus Trials,Sheffield Makes Music, St Lukes Night Strider, Pinknic, Christmas
Lights, Sheffield By The Seaside, Half Marathon, Battle of Britain parade, etc....
(NB World Snooker Championships and DocFest have not been included as they
are mainly indoors so may skew the figures — they are 15 days and 10 days if need
to be included).

How many diesel generators is it estimated were used in total at these events
throughout the above period?

We do not have that figure as it is not recorded but it would mainly be the bigger
events (detailed at questions 1 and 2) that would have generators. Many of the

smaller events will not require power or will have access to mains power for small
PA systems.

What is the estimated amount of pollution created by the diesel generators.
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A4

Q.5

A5

Q.6

A.6

Q.7

A7

Q.8

Unfortunately, we do not have this information as the exact number, fuel usage and
type of generator is not tracked at the moment.

Please give a specific estimate of the pollution created by an event of one
day’s duration using some 16 generators of an average generating capacity of
100 kva (diesel consumption 20 litres per hour) for an operating period of 12
hours.

Estimating emissions as requested is not straight forward and would not tell us much
about the levels of pollution people might be exposed to.

The Air Quality Team have been monitoring nitrogen dioxide (NO2) pollution levels
at Fargate since 2018 and at Barkers Pool since 2003. During this period pollution
emissions from all events using generators were monitored. The annual average
pollution level monitored so far has never been greater than 36ug.m= (36 microgram
per cubic metre) which is below the 40ug.m=3 (40 microgram per cubic metre) level
not to be exceeded to protect health. During 2018 and 2019 respectively at Fargate
the levels monitored have been 30ug.m=2 (30 microgram per cubic metre).

Are you aware that over 30 years ago large events were run on city centre
sites, including children’s and adult fairground rides, without the use of
generators?

The city centre has never had the infrastructure across all sites to run on mains
power especially that needed for some of the bigger events so generators have
always been used to some extent. Some areas though did have small supplies which
could power a number of fair rides etc such as on the Moor.

What steps are the Council taking to seriously reduce city-centre air pollution
at its own and or licensed events?

All new event spaces/areas of new public realm will have power supplies installed.
Any event that requires power more than is available will be encouraged to minimise
use of generators and where needed encourage the use of LPG generator
conversions.

Specifying that generators should be in good condition and state of repair and that
any participant using generators found to not be in a good condition (and therefore
more pollutant) may be advised that they will have to be swapped by the safety
officers

As part of every event plan, transport and the climate emergency will be referenced
and have a specific plan in place to minimise negative impacts.

When does the Council anticipate it will once again return to only
promoting/licensing city-centre events with a zero-pollution output, setting a
gold standard practice, which puts the health of its citizens and visitors as its
top priority?
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A.8 Officers are working towards the Council’'s Zero Carbon pathway target of 2030 and
new infrastructure projects like the Future of the High Street fund are looking at
power supplies as part of the build. Clearly to produce a zero-Carbon output
investment in city centre infrastructure must feed into the city centre events
objectives. We will continue to keep up with newer technologies like solar power and
utilise these for events as they become available and more able to generate the
power required.
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1. Introduction
1.1.This report provides information about the complaints received, referred and
determined by the Local Government Ombudsman (LGO) in relation to Sheffield
City Council during the twelve months between 1 April 2011 and 31 March 2012.

1.2. The report incorporates and builds on the feedback received from the LGO as part
of the Annual Review of the complaints they have dealt with about Sheffield City
Council during 2011/12.

1.3.The LGO provides a free, independent and impartial service. It considers
complaints about the administrative actions of councils. It cannot question what a
council has done simply because someone does not agree with it. If it finds
something has gone wrong, such as poor service, service failure, delay or bad
advice, and that a person has suffered as a result, the LGO aims to get it put right
by recommending a suitable remedy. The LGO also uses the findings from
investigation work to help councils provide better public services through initiatives
such as special reports, training and annual reviews.

2. Enquiries and complaints received
2.1.The LGO Advice Team received 166 enquiries/complaints about Sheffield City
Council during 2011/12. Forty-nine of these were signposted informally/formally
back to the Council’s complaints procedures. A further 26 resulted in informal
advice being given to the complainant, and the remaining 91 were forwarded to the
LGO Investigation Team for consideration.

2.2.1t should be noted that due to the delay between complaints being received by the
LGO and them being formally referred to the Council, the numbers received by the
LGO and referred to the Council during 2011/12 do not match.

2.3.During 2011/12, the LGO formally referred 138 complaints to the Council - 38 of
these were formally referred to the Council as ‘premature’, with the Council asked
to investigate and respond to the complainant under the Council’'s complaints
procedures. The LGO initiated a formal investigation in respect of 60 complaints,
and made no or informal enquiries in respect of the remaining 40 complaints.

2.4. The following is breakdown of the total number of formal complaint referrals made
to Sheffield City Council by the LGO during 2011/12 compared with the last two
years.

Table 1: Number of formal referrals made to SCC during 2011/12

Formal Premature Other Formal Total
Referrals Referrals
2011/12 38 100 138
2010/11 58 97 155
2009/10 41 103 144

2.5. There was a significant reduction in the number of formal premature complaint
referrals made to the Council in 2011/12 compared with the previous year.

3
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2.6. Tables 2 and 3 below provide breakdowns, by main subject area, of the 166
enquiries/complaints received by the LGO and the 138 complaints formally referred
to the Council during 2011/12.

2.7.1t should be noted that the LGO'’s subject categories do not always translate very
well into how services are delivered by Sheffield City Council, and there are
differences in how complaints are categorised by the LGO and by the Council. For
example, Council Tenant Anti Social Behaviour (ASB) complaints are recorded by
the LGO under the ‘Environmental/ Public Protection & Regulation’ category, whilst
they are categorised by Sheffield City Council as ‘Housing — Sheffield Homes’.

Table 2: Breakdown of enquiries/complaints received by LGO during 2011/12 by main subject area

Subject Informal/ Advice given | Forwarded to Total
Formal Investigation

Premature Team
Adult Care Services 2 2 12 16
Benefits & Tax 11 2 10 23
Corporate & Other 4 2 7 13
Education & Children’s
Services 2 3 16 21
Environmental/Public
Protection & Regulation 8 4 9 21
Highways & Transport 0 3 9 12
Housing 20 8 24 52
Planning &
Development 2 2 4 8
Total 49 26 91 166

Table 3: Breakdown of formal complaint referrals by LGO to Council 2011/12 by main subject area

Subject Formal Premature Formal Other Total
Referrals Referrals

Social Care — Adults 3 15 18
Social Care - Children's 2 3 5
Education 0 14 14
Housing — SCC 6 6 12
Housing - Sheffield Homes 15 29 44
Benefits 4 4 8
Rating/Council Tax 1 6 7
Planning 2 6 8
Environmental Health 3 5 8
Highways 1 4 5
Parking Services 0 2 2
Other 1 6 7
Total 38 100 138

2.8.Looking at the subject of enquiries and complaints, by far the largest number were
about Housing. The LGO categorised 31% of contacts as Housing, with the
Council categorising 41% of formal complaint referrals as Housing (including ASB

complaints).

2.9. Across the other core cities, ‘housing’ complaints continue to be the largest
category of complaint and enquiry received by the LGO during 2011/12, accounting
for 26% of the total enquiries/complaints received. Nationally, ’housing’ complaints

4
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and enquiries account for 18% of the total number of complaints/enquiries received
by the LGO during 2011/12.

3. Outcomes of complaints

3.1.Excluding the premature complaints referred to the Council, the LGO decided on
104 complaints during 2011/12. Table 4 below gives a breakdown of decisions
over the last two years, and Table 5 provides a breakdown of decisions by Council
Portfolio for 2011/12.

Table 4: Breakdown of LGO Decisions over last 2 years

Ombudsman Decisions 2010/11 2011/12
No maladministration/insufficient evidence of fault or 37 36
injustice
Local settlement/remedy 34 28
Report 0 0
Ombudsman discretion/investigation not justified 19 30
Outside Jurisdiction 7 10
Total 97 104
Table 5: Portfolio Breakdown of LGO decisions in 2011/12
Report Injustice No or Not Investigation | Noreasonto | No power Total
Remedied Minor enough not justified use to
during injustice evidence & other exceptional | investigate
enquiries & other of fault power to
(Local investigate
Settlement)

Deputy Chief 0 0 0 0 1 0 0 1
Executives
Resources 0 1 1 0 7 4 0 13
(inc Capita)
Children, 0 7 4 3 2 0 2 18
Young People
& Families
Place 0 2 4 4 8 0 2 20
Communities 0 18 4 16 12 1 1 52
(inc Sheffield
Homes)
Total 0 28 13 23 30 5 5 104

4. Reports and Local Settlements

4.1.During 2011/12, the LGO issued no reports against Sheffield City Council, and
closed 28 complaints on the basis that the injustice was remedied during enquiries.
This represents 27% of complaint outcomes. By comparison, the LGO closed 24%
of complaints across the core cities on the basis of a report or remedy/local
settlement.

4.2.Some of the complaints were settled on the basis of a financial remedy. The
Council paid £13,284 in compensatory payments and other reimbursements.
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5. Complaints handling and response times

5.1. The Council’s average response time to initial formal enquiries during 2011/12 was
28.7 days against a target time of 28 days. Overall response times have
significantly improved on the 33.6 days reported during 2010/11.

5.2. By comparison, average response times during 2011/12 across the core cities
ranged from 18.2 days to 33.4 days.

5.3. The Council dealt with a significant number of informal preliminary enquiries during
2011/12 that are not included in the LGO'’s published response time figures. The
Council received 89 preliminary enquiries during 2011/12 and responded with an
average response time of 9 days.

6. LGO developments

Changes in role
6.1. The LGO’s jurisdiction to investigate complaints about internal school matters on a
pilot basis in fourteen local authority areas ended July 2012.

6.2. From April 2013, the power to investigate complaints from local authority tenants
about their landlord will transfer to the Housing Ombudsman.

Focus Reports

6.3. The LGO launched a new series of Focus reports during 2011/12 to develop their
role in supporting good local public administration and service improvement. The
subject of the focus reports includes adult social care school admissions, children
out of school, homelessness and use of bankruptcy powers. The reports can be
found via the following link:http://www.lgo.org.uk/publications/advice-and-
guidance#focus

Publishing Decisions

6.4. Following consultation with councils, the LGO is planning to launch an open
publication scheme where final decision statements on all complaints will be
published in an anonymised format on the LGO website from April 2013.

Introduction of new robust Intake and Assessment Process

6.5. The LGO is currently restructuring and transforming its service, so it can deal with
complaints swiftly and proportionately, with straightforward cases handled at the
earliest possible stage by assessment/screening teams. As a result only those
cases which merit more detailed work will be passed through to the LGO
investigation teams for formal investigation.

6.6. A new intake and assessment process will change the way that the LGO works

with councils in future. The new process will be fully introduced across all LGO
offices from 1 April 2013.
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7. Sheffield City Council priorities for 2012/13

7.1.To review and adapt complaint management practices/processes to accommodate
the transfer of jurisdiction/power from the LGO and Housing Ombudsman in
respect of complaints from local authority tenants about their landlord.

7.2.To review and adapt complaint management practices/processes to accommodate
the new LGO Intake and Assessment Process.

7.3. To further reduce initial response times on formal enquiries without adversely
affecting the quality of responses.

7.4.To progress the options for future recording of Ombudsman enquiries/complaints
as part of the Customer First Programme in order to improve the detail of formal
recording and reporting on Ombudsman complaints and the learning that stems
from them.

For further information, please contact Customer Services:

Howden House
Floor 2

Union Street
Sheffield
S12SH

Telephone 0114 273 4660
Fax 0114 273 4652
Email complaintsmanagers@sheffield.gov.uk

If you would like to register a comment, compliment or complaint you can contact us
directly or complete an on-line feedback form by visiting Sheffield City Council website or
by following this link https://www.sheffield.gov.uk/your-city-council/how-to-contact-
us/complaints-comments.html

7
Page 17


mailto:complaintsmanagers@sheffield.gov.uk
https://www.sheffield.gov.uk/your-city-council/how-to-contact-us/complaints-comments.html
https://www.sheffield.gov.uk/your-city-council/how-to-contact-us/complaints-comments.html

Sheffield City Council

Annual Report of Local Government
Ombudsman Complaints

2012 - 2013

Sheffiel

City Council




Section

1.0 Introduction

2.0 Enquiries and complaints received

3.0 Outcomes of complaints

4.0 Reports and Local Settlements/Remedies
5.0 Complaint Handling/Response Times

Appendix A: LGO Annual Review Letter 2012/13

Appendix B: Core City Comparative Information

Customer Services - Sheffield City Council

Page




1.0 Introduction

This report provides information about the complaints received, referred and determined
by the Local Government Ombudsman (LGO)" in relation to Sheffield City Council during
the twelve months between 1 April 2012 and 31 March 2013.

The report includes the feedback received from the LGO as part of her Annual Review of
the complaints about Sheffield City Council during 2012/13. A copy of the LGO’s Annual
Review Letter is attached as Appendix A.

Due to changes in business processes this year, the LGO has only presented limited
information relating to the total number of complaints received about Sheffield City
Council.

2.0 Enquiries and complaints received
The LGO received 79 complaints about Sheffield City Council during 2012/13.
Comparative information across the Core Cities is attached as Appendix B.

It should be noted that due to the delay between complaints being received by the LGO
and them being formally referred to the Council, the numbers received by the LGO and
referred to the Council during 2012/13 do not match.

During 2012/13, the LGO formally referred 104 complaints to the Council — 30 of these
complaints were formally referred to the Council as ‘premature’ with the Council asked to
investigate and respond to the complainant under local complaint procedures. The LGO
initiated a formal investigation in respect of 26 complaints, and made no or informal
enquiries in respect of the remaining 48 complaints.

The following table provides a breakdown of the total number of complaint referrals made
to the Council by the LGO during 2012/13 compared with the last three years. As can be

seen, there has been a significant reduction in the number of complaint referrals made to
the Council in 2012/13 compared with the previous years.

Table 1: Complaint referrals made by LGO
Other complaint
Premature referrals referrals Total

2012/13 30 74 104
201112 38 100 138
2010/11 58 97 155
2009/10 41 103 144

' The LGO provides a free, independent and impartial service. It considers complaints about the
administrative actions of councils and some other authorities. It cannot question what a council has done
simply because someone does not agree with it. If it finds something has gone wrong, such as poor service,
service failure, delay or bad advice, and that a person has suffered as a result, the LGO aims to get it put
right by recommending a suitable remedy. The LGO also uses the findings from investigation work to help
authorities provide better public services through initiatives such as special reports, training and annual
reviews.
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Table 2 provides a breakdown, by main subject area, of the 104 complaints formally
referred to the Council by the LGO during 2012/13.

Table 2: Breakdown of formal complaint referrals by LGO in 2012/13 by main subject area

Subject Premature referrals .N°t f°.r“‘a"V . For_mal_
investigated investigation
Social Care — Adults 3 8 6 17
Social Care - Children's 1 4 1 6
Education 0 0 6 6
Housing — SCC 1 2 2 5
Housing - Sheffield Homes 16 9 6 31
Benefits 4 1 2 7
Rating/Council Tax 1 3 1 5
Planning 2 6 0 8
Environmental Health 0 2 0 2
Highways 0 1 0 1
Parking Services 0 8 1 9
Other 2 4 1 7
Total 30 48 26 104

Looking at the subject of enquiries and complaints, by far the largest number were about
Housing and then Adult Social Care, with the Council categorising 35% of complaint
referrals as Housing (including Anti-Social Behaviour complaints) and 17% as Adult Social
Care.

3.0 Outcomes of complaints

Excluding the premature complaints referred to the Council, the LGO decided on 71
complaints during 2012/13. Table 3 below gives a breakdown of decisions over the last
two years, and Table 4 a Portfolio breakdown of decisions in 2012/13.

Table 3: Breakdown of LGO Decisions over last 2 years

Ombudsman Decisions 2012/13 2011/12
Not Investigated: No power to investigate 6 5
Not Investigated: No reason to use exceptional power 6 5
Not Investigated: Insufficient grounds & other 37 30
Investigation Discontinued: Not enough evidence of fault 11 23
Investigation Discontinued: No or minor Injustice & other 3 13
Investigation Discontinued: Injustice remedied 8 28
Report 0 0
Total 71 104
4



Table 4: Portfolio/Partner breakdown of LGO decisions in 2012/13

Injustice

redTlfi(:‘ied No or minor Not enough Investigation e r)((aasotril t: | No power
Report o uiri%s injustice & evidence of not justified & use eo:,zft: a to
(Eocal other fault other ir?vestigate investigate

Settlement)
Deputy Chief
Executives/ 0 0 0 0 0 0 0 0
Resources
CYPF 0 0 1 6 1 2 1 11
Place 0 0 0 3 17 2 2 24
Communities 0 3 2 0 5 2 3 15
Sheffield
Homes 0 3 0 2 10 0 0 15
Capita
Revenues & 0 2 0 0 4 0 0 6
Benefits
Total 0 8 3 11 37 6 6 71

4.0 Reports/Local Settlements

During 2012/13, the LGO issued no reports against the Council, and closed eight
complaints on the basis that the injustice was remedied during enquiries, i.e., local
settlement. This represents 11% of complaint outcomes.

In comparison, the LGO issued four reports across the Core Cities. Details are included at
Appendix B.

5.0 Complaints Handling/Response Times

The Council’s average response time to initial formal enquiries during 2012/13 was 21
days against a target time of 28 days. Overall response times have significantly improved
on the 28.7 days reported last year.

The ability of the Council to meet the 28-day target time is, as always, heavily reliant on
services/partners providing timely, complete and quality responses to enquiries.

The Council dealt with a significant number of informal preliminary LGO enquiries during
2012/13 that are not included in the response time figure stated above. The Council
received 60 preliminary enquiries during 2012/13, and responded with an average
response time of nine days.



Contact Us

If you would like to make a suggestion, compliment or complaint, you can contact us
directly, or complete an on-line feedback form by visiting Sheffield City Council website or
by following this link www.sheffield.gov.uk/complain

If you would like to comment on this report, or have any questions about the complaints
procedure, please contact the Complaints Team at:

Email complaint@sheffield.gov.uk

Telephone 0114 273 4567

Write to: Customer Services, Sheffield City Council, Floor 2, Howden House
1 Union Street, SHEFFIELD, S1 2SH

Customer Services - Sheffield City Council




Appendix A

16 July 2013
Local Government

OMBUDSMAN

Mr John Mothersole
Chief Executive
Sheffield City Council

Dear Mr Mothersole
Annual Review Letter

| am writing with our annual summary of statistics on the complaints made to the Local
Government Ombudsman (LGO) about your authority for the year ended 31 March 2013.
This year we have only presented the total number of complaints received and will not be
providing the more detailed information that we have offered in previous years.

The reason for this is that we changed our business processes during the course of
2012/13 and therefore would not be able to provide you with a consistent set of data for
the entire year.

In 2012/13 we received 79 complaints about your local authority. This compares to the
following average number (recognising considerable population variations between
authorities of a similar type):

District/Borough Councils- 10 complaints
Unitary Authorities- 36 complaints
Metropolitan Councils- 49 complaints
County Councils- 54 complaints
London Boroughs- 79 complaints

Future development of annual review letters

We remain committed to sharing information about your council’s performance and will be
providing more detailed information in next year’s letters. We want to ensure that the data
we provide is relevant and helps local authorities to continuously improve the way they
handle complaints from the public and have today launched a consultation on the future
format of our annual letters.

| encourage you to respond and highlight how you think our data can best support local
accountability and service improvements. The consultation can be found by going to
www.surveymonkey.com/s/annualletters



LGO governance arrangements

As part of the work to prepare LGO for the challenges of the future we have refreshed our
governance arrangements and have a new executive team structure made up of Heather
Lees, the Commission Operating Officer, and our two Executive Directors Nigel Ellis and
Michael King. The Executive team are responsible for the day to day management of LGO.

Since November 2012 Anne Seex, my fellow Local Government Ombudsman, has been
on sick leave. We have quickly adapted to working with a single Ombudsman and we have
formally taken the view that this is the appropriate structure with which to operate in the
future. Our sponsor department is conducting a review to enable us to develop our future
governance arrangements. Our delegations have been amended so that investigators are
able to make decisions on my behalf on all local authority and adult social care complaints
in England.

Publishing decisions

Last year we wrote to explain that we would be publishing the final decision on all
complaints on our website. We consider this to be an important step in increasing our
transparency and accountability and we are the first public sector ombudsman to do this.
Publication will apply to all complaints received after the 1 April 2013 with the first
decisions appearing on our website over the coming weeks. | hope that your authority will
also find this development to be useful and use the decisions on complaints about all local
authorities as a tool to identify potential improvement to your own service.

Assessment Code

Earlier in the year we introduced an assessment code that helps us to determine the
circumstances where we will investigate a complaint. We apply this code during our initial
assessment of all new complaints. Details of the code can be found at:

www.|go.org.uk/making-a-complaint/how-we-will-deal-with-your-complaint/assessment-
code

Annual Report and Accounts

Today we have also published Raising the Standards, our Annual Report and Accounts for
2012/13. It details what we have done over the last 12 months to improve our own
performance, to drive up standards in the complaints system and to improve the
performance of public services. The report can be found on our website at www.lgo.org.uk

Yours sincerely
Dr Jane Martin

Local Government Ombudsman
Chair, Commission for Local Administration in England



Benchmark of Core City Performance

Appendix B

CORE CITY BENCHMARK
Complaints received by LGO 01/04/2012 - No of Reports issued Population Number of complaints per 1000
31/03/2013 population

Newcastle-Upon-Tyne CC 36 0 277,800 0.13
Sheffield City Council 79 0 555,500 0.14
Manchester City Council 79 0 503,127 0.16
Nottingham City Council 53 0 305,700 017
Liverpool City Council 90 0 466,400 0.19
Bristol City Council 86 1 (Planning application) 432,500 0.20
|Leeds City Council 150 0 751,500 0.20
|Birmingham City Council 227 3 (all Adult Social care) 1,074,300 0.21




Local Government

OMBUDSMAN

7 July 2014
By email

Mr John Mothersole
Chief Executive
Sheffield City Council

Dear Mr John Mothersole
Annual Review Letter 2014

I am writing with our annual summary of statistics on the complaints made to the Local
Government Ombudsman (LGO) about your authority for the year ended 31 March 2014.
This is the first full year of recording complaints under our new business model so the figures
will not be directly comparable to previous years. This year’s statistics can be found in the
table attached.

A summary of complaint statistics for every local authority in England will also be included in
a new yearly report on local government complaint handling. This will be published alongside
our annual review letters on 15 July. This approach is in response to feedback from councils
who told us that they want to be able to compare their performance on complaints against
their peers.

For the first time this year we are also sending a copy of each annual review letter to the
leader of the council as well as to the chief executive. We hope this will help to support
greater democratic scrutiny of local complaint handling and ensure effective local
accountability of public services. In the future we will also send a copy of any published
Ombudsman report to the leader of the council as well as the chief executive.

Developments at the Local Government Ombudsman

At the end of March Anne Seex retired as my fellow Local Government Ombudsman.
Following an independent review of the governance of the LGO last year the Government
has committed to formalising a single ombudsman structure at LGO, and to strengthen our
governance, when parliamentary time allows. | welcome these changes and have begun the
process of strengthening our governance by inviting the independent Chairs of our Audit and
Remuneration Committees to join our board, the Commission for Administration in England.
We have also recruited a further independent advisory member.

Future for local accountability

There has been much discussion in Parliament and elsewhere about the effectiveness of
complaints handling in the public sector and the role of ombudsmen. | have supported the
creation of a single ombudsman for all public services in England. | consider this is the best
way to deliver a system of redress that is accessible for users; provides an effective and
comprehensive service; and ensures that services are accountable locally.
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To contribute to that debate we held a roundtable discussion with senior leaders from across
the local government landscape including the Local Government Association, Care Quality
Commission and SOLACE. The purpose of this forum was to discuss the challenges and
opportunities that exist to strengthen local accountability of public services, particularly in an
environment where those services are delivered by many different providers.

Over the summer we will be developing our corporate strategy for the next three years and
considering how we can best play our part in enhancing the local accountability of public
services. We will be listening to the views of a wide range of stakeholders from across local
government and social care and would be pleased to hear your comments.

Yours sincerely

Jam V@ﬂi

Dr Jane Martin
Local Government Ombudsman
Chair, Commission for Local Administration in England
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Local authority report — Sheffield City Council

For the period ending — 31/03/2014

For further information on interpretation of statistics click on this link to go to http://www.lgo.org.uk/publications/annual-report/note-interpretation-statistics/

Complaints and enquiries received

Local authority Adult care Benefits and Corporate Education Environmental | Highways Housing Planning and | Total
services tax and other and services and and transport development
services children’s public
services protection and
regulation
T
&effield City C 26 34 9 35 15 25 14 8 166
D
N
©
Decisions made
Detailed investigations carried out
Local authority Upheld Not upheld Advice given Closed after initial Incomplete/lnvalid Referred back for | Total
enquiries local resolution
16 26 9 48 69 174

Sheffield City C
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© Commission for Local Administration in England copyright 2015

The text of this document (this excludes the Local Government Ombudsman logo) may be reproduced

free of charge in any format or medium providing that it is reproduced accurately and not in a misleading
context.

The material must be acknowledged as Commission for Local Administration in England copyright
and the document title specified. Where third party material has been identified, permission from the
respective copyright holder must be sought.

Any enquiries about the publication should be sent to us at policyandcomms@Igo.org.uk.
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the Local Government Act 1974 as amended by Section
170(1)(5) of the Local Government and Public Involvement
in Health Act 2007; and pursuant to Section 34S(5) of the
Local Government Act 1974 as amended by Section 35 of
the Health Act 2009.
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Foreword

| am pleased to present the
Annual Report and Accounts
for the Commission for Local
Administration in England
for the year ended 31 March
2015.

Local Government
Ombudsman (LGO) has
had a very successful
year. Following significant
transformation of the
organisation, the changes
we have introduced have
resulted in the organisation
exceeding its performance
targets and improving quality
standards. As the following
report shows, we have
improved our performance
on the previous year and
completed 83% of cases
within 13 weeks, 94% of
cases within 26 weeks

and 99% of cases within
52 weeks. Following the
change in our jurisdiction
we no longer handle
complaints relating to local
authority social landlord
responsibilities, but despite

this we continue to handle the same overall volume of cases.
Over 11,000 cases were considered by the assessment

team and 4,780 cases passed to the investigation team. We
continue to listen to feedback from those who use our service
and during the year continued to work with our Advisory Forum
as well as establishing a new Councillors Forum. We have
emphasised learning from our social care work and in 2014
issued the first LGO sector-wide reviews of complaints about
social care and local government respectively.

The success of 2014-15 flows from a great deal of hard work
over a number of years at a time of a reducing operating
budget from £16.8 million in 2010-11 to £11.2 million in
2014-15 and a reduction in permanent staff from 228 to 158
in the same period. Trend data indicates how far we have
come as an organisation. We have reduced the number of
investigations taking more than 52 weeks from almost 120 in
January 2013 to just over 40 in March 2015.

Number of cases taking more than 52 weeks to complete

| _Jan2013 | Mar2013 | Jun2013 | Oct2013 | Jan2014 | Mar2014 | Jun2014 | Oct2014 | Mar2015 |
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Having taken the decision
to publish our decision
statements online, we have
improved our performance
against our quality target
from 56% in August 2012 to
consistently 80% and over
from July 2014.

In a year when local
government continues to
make headlines, at LGO we
have also been focusing on
the external environment

and asking questions of
ourselves so we remain
relevant and resilient in a
changing world. Driven by a
desire to simplify the complex
complaints maze which the
public have to navigate when
they have concerns about
unfair treatment or service
failure, we have been leading
the debate with colleagues at
the Parliamentary and Health
Service Ombudsman (PHSO)
as to what a future service
should look like. We have
shared the characteristics

of an optimum ombudsman
service and both aligned our
business plans to this vision.
In May 2014 we established
a joint convergence
committee chaired by Sir

Jon Shortridge, who also
chairs both organisations’
Audit Committees, to work on
practical steps to harmonise
our work around health and
social care and offer a better

Quality Counts

Quality review results:
percentage of sample decisions publishable

| Aug 2012 | Nov 2012 | Feb 2013 | Jul 2013 | Sep 2013 | Nov 2013 | Mar 2014 | May 2014 | Jul 2014 | Sep 2014 | Nov 2014 | Jan 2015 | Mar 2015 |

service to the public. This
has culminated in creating
a formal joint working team
with investigators from

both organisations under

a manager in the LGO
London office. Following a
wide ranging review of the
public sector ombudsman
landscape, in the final week
of the last Parliament the
Cabinet Office published
Robert Gordon’s report
‘Better to serve the public’
with a consultation on

a single public sector
ombudsman. We are pleased
that a draft Bill proposing
reform was listed by the new
Government in the Queen’s
Speech.

All of this activity has one
core purpose. To ensure that
the public continue to have a
recognisable, cost-effective,
accessible, independent
ombudsman who will
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continue to hold to account
local authorities - and those
who provide services on their
behalf - in the public interest;
an ombudsman who can
continue to conduct impatrtial
and rigorous investigations
free of charge to the person
affected; effect remedial
action in a timely way; and
secure recognition of distress
caused to citizens who are
treated unfairly, or otherwise
fail to receive services to
which they are entitled.

At the end of the 2014-

15 business year, local
authorities face challenging
questions about the quality

of service provision, capacity
to properly resource support
for vulnerable and needy
communities, and to protect
children. At the same time
opportunities are opening up
for councils to take the lead in
integrating health and social
care, improving safeguarding,



Foreword

and ensuring better care for
children and adults.

In this context, at the end

of a period of significant
financial pressures for local
government, the anticipated
increase in complaints has
not arisen. But as the figures
show later in this report,

the trend of increasing
volumes of complaints about
education and children’s
services and adult social
care continues.

Complaint volumes may
hide a problem with access.
We know that we will only
continue to be seen as
relevant if people have a
clear, accessible route to
redress. The pace of reform
in public services, especially
at the local level, has
understandably left many
confused about where to
turn when those services
let them down. Greater
co-operation between
different organisations,
such as councils and

health bodies, will lead to
integrated service delivery
but runs the risk of blurring
the lines of accountability
and making it more difficult
to achieve remedial action.
We want to make sure

this is not detrimental to

the public. This year we
have jointly produced the

‘My Expectations’ service
standards document with
PHSO and Healthwatch
England, which has been
adopted by the health and
social care regulator, to try
to ensure a clear and simple
route to remedy.

As we begin to work with

the new Government, the
relevance and resilience

of LGO will largely depend
on decisions to be taken by
Parliament. The triennial
review of our legislation in
2015 provides an opportunity
for us to highlight changes
needed to implement Robert
Gordon’s outstanding
recommendations to put our
governance arrangements on
a better statutory footing. We
will also recommend statutory
requirements on all local
service providers to improve
complaint handling, learn
from complaints and signpost
members of the public to

an ombudsman. We will
impress on new ministers the
need to continue to properly
resource LGO so we can
provide a high quality service
free of charge to the citizen,
perhaps through a different
funding model. We will use
any opportunities presented
by reforming legislation

to strengthen our impact
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on the system as a whole

in partnership with other
ombudsmen, regulators and
auditors.

| want to thank all LGO staff
and the Executive Team for
their continued hard work
and ongoing dedication to
the LGO’s dual purposes

of remedying injustice

and improving local public
services. | am also grateful
for the ongoing support of all
members of the Commission
in tackling the hard decisions
that we have to take as an
organisation.

Dr Jane Martin

Chair, Commission for
Local Administration in
England

Local Government
Ombudsman

LGO Annual Report 2014-15



Who we are, what we do

The Local Government
Ombudsman helps to make
sure that local public services
are accountable to the people
that use them by ensuring
that local authorities put
things right when they go
wrong. This could be where
the local authority has failed
to provide the level of service
that the public can rightly
expect to receive. Similarly,

it could be where the council

‘ ‘I was very

impressed with the
investigator allocated
to my complaint. He
phoned me to obtain
my input and listened
well. He was always
courteous both on the
phone and in email has not acted properly in
carrying out its functions.

Correspondence. _
We are also the Social Care
Ombudsman, providing a

Feedback from one-stop-shop for complaints

LGO customer about the service provided
by all registered social

care providers. Our powers
to investigate extend to
complaints about both
publicly and privately funded
social care. This means the
public has a clear route for
redress and does not have to
navigate complex processes
in what is often a confusing
social care system.

Ideally local authorities and
social care providers should
be able to resolve complaints
directly without requiring

the public to escalate

their complaint to us. For

this reason we expect the
complaint to be raised with
the body concerned before
we will look at it. However,
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the public can feel reassured
that there is a fair and
independent ombudsman
that they can turn to if their
complaint is not resolved.

As a result of resolving
complaints and providing a
remedy for individual injustice,
we gather significant evidence
of wider failings in the delivery
of public services. If they are
not addressed then the public
will face the same problems
and need to raise the same
concerns time and time again.
We recognise our role in
helping public services learn
from complaints and we work
closely with partners in the
advice sector, in Parliament
and in public services to
share learning from our work.

The day-to-day management
of the LGO is carried out by
the Executive Team who from
1 May 2015 is led by a Chief
Executive. The Executive
Team is accountable to

the Local Government
Ombudsman and Chair of the
Commission, Dr Jane Martin.



Who we are, what we do

Membership of the Commission

Chair
Dr Jane Martin - Local Government Ombudsman

Carol Brady David Liggins Dame Julie Mellor Sir Jon Shortridge
DBE
Advisory Member Advisory Member Ex officio member Advisory Member
and Independent and Parliamentary and Independent
Chair of the & Health Service Chair of the Audit
Remuneration Ombudsman Committee
Committee

The Executive Team

Michael King Nigel Ellis Heather Lees
Chief Executive Director of Commission
(from 1 May 2015) Operations Operating Officer

(until 8 May 2015)
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Our Strategic Objectives
During 2014-15 we pursued four strategic objectives:

» SO1 To provide a complaints handling service direct to the public which is accessible,
responsive, consistent and cost effective.

» SO2 To ensure sound decisions and appropriate redress based on impatrtial, rigorous
and proportionate investigations.

» SO3 To draw on our knowledge and insight from individual complaints, to identify best
practice and issues of wider public benefit to bodies in jurisdiction and external
stakeholders; to promote good public administration and service improvement and
to influence public policy.

» SO4 To ensure proper stewardship of public funds through the proper use of resources
and effective public accountability.

This annual report reports against the four strategic objectives above. However following a
public consultation we have refreshed them in the new three year Corporate Strategy 2015-18
as set out below.

Strategic Objective 2
Strategic Objective 1
We deliver effective
We provide an excellent redress through

service that is easy to impartial, rigorous
find and use and proportionate
investigations

Remedy injustice -

Improve local public
services

Strategic Objective 4

We are accountable to
the public and use public
money efficiently and
effectively
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Our performance

Key successes this year

An

Published Ever independent
the first ever y External Reviewer

: : customer .
sector wide reviews o appointed to
: invited to share L
of complaints about scrutinise the way we

feedback on our . .
local government and : consider complaints
. service
social care about our

service

Published All
the outcome targets
of over 11,000 for completing

complaints: freely investigations met or
available on our exceeded
website

Embedding quality in our work

This year our focus on quality standards has increased significantly. The drive to maintain an
excellent service for all those who use our service whilst maintaining high levels of productivity
has underscored everything we do. Efforts to improve quality go hand in hand with supporting
performance and can take many guises - from direct quality monitoring to professional practice
seminars and training sessions.
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In 2014-15 we undertook the following work in relation to our focus on quality.
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Our performance

We have also carried out a
survey of all staff to gather
their views on the quality
framework we are using and
how it impacts on their day
to day work. Another staff
survey will help us refine our
programme of good practice
seminars to ensure they
meet the needs of both the
business and our front-line
staff.

What have we learnt

The decision statement
reviews carried out by
managers have helped us
understand what we think
good looks like and to
communicate that with staff.
Our next step is to carry
out an in-depth review of
our statement of reasons
manual to ensure it reflects
the learning.

The quality checking that
managers carry out has
helped us identify areas
where improvement is
needed, both for individuals
and by staff as a whole.
The next step is to start to
identify excellent practice
examples and to see how
we can learn from those.
We already champion
exceptional contributions
by staff but we now need
to move towards identifying
and championing excellent
working practices.

In the ever changing world of
local government and social
care, we must make sure
our staff stay up to date on
the law and practice issues

‘ ‘ My experience

was very good. |

that affecjt how we Iogk at like the way that
and consider complaints. )

We conducted 31 training the advisor was
sesiions 1;or s’Faff ondsubjects totally neutral and
such as planning an . .

adult social care. We have  ighly professional
also issued 26 guidance throughout. |
statements to staff to support

them in the work they do. was also glad for

Our programme of good
practice seminars aims to
help improve consistency
across the organisation and
has covered topics from our
review of our guidance on
jurisdiction to information
about how service complaints
are reviewed.

realistic updates and
communication.

Feedback from
LGO customer

Our quality and standards
system is fundamental to
how we report on how we
are doing. Senior managers
are responsible for preparing
the reports and subsequent
recommendations and

these are then discussed

by the management group,
before being reported to the
Commission. By making
quality reporting an integral
part of operational managers'
duties, rather than as an
add-on, our aim is to embed
quality in to everything we do.
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Strategic Objective 1:

Accessible complaints handling service

In 2014-15 we registered 20,286 new complaints and enquiries, a comparable number to
the previous financial year. Increasingly our intake team are able to quickly resolve many of
those queries at first telephone contact by responding to the caller’s questions and concerns,
providing advice about our role or how the complaints process works. However 11,094
complaints and enquiries required further consideration by us and were referred to our
assessment team. Below we explain how we were able to assist in those cases.

Where the complaint
did not require us to investigate in
detail we helped 6,314 (compared
t0 6,045 in 2013-14) people in
explaining:
> why the issue is not in our
jurisdiction and who else may be
able to help.

> why a detailed investigation
couldn’t be pursued by us.

We considered
11,094 complaints
and enquiries
(compared to
11,725 in
2013-14)

We resolved those complaints by:
> identifying the failings and
securing an agreement to
4,780 cases were put things right or making
passed to our recommendations on remedying
investigation team to the issues.
be considered in more fully investigating and providing
detail (compared to reassurance that the body
5,680 in 2013-14). had acted correctly or that
the issues caused no adverse

consequences.

A cost effective complaints handling service

In 2011-12, the last full year before LGO’s new business model was introduced, we made 101.3

decisions per full-time equivalent investigator. In 2014-15, we made 131.4 decisions per
full-time equivalent investigator. This represents a productivity increase of 29.7%, delivering
further reductions in our cost per case, which is already one of the lowest in the sector.
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Strategic Objective 1:

Accessible complaints handling service

The complaints that we receive cover the full range of local services that people use. Whilst
complaint volumes remain broadly similar to previous years, the number of complaints about
adult social care and education and children’s services, continue to grow as a proportion of our
work. The charts below show the proportion of complaints we received in the different areas of
our work and how these compared to the previous year.

' 'ﬁ
8%

I

9%

2014-15

Education & children’s services

Adult care services

Planning & development

Highways and transport

Benefits and tax

Housing

Environmental, public protection
& regulation

Corporate & other services

2013-14
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For many people that bring their
concerns to us, the LGO is the final
stage in what has already been a
long and exhausting process. Our
own research has shown that on
average our customers have spent
nine months trying to resolve their
complaint with the council or care
provider before they approach
LGO. We therefore set ourselves
stretching targets for reducing

the time we take to complete our
investigations. Over the last 12
months we have continued to
remedy injustice more swiftly and
have exceeded each of our time
targets.

Whilst it is important that we
complete our investigations swiftly
we also want to ensure that we
provide a service that people are
happy with. This year we have
started to offer every customer
an opportunity to provide us with
feedback on their experiences

at the end of our investigation.
We have implemented a system
that ensures people can provide
feedback in an open and honest
way and have already gathered
views from over 2,000 of our
customers. Feedback from our
customers is reported quarterly to
our leadership team and shared
with all our staff.

In common with other ombudsmen
schemes, this data shows that
people’s views of our service are
heavily influenced by the outcome
of their complaint. Therefore we aim
for more customers to be satisfied
with the service they receive than
those solely satisfied with the
outcome.

Quality Counts

Strategic Objective 1:

Accessible complaints handling service

Time taken to deal with complaints

_ 98% 99%
100 94% 2013-14
0,
83% 88% . 2014-15
80 — target
68%
60
40 -
20 -

within 13 weeks within 26 weeks  within 52 weeks

Satisfaction with outcome/satisfaction with overall service

Outcome

. Service

Satisfied
24%

Dissatisfied

Neither satisfied or

dissatisfied
or don't know m
1 | | | | 1 | J

0 10 20 30 40 50 60 70 80
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Nevertheless we recognise
that we need to do more to
increase overall satisfaction.
Our customers have told

us that in many cases they
approached the LGO because
they wanted someone to

be on their side. Parliament
established the LGO to provide
an independent and impartial
view of a complaint and people
are naturally disappointed that
we cannot act as a consumer
champion. In response to this
we are improving the way we
explain our role so that people
know what to expect from

an LGO investigation, whilst
continuing to ensure we treat
all customers fairly and with
courtesy and respect. We are
developing our relationship
with advice bodies so that
people can receive clearer
advice and information at a
local level. However, it is clear
that many people need or
want a service that offers more
direct support and advocacy
on their complaint. Over the
coming months we will be
exploring the feasibility of such
a service and whether that
should be provided by us or
another body.

13

Strategic Objective 1:

71% of
customers agreed
that staff were
courteous and
respectful

63% of
customers agreed
that the process
had been clearly
explained to
them

53% of
customers agreed
that they
understood the
outcome of their

complaint

Where we
made
recommendations to
put things right, 44% of
customers were
satisfied with those
recommendations
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Accessible complaints handling service

Our Quality Framework
supports us in providing a
high standard of service

to members of the public.
However, we sometimes
give people cause to raise
concerns about our service.

Last year we received
complaints about the service
we provided on 107 cases,
representing just 0.5% of
complaints and enquiries.
After fully investigating those
concerns we established

that we had not provided the
service that people can expect
in 39 cases. For those people
we took steps to correct the
failings in our service and to
learn from those mistakes.

We also wanted to be

able to demonstrate to our
customers that, when a
complaint is made about our
service, it is considered fairly
and thoroughly. Following

an open recruitment

process we appointed an
independent person as an
External Reviewer of service
complaints. His role is to look
at a sample of complaints
about our service and to
report on how well we have
responded to them. These
reports, which are available
on our website are considered
by both our leadership team
and the Commission to ensure
that we act upon the External
Reviewer’s recommendations
and continue to develop our
service.
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Quality Counts

Strategic Objective 1:

Accessible complaints handling service

Statement from the External Reviewer

My background is in the public sector and | am
passionate about improving the way that services
are delivered so | am pleased to have been
selected as the External Reviewer. This allows

me to give an impartial view of whether the LGO
responds effectively and appropriately to service
complaints, identify good practice and make
recommendations if necessary.

| undertook reviews in September and February,
examining 10 service complaints for each
review. | found that the majority were dealt

with appropriately and | was impressed with the
management response to some difficult and
challenging issues. My recommendations to the
Ombudsman include improving communication
with complainants, prompt referral to managers,
consistent record keeping and mitigating
unexpected delays. | am pleased that all are being
positively considered by the Ombudsman.

In March | presented on my role to LGO staff

who worked on an exercise reviewing a service
complaint; | was impressed with the thoroughness
of their approach and the objectivity of their
conclusions.

This is a developing role and my reports now
reflect a user-led vision of the Ombudsman's
service, contributing to improving standards and
transparency and increasing public reassurance
and accountability.

ol

Graham Manfield
External Reviewer
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‘ ‘ The whole
process

was clear and logical.
The investigation
was unbiased and we
were not given any

false
assurances.

Feedback from
LGO customer

15

Strategic Objective 2:

Many people approach us
because there have been
problems with the decision
making by their local council or
care provider. An investigation
by LGO provides people

with the reassurance that

their concerns have been
considered thoroughly, fairly
and independently. Our powers
to make recommendations
also ensure that the injustice
suffered is remedied in over
99% of cases. And on the rare
occasions where a decision is
taken not to comply with our
recommendations we take
steps to support public and
democratic scrutiny of that
decision. It makes it especially
important that we deliver
decisions that are sound and
evidence based. We have

two primary measures that

we use to consider whether
our decision making is sound
and whether we provide
appropriate redress.

Reviews of decisions

We provide a route for people
to seek a review of a decision
by a senior member of staff
who has had no previous
involvement with the complaint.
Through this process we
seek to identify any concerns
with our decision making and
provide reassurance to our
customers that they have
been considered fairly and
impartially. In 2014-15 we
received 1,212 requests for
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Making sound decisions

reviews about our decisions,
compared to 1,107 the previous
year.

We found that the decision
making required clarification

or further work in 8% of those
cases, representing just 0.5%
of all complaints and enquiries
and consistent with last year.
We are pleased that in the vast
majority of cases our decision
making is shown to be sound.

Judicial reviews

As with other publicly funded
bodies, our decisions can

be subject to legal challenge
through judicial review. The
outcomes of those legal
challenges can not only
provide clarity where there
are disputed points of law but
also provide us with feedback
on the quality of our decision
making.

In 2014-15 we received 18
pre-action protocol letters,

a requirement before
proceedings are issued.
That represented 0.09% of
all complaints and enquiries
received during the course
of the year. One of those
was granted permission to
proceed by the court and
was successfully defended.
A further judicial review

was granted permission

in the absence of a pre-
action protocol letter but was
subsequently withdrawn by a
consent order.
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Being able to remedy an
injustice that an individual has
experienced is both important
and rewarding but reflects just
one aspect of why the Local
Government Ombudsman
was established. The
recommendations that

we make can also target
more systemic issues in a
local authority such as our
investigation into the support
being provided to a woman
who was looking after her ill
sister’s children. As well as
remedying the individual case
we prompted a wider review
of the council’s complaints
procedures- benefiting many
others in the future.

We also use the learning
gathered from individual
complaints to help improve
local services. The primary
way of doing this is by
publishing the outcomes
of our investigations.
Thousands of individual
decision statements
covering the broad range
of council services and
social care can be found
on our website. This brings
greater transparency to our
decision making and also
allows providers of public
services to understand

our reasoning and
recommendations when
they seek to make service
improvements.

Quality Counts

Strategic Objective 3:

Many of the cases we publish
will involve decisions that are
very specific to the individual
circumstances of the
complaint. However, some
highlight issues of wider
public interest and where we
might want to issue a public
report. This can be where
there is:

> Recurrent fault

> Significant fault, injustice
or remedy

> High volume of complaints
about one subject

> Significant topical issue
(e.g. new legislation)

> Systemic problems and/or
wider lessons to be learnt.

There is also a public interest
in highlighting the reasons
why a body in our jurisdiction
has decided not to comply

Browse

Childres

Find Ombudsman decisions by browsing the categories below, othenwise you can search for decisions

rect payments, Safeguarding, Transition
jces, Transport, Other

Education

Benefits and tax Planning

tax support, Local welfare payments, Other Building control, Other

Transport and highways
Parking and other penalties, Highway repair and

way, Traffic management, Street furniture and lighti
Other

Other categories

standards, Other

o0ked after children,

‘Adoption, . L
Child protection, Disabled children, Fostering, Other

Special educational needs, School admissions, School
exclusions, Alterative provision, School transport, Other

Environment and regulation
Refuse and recycing, Antisocil behaviou, Pollution,
‘maintenance, Highway adoption, Public transport, Rights of Drainage, Licensing, Noise, He and s:

ing, standards, Trees, Cemeteries and crematoria, Other

Promoting best practice

with our recommendations.

In such circumstances we will
issue a further report which
addresses the body’s non-
compliance and confirming
our recommendations. If our
recommendations are still not
implemented we will issue a
statement of non-compliance
or an adverse findings notice.
This ensures that the body’s
decision not to implement our
recommendations is subject
to public scrutiny.

In total we published 30
detailed public interest
reports of investigations.

By publishing such cases
we seek to ensure that all
local authorities and care
providers apply the lessons
to their own services and
learn from the experiences
of people in one area to
inform service improvement
in another. Details of the
decision statements
and reports we have
published in the last
12 months can be
found on pages 17
and 18.

Counciltax, Housing benefit and council tax benefit, Council | Planning applications, Enforcement, Planning advice,

You can search thousands of complaint
outcomes on our website
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Strategic Objective 3:

Promoting best practice

Part of being an open and accountable ombudsman service is having transparent decision
making processes.

1,597
decisions

1,492
decisions

1,976
decisions

1,724
decisions

(" Published reports -

Birmingham City Council:
disabled child

Birmingham City Council:
transport

Derbyshire County
Council: transport

Devon County Council:
special educational needs

Halsall St Cuthbert's Primary
School, Ormskirk: school
admissions

Kingston upon Hull City
Council: school admissions

Lancashire County Council:
disabled child

London Borough of Hillingdon:
fostering

London Borough of Lambeth:
school admissions

Northumberland Council:
child protection

St Edmund Arrowsmith RC
High School, Wigan: school
admissions

St Ursula’s School for Girls,
Greenwich: school admissions

/" Published reports -

Bedford Borough Council:
direct payments (joint report
with PHSO)

Cambridgeshire County
Council: residential care

Knowsley Metropolitan
Borough Council:
independent living

Plymouth Council:
care plan (joint report with
PHSO)

Rooks (Care Home Ltd)

& Green Hill Care Home:

residential care (adverse
findings notice)

Royal Borough of Kingston
upon Thames: other

Shropshire Council: direct
payments (statement of non-
compliance)

Tameside Metropolitan
Borough Council: charging

Tameside Metropolitan
Borough Council: charging
(further report)

Warwickshire County Council:

r

Surrey County Council:
disabled child (joint report with
\_ PHSO) Y,
17

residential care
\_ J

\

Published reports -

Cornwall Council:
enforcement

Selby District Council:
householder planning

application (further report)

Selby District Council:
householder planning
application
(statement of
non-compliance)

J
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We publish every decision we make on our website (except where to do so would compromise the

anonymity of the person making the complaint). The number of decisions we have made by category are
shown below.

In cases which highlight issues of wider public interest, we publish a more detailed report of our

investigation. Details of the reports we have published in the last 12 months are also shown opposite and
below.

1,404
decisions

1,019 984 898
decisions decisions decisions

(" Published reports - Published reports -
Isle of Wight Council: Fylde Borough Council: land

allocations (further report)

Isle of Wight Council:
allocations (statement of
non-compliance)

London Borough of Harrow:
\_ homelessness Y,
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Strategic Objective 3:

Our investigations will often highlight issues that we
see occurring repeatedly across different councils and
providers. We have continued to publish Focus Reports
that identify the failings that we see, propose practical
recommendations for how services can be improved
and support local accountability by suggesting
questions that councillors can ask when scrutinising
public services. In 2014-15 we published three such
Focus Reports:

> School admission appeals: are parents being heard?

Promoting best practice

(September)

> Not in my back vard: local people and the planning
process (December)

> Are we getting the best from children’s social care
complaints? (March)
In addition we also published for the first time detailed

reviews of complaints handling across both local
government and adult social care.

Over the last 12 months we have also continued to
offer more direct support for local complaints systems
through training to local authorities on effective
complaint handling. In the last year we delivered 42
courses, training almost 800 front-line complaints staff.
For the first time we have also started to offer training
to private social care providers and over the coming
year plan to further develop our training programme to
increase its impact and relevance.

We have an essential role in supporting local complaint
handling and service improvement but recognise that
our impact is greatest when we work with partners.

For example, we worked closely with PHSO and
Healthwatch England to develop a user-led vision of
the complaints system across health and social care.
‘My Expectations’ has for the first time created a single
framework for complaints outcomes in the health and
social care systems. We are especially pleased that
the Care Quality Commission will use this framework
in its new inspection regime and hope that our work
will enable all services users to say ‘I felt confident to
speak up and making my complaint was simple. | felt
listened to and understood. | felt my complaint made a
difference.”

19 Page 53

Supporting local scrutiny and
accountability

It is elected councillors who have the
democratic mandate to hold local public
services to account on behalf of local
people. We know that complaints are

an important indicator of how well those
services are performing and so the
outcome of our investigations can be an
invaluable tool as part of effective local
scrutiny mechanisms. During the last year
we have built our working relationship
with elected members so that our
investigations not only remedy individual
complaints but also enhance the local
accountability of services.

> Our Focus Reports now include
suggested questions that scrutiny
committees could use to hold local
services to account.

> We have established a Councillors
Forum, a politically diverse group of
elected members from across England
to help us work more effectively with
councillors.

> We have worked in partnership with
the Local Government Association to
develop a workbook and e-learning
package that helps familiarise
councillors with the complaints system,
encourages their constructive role in
supporting people to make complaints,
and supports the use of council and
LGO complaints data in the scrutiny of
local services.

We will continue to develop our links with
councillors over the coming year and,

in particular, will be actively sharing all
our published investigation reports with
council leaders.
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‘ ‘ The Local
Government

Ombudsman is
considered by
government to be a
valued and respected
part of the democratic
process, providing
redress for individuals
and driving up
standards in authorities

within its
jurisdiction.

Department for
Communities and Local
Government

Quality Counts

Strategic Objective 4:

Commission
for Local
Administration

Department
for
Communities and
Local
Government

Customer
satisfaction
survey

Advisory
Forum
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Effective public accountability

The Annual Accounts that form part of this report set out

in detail how we have used public money in the delivery of
the Local Government Ombudsman Service. As a publicly
funded body we consider it is essential that we are open and
transparent as this is key to ensuring we are accountable for
the service we deliver.

Accountability and scrutiny at the LGO

CLG
Select
Committee

External
Reviewer

20



The LGO is funded by
Grant-in-Aid from the
Department of Communities
and Local Government

and we are accountable

to the Department for how
we spend our budget.

We focus our resources
upon our core business of
investigating complaints and
remedying injustice. On 31
March 2015 we had a total
headcount of 158 Full Time
Equivalent (FTE) (excluding
9 FTE agency or temporary
workers) with almost 84%
being employed in our
casework functions.

We are also accountable
to Parliament for our
performance, through

the Communities and
Local Government Select
Committee. During the
course of the year we have
provided written updates
to the Committee on our
performance and will
continue to do so over the
coming year.

Over the last 12 months
we have continued to
strengthen our governance

and accountability structures.

The Commission now has
three independent Advisory
Members who bring a wide
range of experience of
government, the voluntary

sector and dispute resolution.

21

Effective public

Strategic Objective 4:

They provide the external
challenge and scrutiny that all
public bodies need to ensure
continuous improvement. The
Commission meets quarterly
and has a particular focus
upon scrutinising LGO’s
performance indicators
ensuring that we continue

to be an organisation that
delivers a high quality service
that uses public money
effectively and efficiently.

Our Advisory Forum
continues to provide us
with essential insight and
feedback from users of our
services and complements
the feedback we receive
through our customer
satisfaction surveys. The
inaugural members of

the Forum ended their
terms during 2014 and in
October we welcomed the
new members. The Forum
continues to be made up of
a majority of members of the
public who have used our
service.
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accountability

As referenced earlier in

this report we have also
appointed an External
Reviewer to look at how we
consider complaints about
our service. This is a further
example of LGO actively
seeking and responding to
independent scrutiny of our
work.
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Annual Accounts

2014-15

Strategic Review & Chief Executive’s Report

Strategic Review - Executive Summary

> During the year the Commission has implemented changes to enhance
the effectiveness of the Executive leadership arrangements for the Local
Government Ombudsman scheme. The Executive Team now comprises,
Michael King, the Chief Executive and Accounting Officer, and Nigel Ellis, the
Executive Director of Operations. From 1 May 2015 the role of the Commission
Operating Officer was made redundant.

> In order to comply with Government property rules, LGO has successfully
implemented plans to relocate its Coventry and York operations from privately
leased offices into lower cost accommodation within the Government estate.
The York office moved to a DEFRA building in central York in March 2015 and
we are on target to implement the move of our Coventry office to a Department
for Education building in central Coventry in July 2015. This follows the London
office relocation into the Home Office in September 2013.

> The Commission received an additional £5.6m of in-year funding to reduce
its pension deficit. This will reduce the annual repayment schedule to the
pension fund (LPFA) in future years. However, due to the increased volatility
in the market and a change in a number of the assumptions used to revalue
the scheme, the value of the deficit disclosed in the accounts (and based on a
different, more prudent, set of assumptions prescribed under IAS 19 Employee
Benefits) is £28.897m. This represents an increase from the 2013-14 valuation
of £24.485m.
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Format of accounts

The Commission’s Annual
Accounts are prepared each
financial year in the form agreed
with the Secretary of State.

Statutory background

The Commission for Local
Administration in England (The
Commission) was established
under Part Il of the Local
Government Act 1974 (the
Act). The Act provides for

the appointment of Local
Commissioners (the Local
Government Ombudsmen) who,
together with the Parliamentary
and Health Service Ombudsman
(PHSO) as a member ex
officio, form the Commission
for Local Administration in
England. Appointments to the
office of Local Commissioner
are made by Her Majesty the
Queen on the recommendation
of the Secretary of State

for Communities and Local
Government. Commissioners
may be appointed to serve
full-time or part-time, and the
Secretary of State designates
one as Chair and another as
Vice-Chair of the Commission.
The Vice-Chair retired on the
grounds of ill health in March
2014 and the Commission and
the Department have agreed
that the post will not be filled.

Review of Financial
Performance 2014-15

During 2014-15 the Commission
managed its funding in a

23

prudent manner, with a £0.5m
budgetary under-spend on its
core revenue expenditure.

The Commission recognised
total operating expenditure
of £11.007m compared to
£12.221m in 2013-14.

The largest budgetary

saving was in staffing costs
(£0.289m) and this was due

to the organisation running
under establishment. We have
also continued to experience
difficulty in recruiting, due to
the effect of current spending
controls. A further contributory
factor was an accommodation
saving (£0.145m), arising
primarily because of a decision
by the Home Office to discount
by 75% for the first six months
the rent charged for LGO's new
London office at 2 Marsham
Street.

The 2014-15 budget was
reduced by £1.239m; a
combination of the loss of
funding due to the removal of
some social housing complaints
from our jurisdiction and a cut
in overall funding for LGO. A
review to consider the potential
for further savings in 2015-16
was carried out during the year.
The Commission presented a
detailed business case to the
sponsor Department outlining
the efficiencies that LGO had
already achieved and it was
agreed that the 2015-16 budget
would remain at 2014-15 levels.
We are now working with the
sponsor Department on funding
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scenarios for 2016-17 and
beyond.

Our core funding is received

as Grant-in-Aid from the
Department for Communities
and Local Government (DCLG).
Our use of Grant-in-Aid is
reported regularly to DCLG.

During this financial year

the Commission has also
received additional funding

from one other department.

Of the £16,213,000 (2013-14:
£12,307,000) received from
DCLG, this included £166,000
(2013-14: £266,000) provided by
the Department for Education
(DfE).

Funding of office
relocations and pension
deficit reduction

The Commission received
specific funding for two
significant initiatives during the
course of the year; to fund the
relocation of two of the LGO’s
three offices, and to reduce the
LGO pension deficit.

The first business case was for
£1.576m of funding over the
next two years to enable LGO
to comply with Government
property rules and relocate its
offices in Coventry and York
from private accommodation
into lower cost alternatives
within the Government estate.
Under these rules we are
required to terminate all private
leases at the end of their term
or upon a lease break. The York
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office lease ends in July 2015,
and we moved our staff to a
DEFRA building in York (Foss
House), in March 2015 to ensure
we cleared the building by the
end date. We are on target

to implement the move of our
Coventry staff to a DfE building
in Coventry (Earlsdon Park), in
July 2015.

The second business case
related to the part payment of
the CLAE share of the deficit
of the London Pension Fund
Authority (LPFA) pension
scheme. At the beginning of
2014-15, the deficit measured
on an ongoing basis was
£6.4m (equivalent to the deficit
of £24.485m on the IAS 19
basis). This was based on

the last triennial valuation
undertaken in 2012-13. At this
time, the Commission agreed
a repayment schedule that
required us to repay to the
LPFA an additional £0.5m
each year towards the deficit,
in addition to the 14.6%
employer’s contribution for the
normal ongoing liability. The
Department agreed to provide
funding to repay part of the
pension deficit thus reducing
the ongoing costs of the LGO
scheme. The LGO business
case was based upon a new
updated estimate provided by
the LPFA of £5.600m. However,
to ensure we recognised the full
extent of the current position we
prudently commissioned a full
revaluation of the scheme. The
new valuation at March 2015

Quality Counts

resulted in a new larger deficit
of £8.9m. The reason for the
large increase, when compared
to the original LPFA estimate of
£5.6m, is the increased volatility
in the market and a change in

a number of the assumptions
used to revalue the scheme.
Consequently although we have
paid £5.600m, we have only
been able to repay part of the
deficit and that is reflected in
the accounts presented. The
value of the deficit disclosed

in the Accounts at 31 March
2015 is £28.897m, this valuation
is based on a different, more
prudent, set of assumptions
prescribed under IAS 19
Employee Benefits.

As a result of the revaluation
of pension scheme assets and
liabilities during the year, the
Commission’s Statement of
Financial Position at 31 March
2015 shows net liabilities of
£26.849m (2013-14: £22.446m).
This reflects the inclusion of
liabilities falling due in future
years which, insofar as the
Commission is unable to meet
them from its other sources of
income, would fall, in the last
resort, to be met by central
government.

Internal audit

The Government Internal Audit
Agency provides the internal
audit service for the Local
Government Ombudsman.

The Agency has delivered a
risk-based internal audit plan
throughout the year, and, based
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on this work, has provided an
overall audit opinion at level two:
Yellow/Moderate. This indicated
that some improvements

are required to enhance the
adequacy and effectiveness of
the framework of governance,
risk management and control.
There were no qualifications to
the opinion. The Agency noted
that LGO management has
been proactive in addressing the
risks identified with the matters
raised in their reports.

External audit and
reporting processes

The Comptroller and Auditor
General is the external auditor
for the Commission. Before 1
September following the end of
the financial year, the Annual
Accounts together with the
auditor’s opinion and report
must be submitted to DCLG.

Included in the audit opinion is
the auditor’s view on whether
the expenditure has complied
with the purposes intended by
Parliament. The Commission
has co-operated at all times with
both the external and internal
audit providers and values the
input and scrutiny they provide.
As far as the Commission is
aware there is no relevant
information of which the auditor
is unaware.

The Commission has taken

all available steps to ensure

it is aware of relevant audit
information and to establish that
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the auditors are also aware of
that information.

Auditor remuneration

The audit fee payable to the
National Audit Office for the
audit of the 2014-15 Annual
Report and Accounts is
£30,500.

There were no fees for
non-audit work.

Data protection

Every year, LGO staff

handle thousands of items

of information relating to
complaints made by members
of the public. Last year, there
were three information breaches
reported to the Information
Commissioner. The Information
Commissioner has confirmed
that no further action is
necessary in two cases, and the
third case is pending.

Payment of suppliers

Our payment policy is to pay
invoices in accordance with
agreed contractual conditions
or, where no such conditions
exist, within 30 days of receipt
of goods or services or the
presentation of a valid invoice,
whichever is the later. During
the period, 98% of invoices were
paid within the target period.

Political donations and
expenditure

The Commission made no
donations and incurred no
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expenditure to political causes
or advocates.

Charitable donations

The Commission made no
donations to charities, although
was pleased to note staff
recognising their part in the
larger community devoting their
own time and resources to
various charitable activities.

Register of interests/
gifts and hospitality

The Commission maintains a
register of Commissioners’ and
the Executive Team’s interests
which is available for inspection
by members of the general
public upon request.

No significant interests or
other company directorships
were held by the Commission
members.

Executive Team

During 2014-15 the Commission
and the Local Government
Ombudsman, Jane Martin were
supported by an Executive
Team comprising two Executive
Directors, and the Commission
Operating Officer, Heather
Lees, who was also the
Accounting Officer. In May
2015 the Executive Team was
restructured.

Sustainability reporting

The Commission is exempt from
sustainability reporting as it falls
below the de minimis threshold
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of 250 full-time equivalent staff.

The Commission regularly
scrutinises performance
information from all parts
of the business including
environmental data.

Environment, social
and community issues

The Commission is committed
to reducing its environmental
impact although it does not have
any specific policies to report

on environmental matters.
Similarly, the Commission

does not have any policies to
report on employee, social and
community issues.

Sickness absence data

During the year 1,042 working
days were lost through sickness
absence; 346 of which were due
to long term sickness absence.
This equates to 2.5% of working
time lost (2013-14: 2.8%). This
compares to a national average
of 3.3% in 2014 (as reported

in the Chartered Institute of
Personnel and Development
absence management report
published in October 2014).
There were no reportable trends
in the period.

Staff numbers

At the end of March 2015, the
Commission employed 158 FTE
(excluding 9 FTE agency or
temporary workers) of which 104
were female and 54 were male.
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Financial instruments

There are no complex financial
instruments.

Principal risks and
uncertainties

The uncertainty over future
funding is the key risk.
Uncertainty over funding is
being managed through the
Executive Team by monitoring
the current budget and planning
for future years.

Ombudsman reform
and ‘Going Concern’
status of LGO

On 25 March 2015 the previous
Government published a report
by Robert Gordon called,
‘Better to serve the public:
proposals to restructure,
reform, renew and reinvigorate
public services ombudsmen’.

In parallel with that report they
launched, ‘A public service
ombudsman: a consultation’, to
seek views about the future of
public ombudsman services in
England and test the desirability
of moving towards a single,
integrated ombudsman scheme
in order to enhance public
access to, and understanding
of, the service. The Commission
for Local Administration is
aware of, and is supportive of,
the proposals that are under
consideration.

The current Government has

subsequently set out its intention

in the Queen’s Speech to bring
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forward a draft Bill to establish
a single public services
ombudsman. Any changes

that arise from these proposals
may have implications for the
future of the Local Government
Ombudsman, the Parliamentary
and Health Service
Ombudsman, and possibly the
Housing Ombudsman. These
proposals are however still
subject to the completion of the
consultation and a consideration
of the responses received,

and will require the passage of
primary legislation through the
full parliamentary process. It is
therefore too early at this stage
to know either the timetable

or nature of any changes that
may follow, or to make any
meaningful assessment of their
implications for the future of
LGO. | have considered the
issues set out in the report,

the consultation and the
Queen’s Speech in forming my
judgement about the overall
status of the organisation. | am
satisfied that this does not give
rise to a material uncertainty
around the going concern status
of LGO at this stage and our
accounts have therefore been
prepared on a going concern
basis. The Commission and the
Executive Team will continue to
monitor, and engage with, these
proposals as they develop.
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Significant events after
the reporting period

From 1 May the role of the
Commission Operating Officer
was made redundant. The
Executive Team now comprises
a Chief Executive, Michael King,
who is also the Accounting
Officer, plus an Executive
Director of Operations, Nigel
Ellis.

As part of the package of
measures contained in the
Queen’s Speech in May 2015
the Government announced

its intention to bring forward a
draft Bill to establish a single
public services ombudsman.
The contents of this Bill will be
informed by the outcome of the
Cabinet Office consultation on
ombudsman reform highlighted
above. The Commission is
pleased that the Government
has signalled its intention to
proceed with this important
area of reform. A single
ombudsman for public services,
that continues to draw upon
knowledge and expertise of
local government and social
care, has the potential to
provide a more accessible
service for the public and
provide better value for money
for the taxpayer. | am content,
as set out above, that this
announcement does not give
rise to a material uncertainty
about the status of LGO, at this
stage.
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Remuneration report

Remuneration Committee

During the financial year
2014-15, the Remuneration
Committee met three times and
reported on its activities to the
Commission.

The Committee is made up of
three members appointed by
the Commission. In the year in
question they were:

> Dr Jane Martin;

> David Liggins (Independent
Chair); and

> Sir Jon Shortridge KCB.

Remuneration Policy

For the year commencing 1

April 2013 a 1% pay award was
granted. For 2014-15 a 2.2% pay
award was granted with effect
from 1 January 2015.

Ombudsman

The Local Government
Ombudsman is a Crown
appointment whose remuneration
is determined by the Secretary

of State but funded by the
Commission’s budget. The PHSO
is not remunerated in respect of
her statutory responsibilities as a
LGO Commissioner.

Dr Jane Martin’s service contract
is for seven years to 10 January
2017.

Advisory Members

The current members are Sir Jon
Shortridge, Chair of the Audit
Committee, David Liggins, Chair
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of the Remuneration Committee
and Carol Brady. The members’
remuneration consists of a day
rate plus out of pocket expenses;
no pension benefits are accrued.
All members must give three
months’ notice to terminate their
contract.

The remuneration paid to
Advisory Members is determined
by the Commission in agreement
with DCLG. It is based on the
anticipated number of days to be
worked.

Senior staff

The three senior staff are full-time
employees of the Commission
and have the same pay scheme
with the following key elements:

> Base pay
Base pay is analogous to
Senior Civil Service Band 1.

> London weighting
London weighting is paid
at the same rate to all the
Commission’s London based
staff and is analogous to that
of the National Joint Council
for Local Government (NJC).

> Notice period
The senior staff contracts are
open ended, with a 12 week
notice period.

Any consolidated increase within
the pay band has to be agreed by
the Secretary of State for DCLG
and is subject to the principles set
for Senior Civil Servants by the
Review Body on Senior Salaries
(SSRB). Any proposal from the
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Commission to DCLG is subject
to advice from the Remuneration
Committee. Non-consolidated
and non-pensionable
performance-related bonus
payments may be awarded as
part of the Senior Civil Servants
scheme in that year. The approval
arrangements are the same as for
consolidated awards. Individual
performance is measured
through an appraisal process and
is determined by performance
against objectives linked to the
objectives of the organisation.

Senior staff salaries and
bonuses

Composition of remuneration:

> Salary includes gross
salary, reserved rights to
London weighting or London
allowances; recruitment
allowances; private office
allowances and any other
allowance to the extent that it
is subject to UK taxation.

> Bonuses are
non-consolidated,
non-pensionable performance
related payments. They are
used to recognise and reward
performance against in-year
objectives.

> The monetary value of benefits
in kind covers any benefit
provided by the Commission
and treated by HM Revenue &
Customs (HMRC) as a taxable
emolument. This wholly relates
to business mileage paid in
excess of HMRC rates.
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The following information has been audited by the Comptroller and Auditor General:

Name Position Salary Benefits Pension Total Salary Benefits Pension  Total

£000 in kind Benefits £000 £000 in kind Benefits £000

(To £000 (To £000
nearest nearest
£100) £100)

Jane Ombudsman 135-140 - 27 165-170 135-140 - 10 145-150
Martin & Chair
Anne Ombudsman - - - - 65-70 - 18 85-90

Seex* & Vice-Chair

Michael Executive 80-85 700 25 105-110 80-85 100 12 95-100
King Director
Nigel Ellis  Executive 85-90 1,100 26 110-115 85-90 700 17 100-105
Director
Heather = Commission  85-90 - 26 110-115 80-85 - 19 100-105
Lees** Operating
Officer
Nigel Deputy Chief - - - - 95-100 - - 95-100
Karney***  Executive &
Accounting
Officer

Note: No bonuses were paid in 2013-14 and 2014-15.

Anne Seex was granted ill health retirement on 31 March 2014.

Heather Less left the Commission on 8 May 2015 and her salary above includes a redundancy payment of
£4,857. The redundancy payment was paid in accordance with statutory requirements and entitlements
based on length of service set out in the Contract of Employment.

Nigel Karney left the Commission on 31 October 2013.
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Ombudsman and senior staff pension entitlement details

The Ombudsman and her senior staff have the same pension arrangements as other Commission staff
as detailed in notes 1.8 and 1.9.

at 31/3/15 2014-15 at 31/3/15 at 31/3/14 2014-15

£000 £000 £000 £000 £000

Jane Martin 55-60 0-2.5 965 895 43
Lump sum - -

Michael King 25-30 0-2.5 470 436 21
Lump sum 55-60 (0-2.5)

Nigel Ellis 5-10 0-2.5 81 59 10
Lump sum - -

Heather Lees 5-10 0-2.5 65 43 13
Lump sum - -

*CETV is the Cash Equivalent Transfer Value. A CETV is the actuarially assessed capitalised value of the pension scheme
benefits accrued by a member at a particular point in time. The benefits valued are the member’s accrued benefits and any
contingent spouse’s pension payable from the scheme. ACETV is a payment made by a pension scheme or arrangement
to secure pension benefits in another scheme or arrangement when the staff member leaves a scheme and chooses to
transfer the benefits accrued in their former scheme. The pension figures shown relate to the benefits that the individual
has accrued as a consequence of their total membership of the pension scheme, not just their service in a senior capacity
to which the disclosure applies. The CETV figures and the other pension details include the value of any pension benefit

in another scheme or arrangement that the individual has transferred to the LGPS arrangements. They also include

any additional years of pension service in the scheme at their own cost. CETVs are calculated within the guidelines and
framework prescribed by the Institute and Faculty of Actuaries.
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Fair Pay disclosures

Band of the 135-140
highest paid

individual total

(£°000)

Median Total 38
Remuneration
(£°000)

Ratio 1:3.7

In 2014-15, no employees (2013-14: nil) received remuneration in excess of the highest-paid
Commission member. Remuneration ranged from £8,285 (part-time, FTE £14,499) to

£140,000 (2013-14: £2,194 to £140,000). Total remuneration includes salary, non-consolidated
performance-related pay and benefits-in-kind. It does not include severance payments, employer

135-140
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1:3.7

pension contributions and the cash equivalent transfer value of pensions. All employees are paid above

the living wage rate.

The banded remuneration of the highest paid Commission member in 2014-15 was £135,000-£140,000

(2013-14: £135,000-£140,000). This was 3.7 times (2013-14: 3.7) the median remuneration of the

workforce, which was £37,582 (2013-14: £37,019).

Quality Counts
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Advisory Members’ Remuneration

The remuneration of the Advisory Members in 2014-15 was as follows:

Carol Brady Advisory Member £1,155 -
(including £155 expenses)
David Liggins Advisory Member £7,134 £2,000
(including £2,634 expenses)
Sir Jon Shortridge Advisory Member £5,576 £5,328

(including £576 expenses) (including £328 expenses)

Dame Julie Mellor Independent nil nil
(The PHSO is not Commissioner

remunerated by CLAE in
respect of her responsibilities
as a local Commissioner.)

Michael King
Accounting Officer & Chief Executive
29 June 2015

This signature covers the ‘Strategic Review & Chief Executive’s Report’ and the ‘Remuneration Report’.
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Statement of Commission’s and Accounting
Officer’s Responsibilities

Under the Accounts direction
as given by the Secretary

of State for Communities

and Local Government with
the consent of the Treasury
(Annex A) the Commission

for Local Administration in
England is required to prepare
annual accounts and financial
statements which give a true
and fair view of the income and
expenditure and cash flows for
the financial year and the state
of affairs at the end of the year.

The Accounts are prepared on
an accruals basis and must give
a true and fair view of the state
of affairs of the Commission and
of its income and expenditure,
changes in Taxpayers’ Equity
and cash flows for the financial
year.

In preparing the Accounts, the
Accounting Officer complies
with the requirements of the
Government Financial Reporting
Manual and, in particular, is
required to:
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apply suitable accounting
policies on a consistent
basis;

make judgements and
estimates on a reasonable
basis;

state whether applicable
accounting standards as
set out in Government
Financial Reporting Manual
have been followed, and
disclose and explain any
material departures in the
financial statements; and
prepare the financial
statements on a going
concern basis unless
directed otherwise.
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The Permanent Secretary

for Communities and Local
Government has appointed the
Chief Executive as Accounting
Officer of the Commission.

The responsibilities of an
Accounting Officer, including
responsibility for the

propriety and regularity of

the public finances for which
the Accounting Officer is
answerable, for keeping proper
records and for safeguarding the
Commission’s assets, are set
out in the Accounting Officers’
Memorandum issued by the
Treasury and published in
Managing Public Money.
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Governance statement

Governance Statement - Executive Summary

> | was appointed as Chief Executive and Accounting Officer on 1 May 2015,
taking over responsibility from Heather Lees who acted as the Commission
Operating Officer and Accounting Officer for the 2014-15 business year. |
have satisfied myself that the Commission’s internal control arrangements
have operated effectively throughout the year. | have also received a letter
of assurance from the former Accounting Officer to confirm that she is also
satisfied and that she is content with the assurances she has received from
LGO managers and from the Internal Audit Programme.

> During the year there has been a significant strengthening of the LGO'’s
governance arrangements with the appointment of two additional independent
advisory members to the Commission. The Commission anticipate making
further proposals to update the statutory governance arrangements for the
scheme in 2015-16 as part of their Triennial Review of the Local Government
Act 1974.

> The Commission has initiated a Joint Convergence Programme with the
Parliamentary and Health Service Ombudsman to enable the Ombudsmen
to offer a seamless service to the public. Robust governance and project
management arrangements have been established to oversee this work
through a Joint Convergence Committee, chaired by Sir Jon Shortridge
(Chair of both organisations’ Audit Committees), with Dr Jane Martin (Local
Government Ombudsman) and Dame Julie Mellor (Parliamentary and Health
Service Ombudsman).

> After consultation with a wide range of stakeholders this year the Commission
approved a new Corporate Strategic Plan for the period from 2015 to 2018.
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Scope of responsibility

1 My responsibilities as
Accounting Officer are set

out in ‘Managing Public
Money’ (Chapter 3) and the
Commission’s Framework
Agreement with its sponsor
Department, DCLG. My
accountability for use of public
funds is subject to the authority
of the Permanent Secretary of
DCLG who is Accounting Officer
for that Department.

2 As Accounting Officer

and Chief Executive Officer, |
am personally responsible for
safeguarding the public funds
provided to the Commission;
and for ensuring propriety

and regularity in the handling
of those public funds. | am
required to ensure that the
organisation is run on the basis
of the requirements, in terms of
governance, decision-making
and financial management,

set out in Managing Public
Money. | must be able to assure
Parliament and the public of
high standards of probity in

the management of public
funds. However, | am not a
Commissioner and my actions
are subject to the approval and
support of the Commission.

3 As Accounting Officer,

| have responsibility for
reviewing the effectiveness of
the system of internal control
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outlined in this Statement.

My review is informed by

the work of the internal
auditors and the managers
within the Commission who
have responsibility for the
development and maintenance
of the internal control
framework, and by comments
made by the external auditors
in their Management Letter and
other reports.

| have been advised on the
effectiveness of the system

of internal control by the
Commission’s Audit Committee.
A robust approach is in place
to address any identified
weaknesses and to ensure
continuous improvement. This
includes a monthly review

by the Executive Team to
monitor progress made in
delivering management actions
in response to internal audit
recommendations. The status
of all recommendations is then
reported back to each Audit
Committee.

4 This Governance Statement
is presented by me as part

of the Annual Accounts. The
external auditor will consider
whether this Statement complies
with HM Treasury’s guidance, as
set out in Annex 3.1 of Managing
Public Money.
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The Governance
Framework

5 The Commission for Local
Administration in England
(CLAE) is the statutory

body created by the Local
Government Act 1974 to
operate the Local Government
Ombudsman scheme. The
members of the Commission are
the Chair, Dr Jane Martin, who
is also the Local Commissioner
(Local Government
Ombudsman), and Dame Julie
Mellor, the Parliamentary and
Health Service Ombudsman.

During the year there has

been a significant further
strengthening of the LGO's
governance arrangements with
the appointment of additional
independent advisory members
to the Commission. Sir Jon
Shortridge, the Chair of the
CLAE Audit Committee, has
been an Advisory Member
since November 2012. He was
joined in April 2014 by David
Liggins, Independent Chair of
the Remuneration Committee
(since December 2012), and by
Carol Brady, who was appointed
as an Advisory Member through
an open public process in July
2014.

The previous Vice-Chair of
the Commission, Anne Seex,
retired on the grounds of ill
health in March 2014 and the
Commission has decided that
it is not appropriate to fill this
role. That decision is in line
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with the recommendations
contained in the Governance
Review of the LGO carried

out for the Secretary of State
for Communities and Local
Government in 2013. That
review recommended that

an early opportunity should

be found to make the limited
legislative changes needed

to amend the governance
arrangements set out in the
Local Government Act 1974

to strengthen the Commission
and provide a proper statutory
basis to operate with one
ombudsman. Those legislative
changes have yet to be made.
The Commission will therefore
be making proposals to update
the statutory governance
arrangements for the scheme as
part of their Triennial Review of
the 1974 Act in 2015-16.

6 The Commission meets five
times a year. The Accounting
Officer attends the Commission
meetings in an advisory
capacity, together with Nigel
Ellis, the Director of Operations,
and other senior staff as
required.

7 The Commission has
conducted its operations taking
into account the guidance
issued by Cabinet Office in
relation to spending controls.
This includes restrictions
relating to the appointment of
staff and to advertising. The
inability to openly advertise
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vacant posts throughout

the year has led to several
unsuccessful recruitment
exercises. Where recruitment to
key posts has been delayed, this
has contributed to an
over-reliance of temporary staff,
to delays in allocating cases for
investigation, and to an under-
spend in staffing costs.

8 Throughout 2014-15 our
staff have continued to deliver
improvements in the efficiency
and effectiveness of our
complaint handling; increasing
productivity and the quality of
decision making, and offering
a more efficient and cost
effective service to the public.
For example, we increased
the number of decisions made
within 13 weeks from 68% to
83% during the year.

During the year the Chair of
the Commission also reviewed
the effectiveness of the
Executive Team management
arrangements. This resulted

in a change to the leadership
arrangements to ensure that
the full responsibility for delivery
of the scheme rested with one
individual. Under the previous
arrangements the Executive
Team had shared authority

for all decisions, and all three
members of the team reported
to the Chair of the Commission.
Under this structure the
Accounting Officer was
accountable for the resources
of the organisation; however
she did not have authority and
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responsibility for staffing and
operational decisions. This
approach was unsatisfactory.
The new structure, with only
the Chief Executive reporting
to the Chair, and all other

staff reporting to that role, has
introduced a stronger leadership
structure. Consequently,
although the Commission
Operating Officer completed
the year as Accounting Officer
in April 2015, that post was
removed and made redundant.
| accepted the role of Chief
Executive and Accounting
Officer from 1 May 2015.

The Quality Framework has
had its first full year of operation
and continues to be effective

in monitoring service quality
across all aspects of the
business. A comprehensive
suite of quality measures is
owned and reviewed by all
members of the Leadership
Team, which includes all

the senior managers in the
organisation. Their ownership of
the quality process provides a
clear focus on one common set
of standards for all of our work,
across all sites and functions:; it
enables clear feedback to staff;
and it has directly contributed
to the improved results that are
detailed in the Annual Report.

In addition to quality monitoring,
members of the Leadership
Team each have cross-cutting
roles for key projects and
significant areas of corporate
responsibility. Leadership Team
meetings will be adapted to
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reflect the recent changes in
leadership arrangements and
will remain a key part of the
LGO management and internal
communication arrangements in
the year to come.

9 During 2014-15 we
continued to update the

Select Committee about the
progress against the four
recommendations made in their
Fifth Report of Session
2013-14. We submitted a
progress report in June and, in
response to a further request
from the Committee, a further
report in August.

Recognising the significant
connections between our
respective jurisdictions

for health and social care,

and with a shared desire to
simplify redress for the public,
we continue to work closely
with the Parliamentary and
Health Service Ombudsman

to harmonise our work and
offer a more joined-up service.
This year we have put those
activities on a more formal
footing and have initiated a
Joint Convergence Programme
looking at both operational

and back office harmonisation.
Robust governance and project
management arrangements
have been established through a
Joint Convergence Committee,
chaired by Sir Jon Shortridge
(Chair of both organisations’
Audit Committees) with Dr Jane
Martin (Local Government
Ombudsman) and Dame Julie
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Mellor (Parliamentary and
Health Service Ombudsman).
This provides strategic
direction and oversight for the
joint programme. To support
that work | chair a Joint
Executive Team, made up of
all the senior managers of the
two organisations, which is
responsible for the delivery of
a detailed programme plan.
Current convergence goals
include the harmonisation of
information security standards
and the joint procurement of a
new casework management
system, both to enable closer
joint working.

On 25 March 2015 Cabinet
Office published a report, 'Better
to serve the public: proposals
to restructure, reform, renew
and reinvigorate public services
ombudsmen'. In parallel with
this report they launched a
consultation seeking views on
establishing a public sector
ombudsman, which closes on
June 16 2015. The Commission
is actively engaged with these
developments and is supportive
of any reforms that simplify
access to justice for the public
and enhance the ombudsmen's
ability to drive public service
improvement.

On 26 March 2015 the
Department of Communities and
Local Government published a
consultation on extending the
remit of the Local Government
Ombudsman to larger parish
and town councils.
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Both consultations could have
a major impact on the future
shape and resources of the
organisation. The Commission
formally responded to both
consultations in the first quarter
of 2015-16. We will also be
working with the sponsor
Department to assess the
implications of these proposals
as part of wider discussions
about future resource
requirements and public
spending pressures.

1 0 The Commission
received financial and
performance data at each of its
meetings to enable it to monitor
performance against each of
its four strategic objectives

and against its business plan.
The organisation reviewed its
performance measures during
2014-15 and | am satisfied that
the level and quality of the data
was appropriate. | anticipate
making further refinements to
the performance data that is
provided to the Commission
during 2015-16 and have
asked my Head of Policy and
Communications to review data
integrity and reporting across
LGO to ensure that we make
best use of the data we hold.
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1 1 A table setting out
Commission and committee
attendances in 2014-15 is
shown below.

12 The Commission sets

a three year corporate plan
and a one year business plan
which forms the basis of its
budgetary request to its sponsor
Department and other funding
departments and provides

the framework for all service
delivery. After consultation with
a wide range of stakeholders
this year the Commission
approved a new Corporate
Strategic Plan for the period
from 2015 to 2018.

Present

Dr Jane Martin
(Chair of Commission)

Dame Julie Mellor
(Parliamentary & Health Service
Ombudsman)

Sir Jon Shortridge
(Audit Committee Chair)

David Liggins
(Remuneration Committee Chair)

Carol Brady

1 3 In addition to core
revenue and capital funding

for 2014-15, the Commission
received funds to enable it to
implement the requirement for
LGO to relocate from both our
Coventry and York offices at
the end of their leases in 2015.
The relocation of our York office
was successfully completed
during the year and plans are on
target for the Coventry move in
Summer 2015.

During the year the Commission
also submitted a successful
business case for funding in
2015-16. As a result it expects to
receive the same core funding
as in 2014-15. The Commission

Audit

Commission = Committee
meetings meetings

(5 in total) (4 in total)

5 4

5 4

5 4

3 4

2 -

(Advisory Member - appointed July 2014)
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nevertheless faces ongoing
financial challenges and the
LGO scheme operates with
limited resilience to respond to
further changes in demand or
resources.

The Audit Committee

14 The Commission has
appointed an Audit Committee.
It has an independent Chair, Sir
Jon Shortridge, and two other
members: Dame Julie Mellor,
the Parliamentary and Health
Service Ombudsman, and
David Liggins, an independent
member. The Commission Chair
also attends in an advisory
capacity. The Committee

Remuneration Joint
Committee = Convergence
meetings Committee

(3 in total) meetings

(4 in total)

3 4

- 4

3 4

3 -
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meets at least four times a
year and the minutes of its
meetings, together with any
recommendations, are reported
to the Commission.

The Committee is responsible
for reviewing the process of
internal and external audit, and
oversees the effectiveness

of the Commission’s risk
management processes. It
comments on the internal audit
programme and monitors the
progress on implementing audit
recommendations.

1 5 The Audit Committee
meetings are attended by
representatives of internal and
external audit. The meetings are
also attended by the Accounting
Officer and by the Finance
Manager. The Audit Committee
receives an Annual Report from
the internal auditors on the
effectiveness of internal controls
based on the internal audit
programme and comments from
the external auditors concerning
the findings from their audit

of the Commission’s Annual
Accounts.

1 6 The Audit Committee
produces an Annual Report
on its work which is presented
at the Commission meeting
when the Annual Accounts
are submitted for approval.

A summary of the significant
business dealt with by the
Committee is as follows.
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The Committee received three
internal audit reports from our
internal auditors GIAA who are
satisfied that they can provide
the following assurances:

Internal audit Assurance
report level
Finance key Moderate

controls
Counter Fraud Moderate
IT Controls Moderate

GIAA were also commissioned
to undertake two further audits
to report on the extent of our
compliance with ISO 27001.
This work was undertaken

in support of the Joint
Convergence Programme. We
have agreed with PHSO to both
align with the 1ISO framework,
though neither organisation
intends to seek formal
certification to the standard.
The two audits made useful
recommendations to help LGO
move closer to the requirements
of the standard and confirmed
that, once we had completed
the recommendations of the IT
Controls audit, our approach will
be fit for purpose.

During the year the committee
also reviewed the findings of
the organisation's Penetration
Test. This test, undertaken by
external auditors, reviews the
organisation’s IT vulnerability,
security arrangements and
physical building security to
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judge how effective the current
measures are at stopping
intruders both electronically and
physically. The test provided
assurance that our measures
are effective and also offered
recommendations on where and
how we could improve those
measures. A desk top test of
the new Business Continuity
plan was performed to ensure
the plan was appropriately
documented and that the team
were properly trained and clear
about their roles. An external
organisation was commissioned
to test our approach. They were
able to offer assurance that the
current plan was appropriate,
but suggested a number of
changes to further enhance

the process. The plan will be
reviewed again by December
2015 after the accommodation
moves in Coventry and York.

The Committee also considered
the draft Annual Accounts,
including this Governance
Statement and submitted
comments on these.

1 7 Both the Commission’s
internal auditors in 2014-15
(GIAA) and its external auditors
(National Audit Office) have
ready access to the Audit
Committee and its Chair, the
Commission and its staff, as
appropriate.
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Risk assessment &
management

1 8 The Commission has
overall responsibility for
monitoring and reviewing
strategic risks aligned to the
four strategic objectives of

the organisation. Throughout
2014-15 risk registers for
strategic, operational and
project risks have been regularly
reviewed and monitored by

the Commission, Executive
Team and relevant project
boards. The amalgamated
operational risk register

covers all three sites and all
parts of the organisation. The
Commission Risk Management
Strategy defines key roles and
responsibilities and sets out
how risk is to be managed.

In my capacity as Accounting
Officer | am responsible to the
Commission for ensuring this
approach operates effectively,
and will be updating the Risk
Management Strategy during
2015-16 to ensure it reflects the
new structure.

1 9 The Audit Committee has
oversight of risk management
arrangements and advises the
Commission of any concerns or
suggestions in this regard. The
Committee and the Commission
receive a quarterly assessment
of strategic risks, reports on risk
related to major projects, and
on any significant failures in
operational risk management.

39

During the year this has
included a particular focus

on addressing risks related to
the resilience and business
continuity arrangements for the
LGO's externally provided IT,
data and telephony systems and
on mitigating risks associated
with information security.

Assurance of
effectiveness

20 The internal audit
programme for the Commission
is based, in part, on the
strategic risks identified by the
Commission and the operational
and project risks identified in
the risk registers. The annual
assurance report from the Head
of Internal Audit on the overall
effectiveness of internal controls
includes risk management. No
significant internal control issues
have been identified in

2014-15 by this audit process.
The Head of Internal Audit
stated on the basis of the
evidence obtained during
2014-15 that she was able to
provide an overall level two
/‘moderate’ assurance rating on
the adequacy and effectiveness
of the LGO’s arrangements. This
audit opinion signifies that some
improvements are required to
enhance the adequacy and
effectiveness of the framework
of internal control. In her
opinion, there are no significant
weaknesses that fall within the
scope of issues that should be
reported in the Governance
Statement.
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21 | am satisfied with the
effectiveness of the systems of
internal control operating within
LGO. | have also received a
letter of assurance from the
former Commission Operating
Officer to confirm that she is
satisfied that our internal control
systems operated effectively
throughout the year and that she
is content with the assurances
she has received from LGO
managers and from the Internal
Audit Programme.

22 The Audit Committee

is pleased to record that,

for the reporting period in
question, assurances provided
and controls in place are
considered adequate to support
the needs of the Commission
and the Accounting Officer

in discharging their reporting
obligations and decision
making needs. This includes
scrutinising the fraud controls in
the business and receiving no
reports of fraud during 2014-15.

The Remuneration
Committee

23 The Remuneration
Committee met three times in
the year and was advised by
the Accounting Officer and the
Head of Human Resources,
except on matters relating

to personal remuneration.

The Committee reported to
the Commission after every
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meeting. In the course of

the year the Committee’s

work included scrutiny of the
fair operation of the LGO's
Exceptional Contribution Award
Scheme and consideration of
pay equality issues.

24 The Committee continued
to appraise the Ombudsman's
performance through a 360
degree appraisal which was
undertaken by the Chair of the
Remuneration Committee. The
members of the Committee,
Executive Team, Commission,
external stakeholders and the
sponser Department were asked
for their feedback in relation to
the Ombudsman’s objectives.
The Ombudsman has used the
results of the appraisal to help
form her 2015-16 objectives.

Compliance with the
Corporate Governance
Code

25 DCLG categorises the
Commission as an Arm’s Length
Body (ALB). The Cabinet Office
Corporate Governance Code
states that where part of the
business of the Department is
conducted with and through

an ALB, the Department’s
Board should ensure that

there are robust governance
arrangements with the ALB
Board. These arrangements
should set out the terms of
their relationship and explain
how they will be put in place
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to promote high performance
and safeguard propriety and
regularity.

26 The Code goes on to
state that the Department
should ensure it has a written
agreement, in accordance with
Managing Public Money, with
each of its ALBs which defines
clearly how the relationship
should work. The agreement
should take the form of a
Framework Document and
should reflect the:

> purpose and responsibilities
of the ALB;

> legal framework (if any) of the
ALB; and

> the environment in which it
operates.

It should include:

> reporting and consultation
arrangements;

> mechanisms for providing
assurance on performance;

> respective roles and
obligations.

27 The Framework
Agreement was signed in
August 2013 after formal
approval from HM Treasury
and the Secretary of State
for Communities and Local
Government.

2 8 In conclusion, the

Commission has delivered an
improved service to the public
whilst reducing its budget,
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enhancing its governance
structure, and relocating its staff
to new offices. As Accounting
Officer | am satisfied that we
have complied with all the
controls under which we work,
both internal and external, whilst
making a positive change to

our approach to transparency
evidenced by the first full

year of publication of all our
decisions online. We continue to
transform the organisation and

| fully support the Chair of the
Commission’s determination that
we will continue to build on our
strong foundations so that we
remain relevant and resilient.

Michael King

Accounting Officer & Chief
Executive

29 June 2015
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Independent Auditor’s Report

The Independent Auditor’s Report to the Commission for Local Administration in England (also
known as the Local Government Ombudsman).

| have audited the financial statements of the Commission for Local Administration in England for the
year ended 31 March 2015. The financial statements comprise: the Statements of Comprehensive Net
Expenditure, Financial Position, Cash Flows, Changes in Taxpayers’ Equity; and the related notes.
These financial statements have been prepared under the accounting policies set out within them. | have
also audited the information in the Remuneration Report that is described in that report as having been
audited.

Respective responsibilities of the Commission, Accounting Officer and Auditor

As explained more fully in the Statement of Commission’s and Accounting Officer’s Responsibilities, the
Commission and the Accounting Officer are responsible for the preparation of the financial statements
and for being satisfied that they give a true and fair view. My responsibility is to audit and express an
opinion on the financial statements. | conducted my audit in accordance with International Standards
on Auditing (UK and Ireland). Those standards require me and my staff to comply with the Auditing
Practices Board’s Ethical Standards for Auditors.

Scope of the audit of the financial statements

An audit involves obtaining evidence about the amounts and disclosures in the financial statements
sufficient to give reasonable assurance that the financial statements are free from material misstatement,
whether caused by fraud or error. This includes an assessment of: whether the accounting policies are
appropriate to the Commission’s circumstances and have been consistently applied and adequately
disclosed; the reasonableness of significant accounting estimates made by the Commission; and the
overall presentation of the financial statements. In addition | read all the financial and non-financial
information in the Annual Report to identify material inconsistencies with the audited financial statements
and to identify any information that is apparently materially incorrect based on, or materially inconsistent
with, the knowledge acquired by me in the course of performing the audit. If | become aware of any
apparent material misstatements or inconsistencies | consider the implications for my report.

| am required to obtain evidence sufficient to give reasonable assurance that the expenditure and income
recorded in the financial statements have been applied to the purposes intended by Parliament and the
financial transactions recorded in the financial statements conform to the authorities which govern them.

Opinion on regularity

In my opinion, in all material respects the expenditure and income recorded in the financial statements
have been applied to the purposes intended by Parliament and the financial transactions recorded in the
financial statements conform to the authorities which govern them.
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Opinion on financial statements

In my opinion:

>

>

the financial statements give a true and fair view of the state of the Commission’s affairs as at 31
March 2015 and of the net expenditure for the year then ended; and

the financial statements have been properly prepared in accordance with the Framework Agreement
between the Commission and Department for Communities and Local Government and

the Government Financial Reporting Manual.

Opinion on other matters

In my opinion:

>

>

the part of the Remuneration Report to be audited has been properly prepared in accordance with
the Government Financial Reporting Manual; and

the information given in the sections entitled “Who we are, what we do” and “Strategic Review

& Chief Executive’s Report” for the financial year for which the financial statements are prepared
is consistent with the financial statements.

Matters on which | report by exception

| have nothing to report in respect of the following matters which | report to you if, in my opinion:

> adequate accounting records have not been kept or returns adequate for my audit have not been
received from branches not visited by my staff; or

> the financial statements and the part of the Remuneration Report to be audited are not in
agreement with the accounting records and returns; or

> | have not received all of the information and explanations | require for my audit; or

> the Governance Statement does not reflect compliance with HM Treasury’s guidance.

Sir Amyas C E Morse 1 July 2015

Comptroller and Auditor General
National Audit Office

157-197 Buckingham Palace Road
Victoria

London

SW1W 9SP
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Statement of Comprehensive Net Expenditure

2015 2014
Note £000 £000
Operating income 2.1 (51) (256)
Operating expenditure
Staff costs 3.1 14,198 8,562
Pension loss/(gain) 3.2 (5,269) 378
Accommodation costs 4.1 732 1,810
Office expenses 4.2 648 492
Professional costs 4.3 245 471
Depreciation & amortisation 6&7 297 341
Meeting & travel costs 156 167
Total operating expenditure 11,007 12,221
Net operating expenditure 10,956 11,965
Net interest costs 5 1,027 1,188
Net expenditure for the year 11,983 13,153
Other comprehensive expenditure
Pension fund actuarial loss/(gain) 12g 8,633 (4,592)
Total comprehensive expenditure 20,616 8,561

The notes on pages 47 to 69 form part of these accounts.
All activities are continuing.

The pension fund actuarial gain is not reclassifiable to net operating expenditure.

43 Page 77 LGO Annual Report 2014-15



Statement of Financial Position

Note 2015 2014
£000 £000

Assets
Non current assets
Plant & equipment 6 152 278
Intangible assets 7 273 298
Total non current assets 425 576
Current assets
Trade & other receivables 8 360 250
Cash & cash equivalents 9 2,733 2,591
Total current assets 3,093 2,841
Total assets 3,518 3,417
Liabilities
Current liabilities
Trade & other payables 10 (1,248) (923)
Provision for dilapidations 11 (222) -
Total current liabilities (1,470) (923)
'I_'ota_l_a_ssets less total current 2,048 2.494
liabilities
Non current liabilities
Provision for dilapidations 11 - (455)
Pension scheme liability 12e (28,897) (24,485)
Total non current liabilities (28,897) (24,940)
Assets less liabilities (26,849) (22,446)
Taxpayers’ equity
Income and Expenditure Reserve 2,048 2,039
Pension Reserve (28,897) (24,485)
Total Taxpayers’ Equity (26,849) (22,446)

The notes on pages 47 to 69 form part of these accounts.

Michael King Dr Jane Martin
Accounting Officer Chair
29 June 2015 29 June 2015
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Statement of Cash Flows

Cash flows from operating activities
Net expenditure for the year
Adjustments for:

Depreciation & amortisation

Loss on sale of fixed assets

Finance costs/(income)

(Increase)/decrease in trade & other receivables
Increase/(decrease) in trade & other payables
Increase/ (decrease) in provision for dilapidations

Non-cash pension charge/(credit) included in net
expenditure for the year

Net cash outflow from operating activities
Cash flows from investing activities
Purchase of plant & equipment

Purchase of intangible non-current assets
Interest received

Net cash outflow from investing activities
Cash flows from financing activities
Receipts of Grant-in-Aid financing

Net cash inflow from financing activities

Net increase/(decrease) in cash & cash equivalents

Cash & cash equivalents at beginning of period

Cash & cash equivalents at end of period

The notes on pages 47 to 69 form part of these accounts.
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Note

6&7
4.2
5

10
1

2015 2014
£000 £000

(11,983) (13,153)

297 341
26 -
(21) (20)
(110) 340
325 101
(233) (656)
(4,221) 1,586

(15,920)  (11,461)

(81) (88)
91) (82)

21 20
(151) (150)
16,213 12,307
16,213 12,307
142 696
2,591 1,895
2,733 2,591
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Statement of Changes in Taxpayers’ Equity

Balance at 31 March 2013
Grant-in-Aid financing

Total comprehensive expenditure
for the year

Transfers between reserves in
respect of pension fund costs

Balance at 31 March 2014
Grant-in-Aid financing

Total comprehensive expenditure
for the year

Transfers between reserves in
respect of pension fund costs

Balance at 31 March 2015

Note

2.2

2.2

Income &
Expenditure
Reserve

£000
1,299
12,307

(13,153)

1,586

2,039
16,213

(11,983)

The notes on pages 47 to 69 form part of these accounts.

Nature and Purpose of Reserves

Income and Expenditure Reserve

(4,221)

2,048

Pension
Reserve

£000
(27,491)

4,592
(1,586)

(24,485)

(8,633)

4,221

(28,897)

Total
Taxpayers’
Equity

£000
(26,192)
12,307
(8,561)

(22,446)
16,213
(20,616)

(26,849)

This Reserve represents the cumulative surplus of income over expenditure at the date of the Statement
of Financial Position. It represents reserves generally available for the ongoing operations of the
Commission, excluding the deficit arising from the Commission's participation in the Local Government

Pension Scheme.

Pension Reserve

This Reserve represents the liability arising from the Commission’s participation in the Local Government
Pension Scheme, as determined by the scheme actuary.
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Notes to the Financial Statements

Accounting Policies

11 Accounting convention

The Financial Statements are
prepared under the historical
cost convention, modified only
in the case of tangible and
intangible non current assets
which are held at valuation,

if materially different from
historical cost less accumulated
depreciation.

1.2 Basis of preparation

The Financial Statements
have been prepared in
accordance with the 2014-

15 Government Financial
Reporting Manual (FReM)
issued by HM Treasury. The
accounting policies contained
in the FReM apply International
Financial Reporting Standards
as adapted or interpreted

for the public sector context.
Where the FReM permits a
choice of accounting policy,
the accounting policy which is
judged to be most appropriate
to the particular circumstances
of the Commission for the
purpose of giving a true and fair
view has been selected. The
particular policies adopted by
the Commission are described
below. They have been applied
consistently in dealing with
items that are considered
material to the accounts.

47

1.3 Critical accounting
judgements and
key sources of
estimation uncertainty

In the application of the
Commission’s accounting
policies, management is
required to make judgements,
estimates and assumptions
about the carrying amounts of
assets and liabilities that are
not readily apparent from other
sources. The estimates and
associated assumptions are
based on historical experience
and other factors that are
considered to be relevant.
Revisions to accounting
estimates are recognised in the
period in which the estimate is
revised.

1.3.1 Critical judgements in
applying accounting
policies

The following are the critical
judgements, apart from those
involving estimations (see
below) that management has
made in the process of applying
the Commission’s accounting
policies and that have the most
significant effect on the amounts
recognised in the Financial
Statements:

> Classification of leases
The Commission has classified
all of its leases of land and
buildings as operating leases,
as it is considered that

these leases do not transfer
substantially all of the risks
and rewards of ownership

to the Commission. The
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primary considerations in this
assessment are that the lease
terms do not represent the
major part of the life of the
leased assets and that the
present value of lease payments
at the inception of the leases

do not represent a significant
part of the value of the leased
assets.

> Asset valuations

The Commission has concluded
that there is not a material
difference between the fair value
of its tangible and intangible

non current assets and the
depreciated historical cost of
these assets. As a result of this
conclusion, detailed asset
valuations have not been carried
out.

1.3.2 Key sources of
estimation uncertainty

The following are the key
assumptions concerning
estimation uncertainty at the

end of the reporting period, that
could have a significant risk of
causing a material adjustment to
the carrying amounts of assets
and liabilities within the next
financial year.

Valuation of pension scheme
assets and liabilities

The valuation of the
Commission’s defined benefit
pension scheme assets and
liabilities is based on a range
of assumptions covering
variables such as investment
returns, inflation and pensioner
lifespans. The selection of
appropriate assumptions
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represents a significant
accounting estimate. Where
actual outturns are significantly
different to the selected
assumptions, the value of
scheme assets and liabilities
may be materially different.
The assumptions are made by
management based on advice
from a professional actuary
and are reviewed annually. In
addition, the scheme is subject
to a full actuarial review on a
triennial basis.

1.4 Grant-in-Aid

The Commission receives
Grant-in-Aid from DCLG. This
type of funding is classified as
financing and is recognised
directly in the Statement of
Changes in Taxpayers’ Equity.

Grant-in-Aid is paid monthly
according to the requirements of
the Commission. The
Grant-in-Aid from the
Department also includes
funding from the DfE. Grant
income under Grant-in-Aid
financing is accounted for on a
cash basis.

1.5 Going concern

As a result of the revaluation
of pension scheme assets and
liabilities during the year, the
Commission’s Statement of
Financial Position at 31 March
2015 shows net liabilities

of £27m. This reflects the
inclusion of liabilities falling due
in future years which, insofar
as the Commission is unable
to meet them from its other

Quality Counts

sources of income, would fall,
in the last resort, to be met by
central government. Under the
normal conventions applying
to Parliamentary control over
income and expenditure, such
funding may not be issued

in advance of need, but

there is no reason to believe
that, if required, funding and
Parliamentary approval will
not be forthcoming. It has
accordingly been considered
appropriate to adopt a going
concern basis for these financial
statements.

On 25 March 2015 the previous
Government published a report
by Robert Gordon called,
‘Better to serve: proposals to
restructure, reform, renew and
reinvigorate public services
ombudsmen’. In parallel with
that report they launched, ‘A
public service ombudsman:

a consultation’, to seek

views about the future of
public ombudsman services

in England. The current
Government has subsequently
set out its intention in the
Queen’s Speech to bring
forward a draft Bill to establish
a single public services
ombudsman. Any changes

that arise from these proposals
may have implications for the
future of the Local Government
Ombudsman. These proposals
are however still subject to the
completion of the consultation
and consideration of the
responses received, and will
require the passage of primary
legislation through the full
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parliamentary process. It is
therefore too early at this stage
to know either the timetable

or nature of any changes that
may follow, or to make any
meaningful assessment of their
implications for the future of
LGO. We have considered the
issues set out in the report, the
consultation, and the Queen’s
Speech in forming a judgement
about the overall status of the
organisation. We are satisfied
that this does not give rise to a
material uncertainty around the
going concern status of LGO
at this stage, and our accounts
have therefore been prepared
on a going concern basis.

1.6 Value Added Tax

The Commission is registered
for VAT and is able to recover
input VAT on its purchases.
Expenditure is shown net of
recoverable VAT. Outstanding
recoverable VAT is included
within trade and other
receivables.

1.7 Corporation Tax

The Commission is not subject
to Corporation Tax.

1.8 Pension scheme

The Commission is an admitted
body of the Local Government
Pension Scheme, administered
by the London Pension Fund
Authority (LPFA). This is a
multi-employer defined benefit
final salary scheme, accounted
for in accordance with IAS 19
Employee Benefits.
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The Commission’s share of the
scheme’s assets and liabilities
can be identified.

The valuation of the
Commission’s defined benefit
pension scheme assets and
liabilities is based on a range of
assumptions covering variables
such as investment returns,
inflation and pensioner
lifespans. Where actual outturns
are significantly different to the
selected assumptions, the value
of scheme assets and liabilities
may be materially different.

The assumptions are made by
management based on advice
from a professional actuary and
are reviewed annually.

In accordance with IAS 19
(revised) the Commission
recognises all actuarial gains or
losses in Other Comprehensive
Expenditure.

1.9 Short term employee
benefits

Salaries, wages and
employment-related payments
are recognised in the period in
which the service is received
from employees. The cost of
leave earned but not taken

by employees at the end of
the period is recognised in the
Financial Statements to

the extent that employees are
permitted to carry forward leave
into the following period.
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1.10 Tangible non current
assets - plant and
equipment

Individual items of plant and
equipment with a cost of less
than £5,000 are expensed in the
Statement of Comprehensive
Net Expenditure in the year of
acquisition, except where they
form part of a significant capital
project, the total cost of which
exceeds £5,000.

Items of plant and equipment
and significant capital projects
with a cost of greater than
£5,000 are initially recognised

at cost and depreciated over
their useful economic life on a
straight line basis. The ranges of
useful economic lives of assets
currently in use are as follows:

> Plant and machinery
3-14 years

> Furniture and fittings
4-13 years

> Information technology
3-4 years

The useful economic

life of assets within the
categories above that are
permanently installed within

the Commission’s leasehold
properties is limited to the
remaining lease term, with these
items being fully written-off over
this period.

Depreciation is not provided for
assets under construction or
payments on account of plant
and equipment.
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All items of plant and equipment
are held at depreciated historical
cost, as this is considered to

be an appropriate proxy for fair
value. All assets held by the
Commission have a short useful
life or a low individual value

(or both). Where there is an
indication that individual assets
may be impaired, an impairment
review is conducted and

assets are written down to the
lower of their carrying amount
and recoverable amount, in
accordance with IAS 36 and

the HM Treasury Financial
Reporting Manual.

1.11 Intangible non current

assets

Individual intangible assets with
a cost of less than £5,000 are
expensed in the Statement of
Comprehensive Net Expenditure
in the year of acquisition,

except where they form part of a
significant capital project,

the total cost of which exceeds
£5,000.

Intangible assets with a cost
of greater than £5,000 are
initially recognised at cost and
amortised over their useful
economic life on a straight line
basis.

The range of useful economic
lives of assets currently in use is
as follows:

> Software licences
4-5 years

All intangible assets are held at
amortised historical cost, as this
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is considered to be an
appropriate proxy for fair value.
The Commission does not
believe there to be a material
difference between the fair value
(as determined by amortised
replacement cost) and the
amortised historical cost of
intangible assets.

Where there is an indication
that individual assets may

be impaired, an impairment
review is conducted and
assets are written down to the
lower of their carrying amount
and recoverable amount, in
accordance with IAS 36 and
the HM Treasury Financial
Reporting Manual.

1.12 Revenue

The Commission derives
revenue from the provision
of training courses to local
authorities. This income is
recognised at fair value of
the consideration received or
receivable net of VAT.

113 Leases (Commission
as lessee)

Leases are classified as finance
leases when substantially all the
risks and rewards of ownership
are transferred to the lessee.

All other leases are classified
as operating leases. The
Commission does not currently
have any assets held under
finance leases.
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Operating lease payments are
recognised as an expense on a
straight line basis over the

lease term. Lease incentives are
recognised initially as a liability
and subsequently as a reduction
of rentals on a straight line basis
over the lease term.

114 Leases (Commission
as lessor)

Leases are classified as finance
leases when substantially all the
risks and rewards of ownership
are transferred to the lessee.

All other leases are classified as
operating leases.

Operating lease receipts are
recognised as income on a
straight line basis over the lease
term. Lease incentives are
recognised initially as an asset
and subsequently as a reduction
in rentals on a straight line basis
over the lease term.

The Commission does not
currently act as lessor in any
leases.

1.15 Financial Instruments

> Financial assets
Financial assets are recognised
when the Commission
becomes party to the financial
instrument contract or, in the
case of trade receivables,
when the goods or services
have been delivered. Financial
assets are derecognised when
the contractual rights have
expired or the asset has been
transferred.
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Financial assets are initially
recognised at fair value.

Financial assets are classified
into the following categories:
financial assets at fair value
through profit and loss; held to
maturity investments; available
for sale financial assets, and
loans and receivables. The
classification depends on

the nature and purpose of

the financial assets and is
determined at the time of initial
recognition.

The Commission currently only
holds cash deposits with current
bankers, Lloyds Bank PLC.

> Loans and receivables
Loans and receivables are non
derivative financial assets with
fixed or determinable payments
which are quoted in an active
market. They are measured

at amortised cost less any
impairment.

The Commission does not have
any loans or receivables.

> Financial liabilities
Financial liabilities are
recognised in the Statement

of Financial Position when the
Commission becomes party to
the contractual provisions of the
financial instrument or, in the
case of trade payables, when
the goods or services have been
received. Financial liabilities are
derecognised when the liability
has been discharged, that is,
the liability has been paid or has
expired.
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Financial liabilities are classified
as either financial liabilities at
fair value through profit and
loss or financial liabilities at
amortised cost.

Financial liabilities are initially
recognised at fair value.

1.16 Changes in Accounting
Policy

The Commission has
considered, in accordance with
IAS 8, whether there have been
any changes to accounting
policies arising from IFRS and
the FReM which have an impact
on the current or prior period,

or may have an effect on future
periods. The Commission

has also reviewed any new or
amended standards issued by
IASB but not yet effective, to
determine if it needs to make
any disclosures in respect of
those new IFRS’s that are or will
be applicable.

The Commission has not
applied any changes in
accounting policy in the current
period.

The Commission does not
believe there are any

changes to accounting policies
that may have an impact on
future periods.
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1.17 Provisions

Provisions are liabilities of
uncertain amount or timing.

A provision is recorded if a
sufficiently reliable estimate can
be made.

Property dilapidations are
treated as provisions and
are recognised in terms of
the obligations within the
Commission’s leases on
buildings.

1.18 Segmental reporting

The Commission considers

all operational activities are
substantially of the same nature
and, therefore segmental
reporting is not appropriate.

1.19 Contingent liabilities

The Commission does not have
any contingent liabilities.
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2.1 Operating income

2015 2014

£000 £000
Sublease - 206
income from
PHSO
Training 51 50
& seminar
fees

51 256

2.2 Grant-in-Aid

The Commission received
funding from two Government
departments in 2014-15. In
addition to the core funding,
office relocation and pension
deficit funding from DCLG,
monies were received via
DCLG from DfE. The grant is
accounted for in the Statement
of Changes in Taxpayers’ Equity,
as discussed in note 1.4.

2015 2014

£000 £000

DCLG 16,047 12,041

DfE 166 266

16,213 12,307
Represented 2015 2014
by: £000 £000
Revenue 15,988 12,137
Capital 225 170
16,213 12,307

LGO Annual Report 2014-15



3.1 Staff costs

Wages & salaries
Social security
Other pension
costs*
Temporary staff

Redundancy costs

Indirect staffing
costs™*

Total

2015
£000

Permanently
employed
staff

6,365
543
6,951

13,859

27

13,886
71

13,957

2015
£000
Others

12

12
229

241

241

2015
£000
Total

6,365
543
6,963
13,871
229

27

14,127
71

14,198

2014
£000
Total

6,299
536
1,370
8,205
178
63

8,446
116

8,562

Analysis of Commissioners’/Senior Management’s salaries is available within the Remuneration Report.

*This includes £11,870 (2013-14: £11,581) relating to pension payments to a retired Local Government
Ombudsman and a surviving widow. In addition it includes a one-off payment of £5,600,000
(2013-14: nil) towards the CLAE share of the deficit of the LPFA pension scheme.

**This is related to training costs, payroll bureau fees and staff recruitment costs.
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3.2 Pension loss/(gain)

2015 2014

£000 £000
Current service costs 1,594 1,605
Past service costs, including curtailments - 63
Administration expenses 77 75
Contributions by the employer* (6,940) (1,365)
Total (5,269) 378

* The cost of the contributions by the employer are included in other pension costs in note 3.1 and in
2014-15 include a one-off payment of £5,600,000 towards the CLAE share of the pension deficit.

3.3 Reporting of compensation scheme packages

2014-15 201415 201415 2013-14 2013-14 2013-14
Exit package Number of Number Total Number of Number Total
cost bands compulsory of other compulsory of other
£000’s redundancies departures redundancies departures

agreed agreed

<£10 5 - 5 2 - 2
£10-£25 - - - 2 - 2
£25-50 - - - 1 - 1
Total number 5 - 5 5 - 5
of exit
packages
Total cost 27 - 27 63 - 63
(£000)

Redundancy and other departure costs have been paid in accordance with statutory requirements and
entitlements based on length of service set out in the Commission’s standard contract of employment.
Exit costs are accounted for in full in the year of departure or, where earlier, the year in which a legal
or constructive obligation to pay such costs arises. Costs included lump sum payments to the Local
Government Pension Scheme, where applicable.
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34 Staff numbers

2015 2014
Average number of full
time equivalent staff
employed:
Permanently employed 160 162
Other* 5 6
165 168

*Other staff includes short-term contractors and temporary or agency staff.

Staff numbers exclude the Ombudsman as she is not a member of staff, but her remuneration is
included in wages and salaries note 3.1 and also included in the Remuneration Report.

4 Operating expenditure
2015 2014
£000 £000
Rent & rates 576 1,568
Other expenses 69 148
Utilities 66 50
Repairs & maintenance 7 32
Health & safety 14 12
732 1,810

Rent and rates includes ongoing costs incurred under commercial operating leases at offices in Coventry
as well as an office in York which was vacated during the year. It also includes ongoing costs incurred
under a Memorandum of Terms of Occupation (MOTO) at DCLG offices in London. The cost is net of the
release of a provision for dilapidations of £230,187 (2013-14: release of £363,257) as shown in note 11.

2013-14 rent and rates costs include £742,991 (2014-15:nil) in respect of the lease break for the

commercial premises in London that were vacated in 2013-14, as well as commercial rental costs which
are more expensive than the MOTO.
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Computers & telephone

Insurance & other office
expenses

Loss on sale of fixed
assets

Furniture & equipment
rental

Postage & stationery

Legal & litigation
Internal & external audit

Professional fees &
subscriptions

Publicity & information
Research

2015
£000
479
61

26

45

37
648

2015
£000
49
57
43

91
5
245

2014
£000
301
116

Z

46
492

2014
£000
298
37
56

64
16
471

External audit remuneration totals £30,500 (2013-14: £15,000). No remuneration was paid to the
external auditors for non audit work in 2014-15 (2013-14: nil). Internal audit fees of £15,595 were

incurred in 2014-15 (2013-14: £14,299).
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Amounts paid under operating leases and included within accommodation costs and office expenses

above, are:

Buildings
Other

5 Net interest costs

Interest on pension fund
assets

Interest on pension fund
liabilities

Bank deposit interest

Quality Counts

Note
12i

12h

2015
£000
651
13
664

2015
£000
2,256

(3,304)

21
(1,027)
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2014
£000
872
19
891

2014
£000
2,232

(3,440)

20
(1,188)
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6 Plant and Equipment

Cost

At 01 April 2014
Additions
Disposals

At 31 March 2015

Depreciation

At 01 April 2014
Provided during the year
Disposals

At 31 March 2015

Cost

At 01 April 2013
Additions
Disposals

At 31 March 2014

Depreciation

At 01 April 2013
Provided during the year
Disposals

At 31 March 2014

Net Book Value
At 31 March 2014
At 31 March 2015

£000

297

(52)
245

242

45
(46)
241

427

(130)
297

327
45
(130)
242

55
4

£000

907

(197)
710

784
102
(178)
708

1,434

(527)
907

1,188
123
(527)
784

123
2

£000 £000
365 1,569
81 81
(86) (335)
360 1,315
265 1,291
35 182
(86) (310)
214 1,163
352 2,213
88 88
(75) (732)
365 1,569
306 1,821
34 202
(75) (732)
265 1,291
100 278
146 152

No amounts are included above in respect of assets held under finance leases and all amounts relate to

externally generated assets. All assets are owned by the Commission.
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7 Intangible assets 8 Trade and other receivables

Total 2015 2014
£000 £000 £000
Cost Trade receivables 11 63
At 01 April 2014 1,011 Deposits & advances™ 35 32
Additions 91 VAT receivable 93 34
Disposals 9) Prepayments 221 121
Cost at 31 March 2015 1,093 360 250
Represented by:
Amortisation Central Government 93 34
At 01 April 2014 713 Local Authority 5 43
Séz\r”ded during the 115 External bodies 262 173
Disposals (8) 360 250
At 31 March 2015 820 * Deposits and advances includes staff loans for
rail travel - £17,894 (2013-14: £15,239) and travel
Cost advances - £17,100 (2013-14: £17,200).
At 01 April 2013 1,118
Additions 82 9 Cash and cash equivalents
Disposals (189)
Cost at 31 March 2014 1,011 AU AU,
£000 £000
Amortisation Cash at bank and in 2,733 2,591
At 01 April 2013 763 hand
Provided during the 139 Cash and cash equivalents are represented by
year balances held at commercial banks and minor petty
Disposals (189) cash.
At 31 March 2014 713

Net Book Value
At 31 March 2014 298
At 31 March 2015 273

All intangible assets held by the Commission
are externally developed software or software
licenses. No amounts are included above in
respect of assets held under finance leases
and all amounts relate to externally generated
intangible assets or software licenses.
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10 Trade and other
payables

Trade
payables

Other
payables

Accruals
& deferred
income

Represented
by:

Central
Government

Local
Authority

External
bodies

59

2015
£000
63

343

842

1,248

468

772

1,248

2014
£000
161

320

442

923

193

16

714

923

1 Provision for dilapidations
2015 2014
£000 £000

Balance at 01 April 455 1,111
Utilised (3) (293)
Provided in year - -

Written back (230) (363)
222 455
2015 2014
£000 £000

Balance at 01 April

Current 222

Non current -
222

455
455

The Commission has reviewed potential liabilities associated with
its estates portfolio. In particular the Commission wishes to note
and record the impact of potential costs associated with obligations
to make good, individually, across all premises should such
premises be exited. The Commission has been provided with values
associated with provisions by its premises advisors.

The current liability of £222,000 is for the dilapidations of the

Coventry and York premises.
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12 Pension scheme

12.1  The Local Government
Ombudsman (LGO) and staff
belong to the Local Government
Pension Scheme which is

a defined benefit scheme,
administered by the London
Pensions Fund Authority
(LPFA). No enhanced

terms apply to either Local
Commissioners or senior staff.
The scheme is a multi employer
scheme but the Commission’s
share of assets and liabilities
can be identified.

12.2 The Commission paid
employer’s superannuation
contributions to this scheme at
the rate of 21.9% of pensionable
remuneration on behalf of both
Local Commissioners and

staff to a total of £1,345,256
during 2014-15 (2013-14:
£1,366,539) as well as a
one-off payment towards

the deficit of £5,600,000. In
addition, payments in respect
of curtailments and settlements
arising from redundancies
totalling nil (2013-14: £87,616)
were made in the year. The
employer’s and employee’s
contribution rate is fixed
following actuarial assessments
every three years. The most
recent assessment which
reviewed the position of the
Fund at 31 March 2013, resulted
in the employers’ rate of 21.9%
(unchanged from 1 April 2008)
effective from 1 April 2014. For
the year commencing 1 April

Quality Counts

2015, employer’s contributions
will be at the rate of 14.6% plus
a fixed sum of £486,970, and
then in the year commencing

1 April 2016, the rate will be
14.6% plus a fixed sum of
£508,884.

12.3 The pension
arrangements for the

Local Commissioners and
Commission staff are subject to
the agreement of the Secretary
of State for Communities and
Local Government. He has
agreed that the arrangements
should be part of the Local
Government Pension Scheme.
Accordingly, this scheme
forms the basis of the current
terms and conditions of

Local Commissioners and
Commission staff. Any changes
to the scheme to alleviate the
deficit (refer to subsequent
tables for details) such as

by increasing the pension

age or increasing employee
contributions, would be a
matter for national negotiations
and Government action. As a
relatively small employer, the
Commission is not in a position
to exert significant influence on
this matter. The Commission’s
Fund is currently managed

by the LPFA; the relevant
Commission officers take up
opportunities provided by LPFA
for consultation and scrutiny;
the Accounting Officer has
considered the possibility of
transferring the Commission’s
funds to a different authority
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but, at present, he considers
LPFA’s asset management to be
competitive.

12.4  On 28 June 1993 by
virtue of Statutory Instrument
1993 No 1367, Local
Ombudsmen became eligible
to join the Local Government
Scheme and their previous
individual superannuation
arrangements were closed

by transfer of service to the
Scheme operated by the LPFA.
These transfer arrangements
did not provide for Local
Ombudsmen who had already
retired. The pensions of one
such Local Ombudsman, and

a surviving widow, remain the
responsibility of the Commission
and are met through the
Statement of Comprehensive
Net Expenditure, the total
payment during 2014-15
amounting to £11,870 (2013-14:
£11,581).

12.5 Disclosures as required
by IAS 19 are below.
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The tables and notes below were provided by the LPFA actuary and the Commission is content that they
fairly present the most appropriate assumptions to be applied and the estimated assets and liabilities
and the actuarial loss for 2014-15 for the scheme.

Year ended: 31 March 2015 31 March 2014

% pa % pa
Inflation/pension increase (RPI) Sl 3.6
Inflation/pension increase (CPI) 2.5 2.8
Salary increase rate 4.3 4.6
Pension increases 2.5 2.8
Discount rate 3.4 4.4
Life expectancy in years from age 65 2015 2014
Retiring today - males 22.6 22.5
Retiring today - females 25.5 254
Retiring in 20 years - males 249 24.8
Retiring in 20 years - females 27.8 27.6

The actuary has adopted demographic assumptions which are consistent with those used for the funding
valuation as at 31 March 2015. The post retirement mortality is based on Club Vita mortality analysis
which has been projected using the CMI 2012 model and allowing for a minimum rate of improvement of
1.5%.

The actuary also made the following assumptions:

> that members will exchange half of their commutable pension for cash at retirement;

> that active members will retire at one retirement age for all tranches of benefit, which will be the
pension weighted average tranche retirement age; and

> that no members will take up the option under the new LGPS to pay 50% of contributions for 50% of
benefits.

The actuary is not required to disclose an expected return assumption for the year to 31 March 2016.
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Year ended 31 March 2015 31 March 2014
% %

Equities 43 53
LDI/Cashflow matching 8 6
Target return funds 29 30
Infrastructure 5 4
Commodities 1 1
Property 3 3
Cash 11 3
Total 100 100
31 March 2015 31 March 2014

£000 £000

Equities 26,033 27,294
LDI/Cashflow matching 4 504 3,090
Target return funds 17,346 15,450
Infrastructure 2,973 2,060
Commodities 558 515
Property 1,700 1,545
Cash 6,889 1,545
Total 60,003 51,499

The return on the Fund (on a bid value to bid value basis) for the year to 31 March 2015 is estimated
to be 7%. This is based on the estimated Fund value used at the previous accounting date and the
estimated Fund value used at this accounting date. The actual return on Fund assets over the period
may be different.

The Commission’s share of the assets of the total Fund is approximately 1%.
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Year ended Note 31 March 2015 31 March 2014

£000 £000
Fair value of employer 12d & 12i 60,003 51,499
assets
Present value of 12h (88,900) (75,984)
funded obligation
Net (liability) (28,897) (24,485)

In 2014-15 a one-off payment of £5,600,000 was paid towards the pension deficit in addition to normal
contributions of £1,340,000. Despite this payment, the deficit has increased from £24,485,000 to
£28,897,000 mainly as a result of a change in the financial assumptions which increased the present
value of scheme liabilities by £10,824,000 (see note 129).

Year ended 31 March 2015 31 March 2014

£000 £000
Service cost 1,594 1,668
Net interest on the defined liability (asset) 1,048 1,208
Administration expenses 77 75
Total 2,719 2,951
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Year ended Note 31 March 31 March

2015 2014

£000 £000
Return on plan assets in excess of interest 12i 1,192 (457)
Other actuarial gains/(losses) on assets 12i - 292
Changes in financial assumptions 12h (10,824) (3,582)
Changes in demographic assumptions 12h - (208)
Experience gain/(loss) on defined benefit obligation 12h 999 8,547
Pension fund actuarial (loss)/gain (8,633) 4,592

Changes to the financial assumptions have increased the present value of scheme liabilities by
£10,824,000 at 31 March 2015. The most significant change and principal reason for this increased
liability is a change in the assumed discount rate from 4.4% (2013-14) to 3.4% (2014-15).

Year ended 31 March 2015 31 March 2014

£000 £000
Opening defined benefit obligation 75,984 77173
Current service cost 1,594 1,605
Interest cost 3,304 3,440
Change in financial assumptions 10,824 3,582
Change in demographic assumptions - 208
Experience loss/(gain) on defined benefit obligation (999) (8,547)
Estimated benefits paid (2,272) (1,965)
Past service costs, including curtailments - 63
Contributions by members 465 425
Closing defined benefit obligation 88,900 75,984
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Year ended

Opening fair value of employer assets
Interest on assets

Return on assets less interest

Other actuarial gains/(losses)
Administration expenses

Contributions by the employer
Contributions by members

Estimated benefits paid

Closing fair value of employer assets

31 March 2015
£000

51,499

2,256

1,192

(77)

6,940

465

(2,272)

60,003

31 March 2014
£000
49,682
2,232
(457)
292
(75)
1,365
425
(1,965)
51,499

£000 £000 £000

Adjustment to discount rate +0.1% 0.0% -0.1%
Present value of defined benefit obligation 87,236 88,900 90,597
Projected service cost 1,922 1,969 2,017
Adjustment to long term salary increase +0.1% 0.0% -0.1%
Present value of total obligation 89,102 88,900 88,699
Projected service cost 1,970 1,969 1,968
Adjustment to pension increases and deferred revaluation +0.1% 0.0% -0.1%
Present value of total obligation 90,409 88,900 87,421
Projected service cost 2,016 1,969 1,923
Adjustment to mortality age rating assumption +1 year None -1 year
Present value of defined benefit obligation 86,083 88,900 91,717
Projected service cost 1,910 1,969 2,028

The valuation of pension fund liabilities is based on a range of actuarial assumptions and may be highly
sensitive to changes in these assumptions, in particular to changes in the discount rate, long term salary
increases, pension increases and mortality assumptions. The table above illustrates the potential impact
of small changes in these assumptions.
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Projections for the year to 31 March 2016 Year to 31 March 2016

£000
Service cost 1,969
Net interest on the defined liability 967
Administration expenses 90
Total 3,026
Employer contributions 913

The LPFA prepares its own scheme statements which are available to download from:

https://www.lpfa.org.uk/\What-we-publish.aspx

Estimated employer’s contributions for 2015-16 are £913,000 (2014-15: £1,814,000).
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13 Financial Instruments
and related risks

In accordance with Treasury
guidance and IFRS7 the
Commission’s accounts must
contain disclosures of financial
instruments (financial assets
and liabilities).

The Commission’s principal
financial instrument is cash to
provide working capital for the
organisation’s operations.

Other financial instruments
are receivables and payables
arising from operations.

The main risks arising from
the organisation’s financial
instruments are as follows:

Credit Risk

The Commission is exposed

to credit risk arising from its
Trade and Other Receivables,
whereby there is a risk that
counterparties will not settle
outstanding amounts as they fall
due. Of the total financial assets
included within trade and other
receivables, £93,586 is due
from HMRC (2014: £34,530).

A further amount of £34,994 is
due from current employees of
the Commission and is to be
collected through regular payroll
deductions (2014: £32,439). The
credit risk arising from these
balances is not considered to be
significant.

67

Market Risk

The Commission’s deposits
are held at variable interest
rates which give rise to the
risk that returns may vary

in line with market interest
rates. The potential effect of

a 1% change in interest rates
is shown below. The nature

of the Commission’s deposit
accounts does not expose it to
fluctuations in capital values,
with the exception of credit risk
as described above.

2014

£000
2,591

2015

£000

Value of 2,138
interest

yielding

deposits at

31 March

Income 27 26
effect

ofa 1%

increase

in interest

rates

Income (27) (26)
effect

ofa 1%

decrease

in interest

rates
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Liquidity Risk

The Commission minimises

its exposure to this type of risk
through the use of cashflow
forecasts to enable it to manage
its resources and ensure
adequate liquidity. It maintains
its surplus funds in bank deposit
accounts which provide for
instant access. These deposits
totalled £2,732,899 (2013-14:
£2,591,093). As a result of these
policies, the Commission does
not feel that it is exposed to
significant liquidity risk arising
from its financial instruments.

13.1 Fair Value

Due to the nature of financial
assets and liabilities held by

the Commission, there is not
considered to be any significant
difference between the carrying
amount and the fair value of any
of the financial instruments held.
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14 Operating Lease Commitments

Buildings - amounts payable:
Not later than one year

Later than one year and not
later than five years

Later than five years
Total

Other - amounts payable:
Not later than one year

Later than one year and not
later than five years

Later than five years
Total

Quality Counts

31 March
2015

£000

666
578

1,244

14
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31 March
2014

£000

812
290

1,102

14
23

37

14.2 Description
of significant lease
arrangements

During 2014-15, the
Commission occupied two
premises under operating
leases, situated in Coventry
and York and an additional
premises in London under

a Memorandum of Terms of
Occupation (MOTO). The lease
for the York office expires in July
2015 and in March 2015 the
Commission vacated this office
and moved into Government
(DEFRA) owned property under
a MOTO. The MOTO for the
York office has a break option in
2017.

The lease for the Coventry office
expires in September 2015 with
no break options.

The MOTO for the London office
has a three month notice period.

15 Capital Commitments

The Commission was not
contractually committed to any
expenditure on non-current
assets at 31 March 2015
(2013-2014: nil).
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16 Related Party
Transactions

The Commission for

Local Administration is an
independent body established
under Part Il of the Local
Government Act 1974. The
Commission is principally
funded by way of Grant-in-Aid
from DCLG and also receives
funding (via the DCLG) from the
DfE. DCLG is regarded as a
related party, as is DfE. During
the year, the Commission
received

Grant-in-Aid from DCLG. Note
2.2 discloses the amounts.
The Commission occupies
premises in London where
DCLG acts as the landlord. In
2014-15 rent of £280,775 was
payable to DCLG. At 31 March
2015, £280,775 is outstanding
to DCLG and is included in
accruals (note 10).

In March 2015, the
Commission’s York office
relocated to premises where
DEFRA acts as landlord.
DEFRA s regarded as a

related party. There was no rent
payable during 2014-15.

In May 2014 a joint convergence
committee, chaired by Sir Jon
Shortridge, who also chairs both
organisations’ Audit Committees
was established. PHSO is
regarded as a related party.
There have been no financial
transactions with PHSO in
2014-15.
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No Minister, Commission
Member, key manager or other
related parties has undertaken
any material transactions with
the Commission during the year.

Under IAS 24, the Local
Government Pension Scheme
is defined as a related party to
the Commission. For details of
transactions with this body, refer
to note 12.

17 Losses and Special
Payments

During the year no significant
losses or special payments were
made (2013-14: £55,047).

18 Events Occurring
since the Reporting
Date

During 2014-15 the Executive
Team comprised of two
Executive Directors, and

the Commission Operating
Officer, who was also the
Accounting Officer. In May
2015 the Executive Team was
restructured and from 1 May
the role of the Commission
Operating Officer was made
redundant. The Executive
Team now comprises a Chief
Executive, Michael King, who
is also the Accounting Officer,
plus an Executive Director of
Investigations, Nigel Ellis.
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The Accounting Officer
authorised these Financial
Statements for issue on the date
certified by the Comptroller and
Auditor General.
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Annex A: Accounts Direction for the Commission for
Local Administration in England

ACCOUNTS DIRECTION GIVEN BY THE SECRETARY OF STATE FOR COMMUNITIES AND LOCAL
GOVERNMENT WITH THE CONSENT OF THE TREASURY

1. The annual accounts and financial statements of the Commission for Local Administration in England
(hereafter in this accounts direction referred to as "The Commission") shall give a true and fair view of
the income and expenditure and cash flows for the financial year and the state of affairs at the year end.
Subject to this requirement, the financial statements and accounts for 2014/15 and for subsequent years
shall be prepared in accordance with:

(@) the accounting and disclosure requirements given in the Government Financial Reporting Manual
issued by the Treasury ("the FReM") as amended or augmented from time to time, and subject to
Schedule 1 of this direction;

(b) any other relevant guidance that the Treasury may issue from time to time;
(c) any other specific disclosure requirements of the Secretary of State;

insofar as these requirements are appropriate to the Commission and are in force for the period for
which the accounts are prepared, and except where agreed otherwise with the Secretary of State and
the Treasury, in which case the exception shall be described in the notes to the accounts.

2. Schedule 1 to this direction gives clarification of the application of the accounting and disclosure
requirements of the Companies Act and accounting standards and also gives any exceptions to standard
HM Treasury requirements.

3. This direction shall be reproduced as an appendix to the accounts.

4. This direction replaces all previously issued directions.

Signed by authority of the Secretary of State

David Kuenssberg
Signed by an officer in the Department for Communities and Local Government
Date 3rd July 2014
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SCHEDULE 1
The accounts for the period ended 31/03/2015 shall be signed and dated by the Accounting Officer.
ADDITIONAL DISCLOSURE REQUIREMENTS

The following information shall be disclosed in the Annual Accounts and Financial Statements, as a
minimum, and in addition to the information required to be disclosed by paragraph 1 of this direction.

(a) an analysis of grants from:
(i) government departments
(i) European Community funds
(iii) other sources identified as to each source;

(b) an analysis the total amount of grant from the Department for Communities and Local Government,
showing how the grant was used,

(c) an analysis of grants included as expenditure in the income and expenditure account and a statement
of the total value of grant commitments not yet included in the income and expenditure account;

(d) details of employees, other than board members, showing:

(i) the average number of persons employed during the year, including part-time employees,
agency or temporary staff and those on secondment or loan to the Commission, but
excluding those on secondment or loan to other organisations, analysed between appropriate
categories (one of which is those whose costs of employment have been capitalised)

(i) the total value of loans to employees
(iii) employee costs during the year showing separately:
(1) wages and salaries
(2) early retirement costs
(3) social security costs
(4) contributions to pension schemes
(5) payments for unfunded pensions
(6) other pension costs

(7) amounts recoverable for employees on secondment or loan to other organisations
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The above analysis shall be given separately for the following categories of employees:
(i) employed directly by the Commission;
(i) on secondment or loan to the Commission;
(iii) agency or temporary staff;
(iv) employee costs that have been capitalised.
(e) a statement of debts written off and movements in provisions for bad and doubtful debts;

(f) a statement of losses and special payments during the period, being transactions of a type which
Parliament cannot be supposed to have contemplated. Disclosure shall be made of the total of losses
and special payments if this exceeds £250,000, with separate disclosure and particulars of any individual
amounts in excess of £300,000.

Disclosure shall also be made of any loss or special payment of £300,000 and below if it is considered
material in the context of the Commission’s operations.

*(g) particulars, as required by the accounting standard on related party disclosures, of material
transactions during the period and outstanding balances at the year end (other than those arising from
a contract of service or of employment with the Commission, between the Commission and a party
that, at any time during the year, was a related party). For this purpose, notwithstanding anything in the
accounting standards, the following assumptions shall be made:

(i) transactions and balances of £5,000 and below are not material

(ii) parties related to board members and key managers are as notified to the Commission by each
individual board members or key manager

(iii) the following are related parties:
(1) subsidiary and associate companies of the Commission;

(2) pensions funds for the benefit of employees of the Commission or its subsidiary companies
(although there is no requirement to disclose details of contributions to such funds);

(3) board members and key managers of the Commission;
(4) members of the close family of board members and key managers;
(5) companies in which a board member or key manager is a director;

(6) partnerships and joint ventures in which a board member or key manager is a partner or
venture;

(7) trusts, friendly societies and industrial and provident societies in which a board member or key
manager is a trustee or committee member;

(8) companies, and subsidiaries of companies, in which a board member or key manager has a
controlling interest;
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(9) settlements in which a board member or key manager is a settler or beneficiary;

(10) companies, and subsidiaries of companies, in which a member of the close family of a board
member or key manager has a controlling interest;

(11) partnerships and joint ventures in which a member of the close family of a board member or
key manager is a partner or venture;

(12) settlements in which a member of the close family of a board member or key
manager is a settler or beneficiary;

(13) the Department for Communities and Local Government, as the sponsor Department for the
Commission.

For the purposes of this sub-paragraph:

(i) A key manager means a member of the Commission’s Executive Team including the ex-officio and
advisory members.

(i) The close family of an individual is the individual’'s spouse, the individual’s relatives and their
spouses, and relatives of the individual’s spouse. For the purposes of this definition, “spouse” includes
personal partners, and “relatives” means brothers, sisters, ancestors, lineal descendants and adopted
children.

(iii) A controlling shareholder of a company is an individual (or an individual

acting jointly with other persons by agreement) who is entitled to exercise (or control the exercise of)
30% or more of the rights to vote at general meetings of the company, or who is able to control the
appointment of directors who are then able to exercise a majority of votes at Commission meetings of the
company.

* Note to paragraph (g) of Schedule 1: under the Data Protection Act 1998 individuals need to give their
consent for some of the information in these sub-paragraphs to be disclosed. If consent is withheld, this
should be stated next to the name of the individual.
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Ombudsman’s Report

As the Housing Ombudsman | am pleased to present my report together with audited financial statements for the year
ended 31 March 2015.

This has been a year of significant change for the organisation with the departure of the long-standing Ombudsman
Mike Biles. Mike had a fantastic reputation in the housing sector and led the organisation successfully for many years.
| hope he enjoys his retirement and we wish him well.

Principal Activities

As the Housing Ombudsman (THO) | administer the Housing Ombudsman Scheme. The purpose of the Scheme is to
enable tenants and other individuals to have complaints about members investigated by a Housing Ombudsman.

The role of the Ombudsman is to:

a) resolve disputes involving members of the Scheme, including making awards of compensation or other
remedies when appropriate, and

b) to support effective landlord-tenant dispute resolution by others.

Our service is independent, impartial and free to tenants. The Localism Act 2011 extended our jurisdiction from 2013
to local authorities as well as housing associations. Membership of the Scheme is compulsory for landlords who are
registered providers and Local Housing Authorities. There are also some voluntary members who are private, ‘for
profit’ landlords. The Localism Act 2011 also gave “designated persons” a role in dealing with disputes between
members of the Scheme and their residents and in referring complaints that have not been resolved in the landlord’s
procedures to the Housing Ombudsman. Additionally a number of managing agents and private landlords are
voluntary members.

The Housing Ombudsman’s business objectives

We have four main business objectives which were developed in 2012/13 in close consultation with landlord members
and partner organisations:

e Tenants and landlords have increased trust in dispute resolution

e Tenant and landlord relations are improved

e Landlords have a positive view of complaints

e Designated persons are able to play their part in resolving disputes fairly

| hope that | can build upon these aims to ensure that the Housing Ombudsman continues to offer an excellent service
in resolving disputes and develops further as a catalyst for change in the housing sector.

We now have 2,478 landlords and around five million properties in our jurisdiction. We are in a position to be an
exemplar and a champion of good practice.

Since taking up my role on 11 March 2015 | have been reviewing our approach to dispute resolution and the
organisation’s system of governance, risk management and internal control.

My view is that our general approach to dispute resolution is extremely positive. The focus on local resolution has been
very successful. The majority of complaints dealt with by the service are now resolved without our formal intervention.
Where possible we facilitate local resolution. This ensures that disputes do not become entrenched, that issues are
dealt with in real time and landlord and tenant relationships are preserved. It is equally important that if disputes cannot
be resolved through early or local resolution, that we investigate them thoroughly and impartially. From 2015-16 we will
be able to monitor customer feedback against our key performance indicators to assess the value of our service more
effectively.

This year we saw a 28% increase in the volume of complaints and enquiries from the previous year, continuing the
trend of increased volumes established over the past five years. This increase in volume is testament to our
accessibility but it brings its own challenges. As an Ombudsman service we have high visibility amongst landlords and
tenants and we need to continue to ensure that we reach all the customers requiring our services. We want to provide
a quality service providing the right support to landlords and tenants. However we are an extremely lean organisation
with a delegated full time equivalent headcount of 55 (and we are subject to headcount controls). The fact that we
were able to facilitate the resolution of so many of these complaints locally helped the organisation cope with this
increase in volumes without increasing staff or subscriptions. In fact our subscription rates have reduced from £1.47
per unit in 2012-13 to £1.02 in 2014-15 and £0.96 in 2015-16. Over the next year we will continue to review our
processes and to consider how best to manage these volumes.
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Our ambition is to help landlords to resolve complaints better themselves to reduce dependency on our service.

Our Sector Development work with landlords; to facilitate improvements in complaint handling processes and to use
feedback from complaints to improve service delivery has been very well received. We provide good practice advice
and guidance and tools and support to tenants, landlords and designated persons. Together with their understanding
of local issues this supports them in resolving disputes effectively. We work through examples to show how a fair,
accessible complaints process can help improve service delivery and has benefits for the business as whole. Tenants
generally have a long term relationship with their landlord. A feature of complaints is often a breakdown in trust or
communications. If not dealt with effectively those aspects of a complaint can have a long term impact. Even good
service generates complaints. They cost time and money whether or not they are dealt with effectively. Seeing
complaints as an opportunity for feedback gives a landlord the chance to engage with its tenants and to use that time
and money to improve service provision. A landlord with a positive view of complaints is more likely to treat its tenants
fairly and to resolve complaints quickly and without escalation.

Those attending our member landlord engagement and peer learning events report an average 4.7 out of 5 score for
value to landlords and tenants. Over time this should reduce the volume of complaints we deal with. The key will be to
ensure effective programme and project management and to ensure that we target our resources effectively. We often
work in partnership with others, such as Housemark or The Chartered Institute of Housing (CIH), in delivering these
services to ensure the most efficient use of our resources. My aim is to ensure that we focus our resources where we
can most add value. The lesson on behavioural economics is that a small organisation in a critical position can “nudge”
very effectively.

This was all achieved at a time when the organisation was coping with a great deal of change, with the departure of
Mike Biles and more recently, the prospect of reform of Public Services Ombudsmen.

In 2014-15 the service had a great deal of work to do to meet the standards required by the Department for
Communities and Local Government (DCLG) for managing public money and Cabinet Office Spending Controls
exemption applications. In order to maintain consistency during the period, the Deputy Ombudsman Helen Megarry
was appointed the Interim Accounting Officer. Helen did a great deal to ensure compliance with central government
controls and processes. This has been acknowledged by DCLG and the National Audit Office (NAO). | have made
further changes including reviewing the governance arrangements, proposing new risk mapping arrangements and
introducing new financial delegations and procurement processes.

In terms of the organisation’s system of governance, risk management and internal control my view is that adequate
systems are operating within the organisation but further work is required to bring us up to the standards to which we
aspire. We are also committed to being more open and transparent about our processes and procedures in all aspects
of our work in order to provide real accountability to parliament and our customers.

In 2015-16 the biggest issue facing the service is the proposed reform of Public Services Ombudsmen. The Cabinet
Office issued a Consultation document on 25 March 2015 and subsequently set out its intention in the Queen’s
Speech to bring forward a draft Bill to the introduce a new single Public Services Ombudsman incorporating the
Parliamentary and Health Services Ombudsman, the Local Government Ombudsman and possibly the Housing
Ombudsman. Following discussions with stakeholders | responded to the consultation. The key for my service is to
ensure that any future model would enable us to continue to engage effectively with the sector to resolve complaints
locally wherever possible and to improve complaints handling and service delivery. Our view is that this requires the
retention of a Housing Ombudsman and specialist staff, though, this could be a separate function within a combined
Ombudsman service.

The Annual Report and Accounts also discloses information for the areas set our below:

Information on senior managers’ remuneration can be found on page 7;
Information on pension liabilities can be found in note 11 on page 28;
Information on the related parties disclosure can be found in note 14 on page 33;
Information on the auditors can be found on page 4 and 5;

Information on staff numbers can be found on page 4;

Information on financial instruments can be found in note 13 on page 32.

There were no incidents in the year relating to personal data.

Denise Fowler
Accounting Officer and Ombudsman

6 July 2015
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Strategic Review

At 31 March 2015, 2,478 landlords (2,473 in 2014) were in membership, representing 4,759,125 (4,560,577 in 2014)
housing units, an increase of 4% which is mainly due to receiving certified returns from Local Authorities for the first
time in year and new build mainly within Housing Associations. 2,049 members were Housing Associations
(Registered Providers) representing 2,910,647 housing units. There are 1,813,108 units relating to 349 Local Housing
Authorities (including leaseholds). A further 80 were private, for-profit landlords or managing agents representing
35,370 housing units, who had joined voluntarily. THO actively encourages membership of the Scheme to landlords
and managing agents in the private, for-profit, rented sector who are not under a statutory obligation to join.

During the year the Service responded to 9,600 enquiries and 6,737 complaints, the total of which is 16,337 (total
complaints and enquiries for 2014: 12,782). We also reached local resolution in 441 cases and formally resolved 138
cases following intervention in accordance with the Scheme. The total number of cases resolved or determined was
579 (2014: 520). In year there was an increase in volume of new demand of 28% over the previous year. The number
of cases entering our formal remit, having completed the landlord’s internal complaints process, was 1,130 in year
(increased from 860 in the previous year).

Review of Performance

THO supports working with stakeholders to shape and improve the Service and to share learning with the sector to
contribute to improved provider service delivery and good practice.

Supporting effective local resolution

During 14/15 work continued to support all parties using our dispute resolution principles (the Principles) as a way of
helping tenants and landlords to resolve disputes effectively at a local level, enabling them rather than creating a
dependency on others. The aim is that over time this will result in less escalation of inappropriate or avoidable
complaints to the Ombudsman, thus freeing up resources to further support access to the service by vulnerable
complainants.

The Principles form the basis of much of our day to day work with landlords and tenants when considering individual
complaints. Our approach to local resolution in individual cases involves, in the main, supporting the parties in their
communication and either helping them to identify solutions, or to agree them with our support. We also use the
Principles to give information and advice to tenants on; how to make their complaints more effectively, and
understanding what it is reasonable to expect. During the course of the year we have taken action to improve our
reporting on the intervention that we carry out and the outcomes that we help to achieve. This will help us to
understand and report on the activity that we carry out, and to identify where our activity achieves the best outcomes in
terms of positive outcomes for tenants.

The Dispute Resolution Team have been piloting a new approach to stakeholder management with some of our larger
member landlords. We held a series of meetings throughout the year with landlords throughout the country to build
better understanding and more productive relationships. This proactive engagement has generally been well received
and in some cases has led directly to more effective relationships between ourselves and landlords. In our
engagement with both LHA and HA landlords we are seeing high levels of commitment to improving dispute resolution,
rather than focussing on processing complaints. Many of the landlords that we meet are very receptive to our approach
based on the Principles and are themselves engaging in an outcome based approach.

Following the success of the Dispute Resolution Principles — e-learning for landlords in 14/15 (208 individuals, 51
organisations) we launched a free e-learning resource for tenants. Work will continue in 15/16 to increase awareness
of the availability of this self-help resource.

By invitation, THO participated in a number of tenant empowerment events run by the Tenant Participation Advisory
Service (TPAS) across England and spoke at the Housing Quality Network’s (HQN) residents’ network annual
conference.

Eight Dispute Resolution Principles (DRP) engagement and peer learning events took place across England. At these
69 member landlords, mixed HA and LHA audiences (59% HA, 41% LHA), 139 individuals considered the Principles
and shared best practice around dispute resolution and complaint handling. Attendee landlords reported the value of
those events as 4.7 out of 5.

Mindful of budgetary pressures, THO also piloted the use of virtual action learning sets, connecting landlords using IT
to problem solve together. 12 member landlords took part (64 landlords expressed an interest in participating) and
86% of participants recommended the approach.

We provided training to member landlords on the use of the Principles in action through a pilot ‘Mind-set and
Behaviour Change Programme’ run in Q4 14/15 reaching 214 landlord representatives. Feedback was that 91% of
participants would use what they learnt and 89% would recommend the courses to others.

Development of a ‘customer segmentation’ approach to better understand dispute resolution performance in the sector
and to target resources effectively to support local resolution continues. This is now supported by the establishment on
a performance team who report directly to me.
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Work continues to give back data to landlords to provide insight on their complaints and dispute resolution
performance, with 50 member landlords participating in a regular data reporting pilot.

At mid-year, very early analysis of data suggests that there is a correlation between completing training and
development activities and effective early resolution between tenant and landlords — on average approx. 9%
improvement in case closure at early stages of the complaint process. In 15/16 further analysis will be undertaken to
track improvement in landlord dispute resolution and complaint handling practices. We will carry out more work to
ensure tenants and landlords within jurisdiction are aware and able to access the free local resolution support available
to them.

Customer feedback

During the year we introduced a systematic process for measuring customer feedback on our dispute resolution
performance. We approach a sample of customers, both tenant and landlord shortly after a case is closed (at any
stage of our workflow) and ask for feedback on our customer service (how did we treat you?), the impact that our
service had for them (did we help?) and any other feedback that they wish to give. We now sample 160 customers a
month (approximately 17% of cases closed). The feedback is used directly for developing key performance indicators
and operational measures. We are using the data at all levels of the organisation to identify action plans to improve
performance, directly linked to the customer feedback.

Review of financial performance

The deficit for the year after taxation was £591,407 (2014: surplus of £774,348). After including the net pension
deficit, the total assets less liabilities carried forward a total of £1,525,268 (2014: £2,116,675). Changes in pension
fund liabilities are liable to fluctuation year-on-year, dependent on economic circumstances and investment
performance.

In accordance with para.13 of the Scheme approved by the Secretary of State, the Ombudsman sets the level of
subscriptions by reference to budgeted cash requirements, including a prudent provision for relevant contingencies.
This includes the need to meet pension contribution liabilities now and in the future and to support expenditure in
accordance with the business plan. At 31 March 2015, the net current assets of THO amounted to £3,378,482 (2014:
£2,859,092). This takes account of cash and investments and debtors less amounts falling due for payment within one
year.

In the event that the sponsor department (DCLG) introduced legislation which effectively caused THO to be wound up,
or if the Scheme’s approval were to be withdrawn and another body approved under the Housing Act 1996, the
sponsor department would be obliged to put in place arrangements to ensure THO’s orderly winding up. In particular,
it would ensure that the assets and liabilities of THO were formally transferred to any successor organisation and
accounted for in accordance with Managing Public Money requirements. In the event of there being no successor
organisation, the assets and liabilities would be transferred to the sponsor Department, as detailed in the Framework
Document agreed by DCLG and the Ombudsman. The triennial actuarial pension fund valuation was last undertaken
as at 31 March 2013, which represents the position of the fund at 31 March 2013. The actuaries have produced a
IAS19 Report for the benefit of THO as at 31 March 2015 and those assumptions and figures are reflected in these
financial statements.

Auditor Remuneration

The audit fee for 2014-15 is £29,000 (2013-14 £30,500). No remuneration was paid to the auditors in regard to non-
audit work.

Staff Numbers and absence

THO had five employees classified as senior managers during 2014-15, as detailed in the Remuneration Report. THO
had a total of 48 employees as at 31 March 2015, of which 31 were female and 17 male.

During the year employee sickness levels were recorded as 1% in respect of short-term sickness and 0% in respect of
long-term absence
People & Organisational Development

Employee engagement levels at THO are high, with the latest Employee Engagement survey launched in Feb 2015
and closed in March 2015 reporting a 91% response rate and 69% level of engagement.
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Sustainability reporting

THO is exempt from sustainability reporting requirements as it does not meet the de minimis thresholds regarding size
and employee numbers.

Political Donations or Expenditure

No charitable or political donations were made in the financial year.

Website

The maintenance and integrity of THO’s website is the responsibility of the Accounting Officer; the work carried out by

the auditors does not involve consideration of these matters and accordingly the auditors accept no responsibility for

any changes that may have occurred to the financial statements since they were initially presented on the web site.

Auditor

The C&AG is responsible for the Corporation Sole’s annual audit in the financial year 2014-15.

As far as the Accounting Officer is aware:

- there is no relevant audit information of which THO’s auditor is unaware; and

- The Accounting Officer has taken all steps that she ought to make herself aware of any relevant audit
information and to establish that the auditor is aware of that information.

Since the end of the reporting period: Further to on-going re-structure of the senior leadership team the role of Head of

Corporate Services will be redundant and recruitment will commence to an enhanced role of Director of Finance &

Performance. The business case for the redundancy was approved by the DCLG.

As detailed in note 1(a) of the Financial Statements | am of the opinion that THO should adopt a going concern status
as at 31 March 2015.

Denise Fowler
Accounting Officer and Ombudsman

6 July 2015
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Remuneration Report

THO does not have a remuneration committee. Remuneration is linked to the salary scales of THO and to contractual
entitlement and is reviewed independently as appropriate. There are no performance conditions related to
remuneration. Senior Managers are employees of THO and have an annual appraisal and any pay progression is
based on merit. The Ombudsman is a public appointment and her terms and conditions are set by the Secretary of
State.

All senior managers are permanent employees with three-month notice periods. The Ombudsman’s notice period is
also three months. The previous Ombudsman gave such notice to the Secretary of State by a letter dated 4 August
2014 which had the effect of terminating his appointment on 3 November 2014. The Interim Ombudsman was
appointed for the period 4 November 2014 to 10 March 2015 as a public appointment by DCLG on behalf of the
Secretary of State. No significant awards were made to any senior manager or committee member. In particular, no
allowances, bonuses, or compensation were paid to senior management in year. No element of remuneration is non-
cash. Information in regard to salary and fees paid to each senior manager and committee member is detailed in
tabular form on page 7.

Pension benefits are also detailed in the table on page 7. There were no contributions to a money purchase scheme.
No compensation was paid to any former senior manager, committee member or the Ombudsman.
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Table (subject to
audit)

Senior Managers

Denise Fowler
(Ombudsman)

Dr Mike Biles
(Ombudsman)

Helen Megarry (Deputy
Ombudsman)

Martin Colwell (Head of
Corporate Services)

Paul Neville
(Organisation and Sector
Development Lead)

Band of highest paid
individual’'s remuneration
(£)

Median remuneration of
staff (£)

Ratio between median
remuneration and mid-
point of banded
remuneration of highest
paid individual

Notes

1. Denise Fowler began her appointment on 11 March 2015. The full time equivalent is in the range £115,000

wo~0 =z

Single total figure of remuneration

Salary and
fees

In bands
of £5,000

5,000 —
9,999

75,000 —
79,999

90,000 -
94,999

75,000 —
79,999

70,000 -
74,999

Pension
benefits Totals 2015
In bands In bands

of £1,000 of £5,000

5,000 —

. 9,999
16,000 — 90,000 —-
16,999 94,999
23,000 — 110,000 -
23,999 114,999
21,000 — 95,000 —
21,999 99,999
43,000 — 110,000 -
43,999 114,999

2015

Totals 2014

In bands
of £5,000

140,000 —-
144,999

110,000 -
114,999

90,000 —
94,999

75,000 —
79,999

2014

115,000 — 119,999 130,000 -134,999

40,884

2.9:1

40,884

3.2:1

Accrued
benefits
during the
year &
related
lump sum

In bands
of £2,500

0-2,499

(0- 2,499)

0-2,499

(0-2,499)

0-2,499

(0-2,499)

2,500 -
4,999

0-2,499

Pension entitlement details

Accrued
benefits at
end of year
& related
lump sum

In bands of
£5,000

65,000 —-
69,999

150,000 -
154,999

20,000 -
24,999
30,000 —-
34,999

10,000 —
14,999
0-—
4,999

10,000 -
14,999

5,000 —-
9,999

Cash
Equivalent
Transfer
Value
(CETV) at
start of
year

In bands
of £1,000

1,389,000-
1,389,999

276,000 —
276,999

118,000 —
118,999

86,000 —
86,999

CETV at
end of year

In bands
of £1,000

1,395,000-
1,395,999

304,000 —
304,999

141,000 —
141,999

114,000 —
114,999

—£119,999. No pension figures are disclosed because the provider is unable to perform a calculation as
Denise has been a member of the pension scheme for less than 3 months.
2. Dr Mike Biles resigned with effect from 3 November 2014. The full time equivalent was in the range
£130,000 — £134,999.

3. Helen Megarry was Interim Ombudsman between 4 November 2014 and 10 March 2015, during this time

the full time equivalent was in the range £100,000 - £104,999. The full time equivalent for her substantive
role as Deputy Ombudsman is in the range £85,000 — £89,999.

The members’ of the Audit and Risk Assurance Committed referred to on page 11 are not senior managers of THO in

the current or prior year.
There were no payments to former senior managers.
There were no payments in respect of allowances, bonuses, compensation and non-cash benefits during the year.

Denise Fowler

Accounting Officer and Ombudsman

6 July 2015
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Governance Statement

The Accounting Officer of THO is responsible for the management and control of the resources used in the
organisation. Dr Mike Biles was appointed as Accounting Officer of THO with retrospective effect from 1 April 2013 by
the Permanent Secretary of DCLG. Following Dr Biles retirement on 3 November 2014, Helen Megarry was appointed
Ombudsman (Interim) and Accounting Officer with effect from 4 November 2014 until 10 March 2015. | was appointed
as Accounting Officer and Ombudsman as from 11 March 2015. Assurance was provided to me by Helen Megarry in
her Governance Statement that she signed on 28 November 2014 in regard to the 2013-14 Annual Report and
Accounts and post year end events to the date of her signing. Helen remains as Deputy Ombudsman and has worked
with me in the preparation of this Governance Statement, providing me with assurance up to 10 March 2015 in her
role as Accounting Officer in regard to her complying with her responsibilities under Managing Public Money. Helen
has confirmed that she is happy with the content of this Statement and that she does not feel that anything else needs
to be included.

Scope of responsibility

My responsibilities as Accounting Officer are set out in ‘Managing Public Money’ (Chapter 3) and THO’s
Framework Agreement with its sponsor, the Department for Communities & Local Government. My accountability
for use of public funds is subject to the authority of the Permanent Secretary of DCLG who is Accounting Officer
for that Department.

As Accounting Officer | am personally responsible for safeguarding the funds of the Housing Ombudsman and for
ensuring regularity and propriety in the handling of those funds. | am required to ensure that the organisation is run on
the basis of the requirements, in terms of governance, decision-making and financial management, set out in
Managing Public Money. | must be able to assure Parliament and the public of high standards of probity in the
management of public funds.

This Governance Statement relies on contributions from the Audit and Risk Assurance Committee and colleagues,
which include:

e Areview of our processes, performance and policies, such as our fraud and whistle-blowing policy, informed
by the views of the Audit and Risk Assurance Committee with regard to the quality of assurance;

e Insight into the organisation’s performance from both internal and external audit, including an internal audit
opinion from the Head of Internal Audit on the quality of the systems relating to governance, risk
management, and internal control; and

e Input from colleagues and from key stakeholders about our outcomes-focused performance, our use of
resources, the value we add and provision of value for money, our responses to risks, our budget
management, and how we meet our outcomes-focused objectives.

This Governance Statement is presented by me as part of the Annual Accounts.
Governance framework

The Housing Act 1996 provides (Sch. 2, para.10) that a Scheme approved by the Secretary of State may be
administered either by a “body corporate” or by a “corporation sole”. Until 31 March 2013, the Scheme was
administered by the former; the Independent Housing Ombudsman Limited (IHO Limited). With effect from 1 April
2013, the Scheme has been administered by the latter; The Housing Ombudsman (THO). This change was effected by
Statutory Instrument 2013 No.722 (C.33) by order of the Secretary of State for Communities & Local Government.
Accordingly, on 1 April 2013, the transfer and assumption of assets and liabilities of the IHO Limited was made to
THO.

THO operates in accordance with the Scheme which was approved by the Secretary of State (currently the
Department for Communities for Local Government (DCLG)) under the terms of the Housing Act 1996. The latest
Scheme takes into account changes to the Ombudsman'’s jurisdiction made by the Localism Act 2011. The Scheme
applies to social landlords registered, regulated or operating in England (including all local housing authorities) as well
as to other landlords and managing agents who join voluntarily. THO receives its funding via annual per housing unit
subscriptions from these organisations.

A Corporation Sole is a distinct legal entity with legal capacity. As a corporate body it can make legally binding
contracts, employ staff, and enter leases. It is typically created to allow the corporate entity to pass without interval in
time from one office holder (in THO’s case, the Ombudsman) to the next successor-in-office, giving the positions legal
continuity with subsequent office-holders having identical powers to their predecessors. Corporations sole do not have
a board of directors; that role and function and all property, rights, assets, and liabilities are vested in the person who is
the corporation sole who, in the case of THO, is the Ombudsman as statutory office- holder.
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From April to October 2014 the Senior Leadership team consisted of the Ombudsman, the Deputy Ombudsman,
Head of Corporate Services and Director of Organisation and Sector Development. Management team meetings
where scheduled to take place monthly and considered progress against both strategic and operational objectives.
From November 2014 to March 2015 the Deputy Ombudsman was appointed as interim Ombudsman and formed
an interim leadership team, also supported by the Performance Improvement Manager, a Dispute Resolution
Manager and the Communications Lead. This team met at least monthly and activity was focused on development
of the business plan, assurance, and KPIs for 2015/16. From 11 March when | was appointed | instituted weekly
Senior Leadership team meetings and monthly Management team meetings. The Senior Leadership team consists
of the Ombudsman, the Deputy Ombudsman, the Head of Corporate Services and the Director Of Organisation
Development and Sector Development. The Management team includes all senior line managers within the
organisation. This ensures that all managers within the organisation have input into key decisions and can cascade
information throughout the organisation. The Communications Manager and the Performance Manager also attend
Senior Leadership team meetings when necessary.

THO has an on-going working relationship with DCLG to set appropriate levels of additional reporting and governance
structures which are consistent with its obligations in terms of appropriate accountability to DCLG under the current
Framework Document, and the importance of protecting the independence of the Ombudsman. As Accounting Officer,
the Ombudsman reports to DCLG in accordance with the Framework Document. ‘Accounting Officer meetings’ are
held at least quarterly with senior DCLG officials, with agendas that include financial management, risk, compliance
with the Framework Document, and corporate and business planning. As the quasi-judicial statutory appointee, the
Ombudsman reports to DCLG in accordance with the statute, the Scheme, and her Terms of Appointment.

The Framework Document provides that the Secretary of State must approve THO’s business plan, budget, and
subscription rate. For 2014/15, this approval was given in August 2014, reflecting a number of issues that had to be
resolved between THO and DCLG. For 2015/16, approval was given in February 2015, reflecting a significant
improvement in governance and business planning.

Key Performance Indicators

The Organisation’s performance during the year has been consistently high. We have had to deal with a 28% increase
in the volumes of complaints and enquiries from the previous year, continuing the trend of increased volumes
established over the past five years. During the latter part of 2013/14 we introduced a new outcome focused
performance management framework. Implementation in all parts of the organisation took place throughout 2014/15.
This framework enables us to set targets and measure performance using the same data. It integrates customer
feedback (both landlord and tenant) into our measurement of performance and impact on the sector. For 2014/15 we
agreed KPIs with the DCLG, these were discussed at Accounting Officer meetings at the DCLG and management
meetings throughout the year. We simultaneously developed our data and our use of the framework to produce a new
set of KPIs, which triangulate performance metrics with customer feedback to agree with the DCLG for 2015/16. We
continue to develop our reporting and a more comprehensive set of KPIs and will monitor performance against a range
of KPIs at monthly management team meetings.

Compliance and Spend Control Activity

THQO’s assurance framework is developing to ensure on-going compliance with relevant guidance, including that
issued by Cabinet Office and DCLG in relation to spend controls. Following issues identified by THO management,
DCLG, and the NAO in 2013/14, THO worked closely with DCLG to fully understand their requirements for compliance
with these controls, and carried out a comprehensive review of spend against the Cabinet Office spend controls in
October and November of 2014, and where appropriate, retrospective approvals were sought and received. Training
on application of spend controls was delivered by DCLG in January 2015 which was attended by the Accounting
Officer and all managers with authority to spend.

The NAO has not identified issues of non-compliance in 2014-15.

Since my arrival on 11 March 2015 THO control procedures have been reviewed and further changes are being planned
and implemented. For example a new scheme of delegations and new financial and procurement regulations are being
introduced including references to the controls.

Panel of Advisers

THO has yet to establish a Panel of Advisers, but the Housing Ombudsman Scheme provides that the Ombudsman
may from time to time decide, following consultation with such persons as she considers necessary, to appoint such a
Panel. The Panel, once appointed, will assist the Ombudsman in such matters as are considered relevant and as set
out in its terms of reference in the Framework Document. As the internal auditors have noted in the past the Panel is
not a formal part of governance. The rationale and intention behind it is to give the Ombudsman the discretion to
appoint the appropriate advisors to advise and support according to the situation.
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Risk Management

The strategic risk register was refreshed during the year. This provided adequate assurance but, in my view and that of
the Audit and Risk Assurance Committee and GIAA, needed to be adapted to more clearly identify strategic risks and
accountabilities. | have now proposed a new approach to the Audit and Risk Assurance Committee, one that DCLG
support.

Current key risks are:

¢ We may be unable to manage casework volume in the face of increasing demand and restrictions on
resource and headcount. The volume is increasing on average by between 25 to 30% year on year. This is
mitigated by; our learning and sector development work to reduce dependency on our service, on-going
revision of dispute resolution processes, performance management and training to staff to enable ongoing
improvements in efficiency. Whilst headcount numbers are restricted we also seek opportunities to outsource
some activity to cope with volumes.

e That the Cabinet Office review into public sector ombudsman in England may make proposals which do not
meet the needs of social tenants and landlords. This is being mitigated by ongoing engagement with
Government, landlords, tenants and other Ombudsmen including developing collaborative working with
PHSO and LGO out with any legislative change.

e That governance and assurance frameworks require further improvement. This is being mitigated by the
introduction of new systems of governance and control. The introduction of the new post of Director of
Finance and Performance will play a key role in developing and enforcing these controls.

e That we may have difficulty finding alternative accommodation when the lease at 81 Aldwych expires in
August 2016. THO is working with DCLG to mitigate this.

e Changes in policy direction in regard to housing and public sector reform in the light of shifting social and
economic pressures. This is mitigated by our ongoing stakeholder strategy, our ongoing dialogue with our
sponsoring department and our engagement with the sector.

The Audit & Risk Assurance Committee

THO has refreshed its appointments to its Audit and Risk Assurance Committee. It has an independent Chair and
three other members. The Committee meets at least four times a year. The Committee meetings are attended by
representatives of internal and external audit, and senior DCLG and THO officials. The Audit and Risk Assurance
Committee receives an Annual Report from the internal auditors on the effectiveness of internal controls

In accordance with its terms of reference, and as set out in the Framework Document, the Audit and Risk Assurance
Committee advises the Ombudsman, as Accounting Officer on:

* Policies and procedures for risk, control and governance and the wording of the Governance Statement;
» Accounting policies and the Annual Report and Accounts of THO, including the process for review of the
accounts prior to submission for audit, levels of error identified, and the Accounting Officer’s letter of
representation to the external auditors;

* Planned activity and findings of both internal and external audit;

» Adequacy of management responses to issues identified by audit activity, including external audit's
management letter;

» Assurances relating to the corporate governance requirements for the organisation;

* Proposals for tendering for Internal Audit services or for purchase of non-audit services from contractors
who provide audit services; and

» Counter-fraud policies, whistle-blowing processes, and arrangements for special investigations.

The Audit and Risk Assurance Committee has oversight concerning risk management and advises the Ombudsman
of any concerns or suggestions in this regard. The Committee receive a quarterly assessment of key risks, alternating
between strategic and operational. | am in the process of introducing a new approach to risk management with the
support of the Committee.

Members of the Audit and Risk Assurance Committee are aware of and uphold the seven principles of public life (the

“Nolan principles”) and acknowledged the Corporate Governance Code as providing a framework designed to facilitate
good decision-making.
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So that the Commiittee is effective in discharging its responsibilities it:

e allowed sufficient time for it to discharge its collective responsibilities effectively;

e ensured timely provision of information in a form and of a quality that enabled the Committee to discharge its
duties effectively;

e benefited from a dedicated support function with appropriate skills and experience.

The attendance record of individual members for the year ended 31 March 2015 is detailed below and covers the 4
meetings of the Audit and Risk Assurance Committee.

Name of Member

Frank Chersky 1
Maxine Frerk (Chair) 1
Andrew Greenhill 1

The above members resigned on 30
September 2014.

Sue Harvey (Chair)
Julie Parker

Simon Sweetinburgh
Nicola Wood

WWww

The above members were appointed on 1
October 2014.

The Audit and Risk Assurance Committee supports me as Accounting Officer in the discharge of my obligations that
are set out in Managing Public Money for the proper conduct of business and maintenance of ethical standards and is
fully effective in its performance and in adding value.

| have reviewed the evidence provided to me by external and internal audit, and other reviews. | am satisfied that THO
has maintained a sound system of internal control and governance.

Annual Report & Accounts

THO'’s statutory accounts for 2013/14 were not signed off by the NAO until December 2014. In addition the NAO
identified areas for significant improvement, which were addressed in 2014-15. These improvements have largely
been achieved.

Internal Audit (Government Internal Audit Agency opinion)

The internal audit function has been undertaken by the Government Internal Audit Agency (GIAA) on our behalf. As at
the date of the Audit and Risk Assurance Committee meeting on 2 June 2015, the Head of Internal Audit provided a
moderate level of assurance with regard to internal controls and risk management. GIAA undertakes reviews of the
internal controls we have in place. The Audit and Risk Assurance Committee seeks assurance not only from the
Senior Leadership Team but also from the auditors on a regular basis. It also provides assurance to the Ombudsman
as Accounting Officer. The Head of Internal Audit's summary opinion in his report to THO’s ARAC on 2 June 2015 was
as follows:

In my opinion, some improvements are required to enhance the adequacy and effectiveness of the framework
of governance, risk management and control

It has been a challenging year for The Housing Ombudsman with the additional work needed to meet the
standards required by DCLG for managing public money, Cabinet Office Spending Controls exemption
applications, as well as the departure of the long standing Ombudsman. In order to maintain consistency
during the period, the Deputy Ombudsman was appointed the Interim Accounting Officer and drove forward
progress towards compliance with central government controls and processes. This has been acknowledged
by DCLG and the NAO. The new Ombudsman and Accounting Officer took up post on 11" March 2015.
Since her arrival, she has made a number of changes including reviewing the governance arrangements, and
introducing new financial delegations and procurement processes (which we will examine as part of our
2015/16 audit programme).
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Our audit work broadly found that a satisfactory system of governance, risk management and internal control
is operating within the organisation. However, with that said, a number of weaknesses have been identified
that may be a symptom of a lack of focus on the basic processes and resource shortages (THO is a lean
organisation).

The strategic risk register has been refreshed during the year, but it is the opinion of the ARAC and GIAA that
the risks need some work to more clearly identify what the actual risks to the organisation are and how
management is addressing those. At an operational level, the risk registers are of a suitable standard but
there appears to be no visible link between them and the strategic register.

A key issue we reported on during the year was the non-compliance with Cabinet Office spending controls in
2013/14, which was originally detected by the National Audit Office as part of their year-end audit in 2013/14
(and which was referenced in the 2013/14 THO Governance Statement). Our review of the Cabinet Office
Spending Controls was assigned a Limited assurance opinion as a result of control weaknesses in the
2013/14 year. THO has worked with DCLG to fully understand their requirements for compliance with these
controls, and our review found no further exceptions in 2014/15.

This assessment reflects the situation within THO overall last year but significant work was done in the latter part of
2014-15 to improve the organisation’s approach to dealing with the controls. A significant amount of work was
undertaken by THO staff in regard to member landlord unit number verification in conjunction with the NAO, to
establish a basis for similar exercises in the future. The NAO has not identified any issues of non-compliance for 2014-
15. Since my arrival on 11 March 2015 | have been working with the team to tighten up our systems and working with
me to ensure that these continue to develop and are enforced will be a key task for our new Director of Finance and
Corporate Performance. Our business continuity plan and processes were severely tested in early April 2015 when our
internet access capabilities were initially put out of action by the Holborn fire that shut down most of the area around
Aldwych and many organisations in the area. Thanks to the robustmenss of our back up systems we were able to
resume our service within a day and get back to close to normal service levels within a week. | take comfort that our
business continuity processes and THO staff were able to achieve what they did in difficult circumstances.

There were no incidents in year relating to personal data.

In conclusion, THO continues to perform its core functions of dispute resolution and enabling others to resolve
disputes, particularly in relation to facilitating local resolution, well. It is also making strong progress in developing its
internal governance and assurance systems.

Compliance with the Corporate Governance Code

The detailed provisions of the Corporate Governance Code (the Code) published by HM Treasury and the Cabinet

Office relate to Ministerial departments. However, this statement details THO compliance as far as appropriate with the
principles set out in the Code. | am satisfied that it gives a fair picture of THO’s governance in 2014-15.

Denise Fowler
Accounting Officer and Ombudsman

6 July 2015
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Statement of Accounting Officer’s Responsibilities

The Secretary of State for the Department for Communities and Local Government (DCLG) has directed the
Accounting Officer to prepare for each financial year a statement of accounts. The accounts are prepared on an
accruals basis and must give a true and fair view of the state of affairs of THO and of its surplus or deficit, financial
position, changes in taxpayers’ equity and cash flows for the financial year.

In preparing the accounts, the Accounting Officer is required to comply with the requirements of the Government
Financial Reporting Manual and in particular to:

e observe any Accounts Direction issued by the Secretary of State, including the relevant accounting and
disclosure requirements, and apply suitable accounting policies on a consistent basis;

e make judgments and estimates on a reasonable basis;

e state whether applicable accounting standards as set out in the Government Financial Reporting Manual
have been followed, and disclose and explain any material departures in the accounts; and

e prepare the accounts on a going-concern basis.

DCLG'’s Principal Accounting Officer appointed Denise Fowler, the current Ombudsman, as Accounting Officer for
THO with effect from 11 March 2015. The responsibilities of an Accounting Officer, including responsibility for the
propriety and regularity of the public finances for which the Accounting Officer is answerable, for keeping proper
records and for safeguarding THO’s assets, are set out in the Accounting Officer's memorandum issued by the
Treasury and published in Managing Public Money.
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THE CERTIFICATE AND REPORT OF THE COMPTROLLER AND AUDITOR
GENERAL TO THE HOUSES OF PARLIAMENT

| certify that | have audited the financial statements of The Housing Ombudsman for the year ended 31 March 2015
under the Housing Ombudsman Service Scheme as approved by the Secretary of State under Schedule 2 to the
Housing Act 1996. The financial statements comprise the Statements of: Comprehensive Income, Financial Position,
Cash Flows, Changes in Taxpayers’ Equity; and the related notes. These financial statements have been prepared
under the accounting policies set out within them. | have also audited the information in the Remuneration Report that
is described in that report as having been audited.

Respective responsibilities of the Ombudsman and Auditor

As explained more fully in the Statement of Accounting Officer's Responsibilities, the Ombudsman is responsible for
the preparation of the financial statements and for being satisfied that they give a true and fair view. My responsibility
is to audit, certify and report on the financial statements in accordance with the Housing Ombudsman Service Scheme
as approved by the Secretary of State under Schedule 2 to the Housing Act 1996. | conducted my audit in accordance
with International Standards on Auditing (UK and Ireland). Those standards require me and my staff to comply with the
Auditing Practices Board’s Ethical Standards for Auditors.

Scope of the audit of the financial statements

An audit involves obtaining evidence about the amounts and disclosures in the financial statements sufficient to give
reasonable assurance that the financial statements are free from material misstatement, whether caused by fraud or
error. This includes an assessment of: whether the accounting policies are appropriate to The Housing Ombudsman’s
circumstances and have been consistently applied and adequately disclosed; the reasonableness of significant
accounting estimates made by The Housing Ombudsman; and the overall presentation of the financial statements. In
addition | read all the financial and non-financial information in the Annual Report to identify material inconsistencies
with the audited financial statements and to identify any information that is apparently materially incorrect based on, or
materially inconsistent with, the knowledge acquired by me in the course of performing the audit. If | become aware of
any apparent material misstatements or inconsistencies | consider the implications for my certificate.

| am required to obtain evidence sufficient to give reasonable assurance that the expenditure and income recorded in
the financial statements have been applied to the purposes intended by Parliament and the financial transactions
recorded in the financial statements conform to the authorities which govern them.

Opinion on regularity

In my opinion, in all material respects the expenditure and income recorded in the financial statements have been
applied to the purposes intended by Parliament and the financial transactions recorded in the financial statements
conform to the authorities which govern them.

Opinion on financial statements

In my opinion:

» the financial statements give a true and fair view of the state of The Housing Ombudsman'’s affairs as at 31
March 2015 and of the net surplus for the year then ended; and

« the financial statements have been properly prepared in accordance with Framework Agreement between the
Department for Communities and Local Government and The Housing Ombudsman, and the Government
Financial Reporting Manual.

Opinion on other matters

In my opinion:

= the part of the Remuneration Report to be audited has been properly prepared in accordance with the
Government Financial Reporting Manual; and

= the information given in the Ombudsman’s Report and Strategic Review for the financial year for which the
financial statements are prepared is consistent with the financial statements.
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THE CERTIFICATE AND REPORT OF THE COMPTROLLER AND AUDITOR
GENERAL TO THE HOUSES OF PARLIAMENT

Matters on which | report by exception
| have nothing to report in respect of the following matters which | report to you if, in my opinion:

= adequate accounting records have not been kept or returns adequate for my audit have not been received
from branches not visited by my staff; or

= the financial statements and the part of the Remuneration Report to be audited are not in agreement with the
accounting records and returns; or

= | have not received all of the information and explanations | require for my audit; or

= the Governance Statement does not reflect compliance with HM Treasury’s guidance.

Report
| have no observations to make on these financial statements.

Sir Amyas C E Morse 6 July 2015
Comptroller and Auditor General

National Audit Office

157-197 Buckingham Palace Road

Victoria

London

SW1W 9SP
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Statement of Comprehensive Income for the year ended 31 March 2015

Notes 2015 2014
£ £
Revenue
Subscriptions 1b 4,844,285 4,195,690
Other operating income 2a 190 8,647
4,844,475 4,204,337
Expenditure
Administrative expenses 2c (1,507,530) (1,457,437)
Staff costs 2b (2,935,454) (2,779,462)
401,491 (32,562)
Interest receivable/(payable) 3 (23,123) (73,863)
Surplus/(Deficit) before taxation 378,368 (106,425)
Taxation 5 (4,775) (3,227)
Surplus/(Deficit) after taxation 373,593 (109,652)
Other comprehensive income
Net actuarial gain/(loss) on pension fund 11 (965,000) 884,000
Total Comprehensive Income (591,407) 774,348

All operations are classified as continuing. ltems of other comprehensive income are not potentially reclassifiable to
profit or loss.

The notes on pages 20 to 33 form part of these financial statements.
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Statement of Financial Position as at 31 March 2015

Notes 2015 2014
£ £
Non-current assets
Property, plant and equipment 7 188,996 285,881
Intangible assets 6 145,790 207,396
Trade Receivables 8b - 140,446
334,786 633,723
Current assets
Trade receivables and other current assets 8a 4,360,630 4,945,194
Cash and cash equivalents 9 4,140,200 1,056,965
Investments 9 2,000,000
Total current assets 8,500,830 8,002,159
Current liabilities
Trade payables and other current liabilities 10a 5,117,591 5,139,837
Current tax liabilities 4,757 3,230
Total current liabilities 5,122,348 5,143,067
Total assets less current liabilities 3,713,268 3,492,815
Non-current liabilities
Net pension liability 11 2,188,000 1,234,000
Trade payables 10b - 142,140
Total non-current liabilities 2,188,000 1,376,140
Assets less liabilities 1,525,268 2,116,675
Reserves
General fund reserve 988,494 1,579,901
Pension fund reserve 536,774 536,774
Accumulated reserves 1,525,268 2,116,675

The notes on pages 20 to 33 form part of these financial statements.

Denise Fowler
Accounting Officer and Ombudsman

6 July 2015

Page 131



Statement of Cash Flows for the year ended 31 March 2015

Notes 2015 2014
£ £

Cash flows from operating activities
Surplus/(Deficit) from operations 401,491 (32,562)
Depreciation and amortisation charges 6,7 182,492 184,718
Loss on sale property, plant and equipment - -
Pension scheme service and admin costs 324,000 344,000
Pension scheme contributions 11 (382,000) (472,000)
(Increase)/Decrease in receivables 8 725,010 (2,282,643)
Increase/(Decrease) in payables 10 (164,386) 662,499
Cash generated from operations 1,086,607 (1,595,988)
Corporation tax paid (3,248) (18,665)
Net cash inflow/(outflow) from operating 1,083,359 (1,614,653)
activities
Cash flows from investing activities
Purchase of property, plant and equipment 6,7 (24,000) (142,180)
Bank and other interest received 3 23,876 16,137
Investments 9 2,000,000 (2,000,000)
Net cash inflow/(outflow) from investing 1,999,876 (2,126,043)
activities
Cash flows from financing activities
Grant in aid received from DCLG - 630,000
Net cash inflow/(outflow) from financing - 630,000
activities
Net increase/(decrease) in cash and cash 3,083,235 (3,110,696)
equivalents in the period
Cash at end of period 9 4,140,200 1,056,965

Reconciliation of net cash flow to movement in net funds
For the year ended 31 March 2015

2015 2014
£ £
Net increase/(decrease) in cash and cash 3,083,235 (3,110,696)
equivalents in the period
Cash and cash equivalents at the beginning of the 1,056,965 4,167,661
period
Cash and cash equivalents at the end of the 9 4,140,200 1,056,965
period

The notes on pages 20 to 33 form part of these statements.
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Statement of Changes in Taxpayers’ Equity for the year ended 31 March 2015

Notes General Pension Total
Fund Fund

£ £ £

Balance as at 1 April 2013 210,082 502,245 712,327
Total comprehensive income 774,348 - 774,348
Grant in aid received from DCLG 630,000 - 630,000
Tranfer to pension fund reserve (34,529) 34,529 -
Balance as at 31 March 2014 1,579,901 536,774 2,116,675
Total comprehensive income (591,407) - (591,407)
Transfer to pension fund reserve - - -
Balance as at 31 March 2015 988,494 536,774 1,525,268

This equity has accumulated since the inception of the statutory ombudsman service in 1997 and derives from the
subscription contributions of member landlords.

In 2009 IHOLimited created a dedicated reserve in regard to its pension fund liabilities by transferring funds from its
general fund in relation to its pension deficit funding strategy. The reserve was transferred to the Corporation Sole
(THO) on 1 April 2013. The purpose of the Pension Reserve Fund is to enable the organisation to meet future
increases in the employer’s contributions to the City of Westminster Pension Fund.

The notes on pages 20 to 33 form part of these financial statements.
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Notes to the financial statements
For the year ended 31 March 2015

1.

Accounting policies

a)

b)

c)

Basis of accounting

The financial statements are prepared in accordance with the Government Financial Reporting
Manual (FReM). The accounts have been prepared under the historical cost convention. The
accounting policies are set out below and have been consistently applied.

Going concern

Although THO does have an accumulated pension liability at the year end the Ombudsman does not
consider this to affect THO’s going concern status going forward. Changes in pension fund liabilities
are liable to fluctuation year on year, dependent on economic circumstances and investment
performance. In the event that the sponsor Department (DCLG) introduced legislation which
effectively caused THO to be wound up or if the Scheme’s approval were to be withdrawn and
another body approved under the Housing Act 1996, the sponsor Department shall put in place
arrangements to ensure the orderly winding up of the Corporation Sole. In particular, it would
ensure that the assets and liabilities of THO are formally transferred to any successor organisation
and accounted for in accordance with Managing Public Money requirements. In the event there is
no successor organisation, the assets and liabilities would be transferred to the sponsor department.
As an admitted body to the City of Westminster Pension Fund, the Corporation Sole is liable for any
liabilities other members incur. This agreement provides further assurance in regard to such
liabilities and supports a going concern status. Therefore the Ombudsman is of the opinion the
accounts should be prepared on a going concern basis.

On 25 March 2015 the previous Government published a report by Robert Gordon called, ‘Better to
serve: proposals to restructure, reform, renew and reinvigorate public services ombudsmen’. In
parallel with that report they launched, ‘A public service ombudsman: a consultation’, to seek views
about the future of public ombudsman services in England. The current Government subsequently
set out its intention in the Queen’s Speech to bring forward a draft Bill to establish a single public
services ombudsman. Any changes that arise from these proposals may possibly have implications
for the future of the Housing Ombudsman. These proposals are however still subject to Ministers’
consideration of the consultation responses, and would require the passage of primary legislation
through the full parliamentary process. It is therefore too early at this stage to know either the
timetable or nature of any changes that may follow, or to make any meaningful assessment of their
implications for the future of THO. | have considered the issues set out in the report, the
consultation, and the Queen’s Speech in forming my judgement about the overall status of the
organisation. | am satisfied that this does not give rise to a material uncertainty around the going
concern status of THO at this stage and our accounts have therefore been prepared on a going
concern basis. We will continue to monitor, and engage with, these proposals as they develop.

Subscriptions

Subscriptions are the annual subscriptions payable by landlord members of the Ombudsman
Scheme for the year ended 31 March 2015. Subscriptions are calculated by reference to the
number of units owned or managed by member landlords. All subscriptions are payable on receipt
of a THO invoice. Any subscriptions invoiced in advance of the year to which they relate are treated
as deferred income and are included in Trade Payables and other Current Liabilities as subscriptions
in advance and as Trade Receivables and other Current Assets as subscriptions.

Subscriptions invoiced in advance are based on the best information available to management at the
time of issuing invoices. The actual income will be confirmed in the next reporting period, based on
returns from member landlords.

Property, Plant and Equipment

THO invests in enhancements to its rented property which are capitalised as building improvements
and valued at depreciated historical cost. Management consider that, in the absence of a readily
obtainable market for such items, due to the fact that these assets cannot be marketed separately
from the building, this provides a suitable approximation for fair value.

Non property assets are considered to be of sufficiently low value and short useful life for the
adoption of depreciated historical cost basis as a proxy for fair value.Property, plant and equipment
are disclosed at cost less accumulated depreciation. Depreciation is provided on all property, plant
and equipment evenly on a monthly basis at rates calculated to write off the cost or valuation, less
estimated residual value, of each asset over its expected useful life as follows:

Leasehold improvements are being depreciated over 3.5 years, the period remaining on the lease at
the time of the improvements (2012/13).

Leasehold improvements (fixtures and fittings) - Period of lease
Computer equipment - 5 years
Office equipment - 10 years
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For the year ended 31 March 2015

d)

e)

f)

9)

Intangible assets

Intangible assets comprise computer software and website development and are stated at cost.
Amortisation is charged on a straight line basis over the estimated useful economic life of the
software (five years) and website (three years). The impairment of intangible assets is considered
annually, or whenever events or changes occur. The valuation policy for intangible assets is to use
amortised cost as a proxy for fair value as all assets are short life and low value.

Cash and cash equivalents

Cash and cash equivalents comprise cash in hand, balances with banks, and short term deposits in
money market instruments. These are liquid investments that are readily convertible to known
amounts of cash.

THO also makes longer term investments, typically held for between 6 and 12 months, and these
are reported separately.

Pension costs

The Corporation Sole participates in a multi-employer funded defined benefit scheme. The
Corporation Sole remains exposed to risk by being jointly liable for the liabilities of other bodies
admitted to the pension scheme. The Corporation Sole is exposed to actuarial risks associated with
their current and former employees’ membership of the fund. The actuary has been able to perform
a notional allocation of the Corporation Sole’s share of the Fund and therefore has performed an
actuarial valuation at 31 March 2014 using IAS19 principles.

The effect of this accounting policy is to recognise a pension liability in the Statement of Financial
Position. Current service costs, past service costs, gains and losses on settlements and
curtailments, interest and the expected return on pension scheme assets are charged to the
Statement of Comprehensive Income. Actuarial gains and losses are charged to the Statement of
Changes in Taxpayers’ Equity. As detailed in note 11, pension scheme assets are measured at fair
value and liabilities are measured on an actuarial basis and discounted at a rate equivalent to the
current rate of return of a high quality corporate bond of equivalent currency and term of the scheme
liabilities.

Operating leases

Rentals payable under operating leases are charged in the Statement of Comprehensive Income on
a straight-line basis over the lease term. Any rent free period is amortised evenly over the period of
the lease.

Changes in accounting policy

THO has considered, in accordance with IAS 8, whether there have been any changes to accounting
policies arising from IFRS and the FReM which have an impact on the current or prior period, or may
have an effect on future periods. THO has also reviewed any new or amended standards issued by
the IASB but not yet effective, to determine if it needs to make any disclosures in respect of those
new IFRS's that are or will be applicable. We do not anticipate that any new or amended accounting
policies will have any impact on THO’s financial statements.

The following changes in accounting policy have been applied by THO for the first time in the
current period:

None
Provisions

There were no provisions in 2014-15.
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2a. Other Operating Income
Sundry Income
2b. Staff costs

Wages and salaries
Social security costs
Pension service costs
Additional pension

payment

Redundancy costs

2015 2014

£ £

(190) (8,647)

(190) (8,647)
2015 2014
Permanent Temporary Total Total

staff staff

£ £ £ £
1,881,487 551,462 2,432,949 2,155,871
182,998 - 182,998 192,135
319,507 - 319,507 240,222
- - - 116,000
- - - 75,233
2,383,992 551,462 2,935,454 2,779,462

The additional pension payment in 2014 was made to City of Westminster to reduce the net pension fund

liability.

The average number of THO employees including part-time employees and secondees during the year was
51 (2014: 49), engaged in the following duties:

THO THO
2015 2014
No. No.
Ombudsman 1 1
Caseworkers 32 34
Organisation and Sector Development 5 4
Support staff 4 5
Temporary staff 9 5
51 49
Reporting of exit packages
2015 2014
Exit package cost bands (£) Number of Number of Total Number of Number of Total
compulsory other compulsory other
redundancies departures redundancies departures
agreed agreed
0-9,999 - - - - - -
10,000 — 24,999 - - - 2 - 2
25,000 — 49,999 - - - 1 - 1
50,000 — 99,999 - - - - - -
100,000+ - - - - - -
Total number of exit packages - - - 3 - 3
Total Cost (£) - - - 75,233 - 75,233
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Notes to the financial statements
For the year ended 31 March 2015

2c. Administrative expenses
2015 2014
£ £
Accommodation 411,936 423,939
Training and recruitment 194,700 257,354
Depreciation and amortisation 182,493 184,718
Office running costs 217,406 222,721
Consultancy 12,961 27,465
Information technology 186,105 133,906
Organisation & Sector Development 153,001 79,783
ARAC remuneration 8,810 17,645
Travel and subsistence 14,916 15,552
NAO audit fees 29,000 30,500
Other professional fees 54,423 25,211
DCLG internal audit fees 22,935 20,359
Professional subscriptions and welfare 7,798 7,975
External dispute resolution - 673
Health scheme 11,046 9,636
Loss on disposal of assets - -
1,507,530 1,457,437

No remuneration was paid to the external auditors for non-audit work in 2014-15 (2013-14: nil).

3 Interest receivable/ (payable)
2015 2014
£ £

Bank and other interest receivable 23,877 16,137
Interest cost on pension obligation (385,000) (394,000)
Interest on pension scheme assets 338,000 304,000
(23,123) (73,863)

4. Statement of losses and special payments during the year

There were no losses or special payments that require disclosure in the financial statements.

5. Taxation
The Ombudsman, with certain provisos, is only subject to tax on its interest received.

The tax assessed for the period is the standard rate of corporation tax in the United Kingdom 20%

(2014:20%)
2015 2014
£ £
Interest received before corporation 23,876 16,137
tax
Tax on interest received 4,775 3,227
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Notes to the financial statements
For the year ended 31 March 2015

6.

Intangible assets

Cost

As at 1 April 2014
Additions
Disposals

As at 31 March 2015

Amortisation

As at 1 April 2014
Charge for the year
Disposals

As at 31 March 2015

Net book value:
As at 31 March 2015

Cost

As at 1 April 2013
Additions
Disposals

As at 31 March 2014

Amortisation

As at 1 April 2013
Charge for the year
Disposals

As at 31 March 2014

Net book value:
As at 31 March 2014

Computer Website Total
Software
£ £ £
313,534 132,000 445,534
24,000 - 24,000
337,534 132,000 469,534
191,688 46,450 238,138
41,606 44,000 85,606
233,294 90,450 323,744
104,240 41,550 145,790
Computer Website Total
Software
£ £ £
301,006 88,200 389,206
12,528 43,800 56,328
313,534 132,000 445,534
145,654 2,450 148,104
46,034 44,000 90,034
191,688 46,450 238,138
121,846 85,550 207,396
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7.

Cost

As at 1 April 2014
Additions
Disposals

As at 31 March 2015

Depreciation

As at 1 April 2014
Charge for the year
Disposals

As at 31 March 2015

Net book value:
As at 31 March 2015

Cost

As at 1 April 2013
Additions
Disposals

As at 31 March 2014

Depreciation

As at 1 April 2013
Charge for the year
Disposals

As at 31 March 2014

Net book value:
As at 31 March 2014

Property, Plant and Equipment

Leasehold
Improvements
Fixtures Information Office
and Fittings Technology Equipment Total
£ £ £ £
256,712 241,511 64,587 562,810
256,712 241,511 64,587 562,810
141,531 108,944 26,453 276,928
48,625 42,806 5,455 96,886
190,156 151,750 31,908 373,814
66,556 89,761 32,679 188,996
Leasehold
Improvements
Fixtures Information Office
and Fittings Technology Equipment Total
£ £ £ £
256,712 158,627 61,619 476,958
- 82,884 2,968 85,852
256,712 241,511 64,587 562,810
92,906 69,597 19,741 182,244
48,625 39,347 6,712 94,684
141,531 108,944 26,453 276,928
115,181 132,567 38,134 285,881
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8a. Trade receivables and other current assets
2015 2014
£ £
Subscriptions 4,162,547 4,775,152
Staff loans 18,082 20,865
Prepayments 179,536 148,919
Other receivables 465 258
4,360,630 4,945,194
Represented by (restated)
Central Government - -
Local Authorities 1,518,100 1,633,914
Public Corporations 109,392 202,714
External Bodies 2,733,138 3,108,566
4,360,630 4,945,194

The 2014 re presented figures have been restated due to the categorisation of ALMO’s from Local Authorities to Public
Corporations.

8b. Non-current receivables

2015 2014

£ £

Subscriptions - 140,446
- 140,446

Represented by (restated)
Central Government - -
Local Authorities - 47,467
Public Corporations - 5,889
External Bodies - 87,090
- 140,446

The 2014 Re-presented by figures have been restated due to the recategorisation of ALMO’s from Local Authorities to
Public Corporations.

9. Cash and cash equivalents
2015 2014
£ £
Cash on hand and balances with bank 1,290,200 1,056,965
Short term deposits 2,850,000 -
4,140,200 1,056,965
Investments held with commercial banks - 2,000,000
4,140,200 3,056,965
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10a. Trade payables and other current liabilities
2015 2014
£ £
Subscriptions in advance 4,710,900 4,832,760
Trade payables 65,438 112,670
Other payables 43,754 -
Tax & NI payables 52,572 -
Accruals 244,927 194,407
5,117,591 5,139,837
Represented by (restated)
Central Government 16,369 9,256
Local Authorities 1,700,193 1,633,355
Public Corporations 113,053 202,645
External Bodies 3,287,976 3,294,581
5,117,591 5,139,837

The 2014 Re-presented by figures have been restated due to the recategorisation of ALMO’s from Local Authorities to
Public Corporations.

10b. Non-current payables
2015 2014
£ £

Subscriptions in advance - 142,140
- 142,140

Represented by (restated)
Central Government - -
Local Authorities - 48,040
Public Corporations - 5,960
External Bodies - 88,140
- 142,140

The 2014 Represented by figures have been restated due to the recategorisation of ALMO’s from Local Authorities to
Public Corporations.
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1.

Pension

THO is an Admitted Body to the City of Westminster Pension Fund; a defined benefit scheme. The Pension
Fund is operated under the Local Government Pension Regulations 1997 (as subsequently amended). THO
pays different contribution rates compared to other employers participating in the Fund, reflecting differences
in the Corporation Sole’s demographic profile and experience and is exposed to actuarial risks associated
with their current and former employees’ membership of the Fund. The contributions are determined by an
independent, qualified actuary at Barnett Waddingham. The assumptions which have the most significant
effect on the results of the valuation are those relating to the rate of return on investments, contributions paid
to the fund and benefit payments.

The actuarial valuation of the Fund at 31 March 2015 for IAS19 purposes calculated the accumulated net
liability relating to THO to be £2,188,000 (2014 : £1,234,000). All further figures in this note are disclosed to
the nearest thousand.

Following the 2013 triennial review the actuary recommended that the Corporation Sole’s contribution rate of
pensionable salaries increases as follows:

Year Ended 31 March Contribution Rate %
2015 25%
2016 25%
2017 25%

Under the scheme which came into effect on 1 April 2008 employee contribution rates changed from 6% of
pensionable salaries to a rate ranging from 5.5% to 12.5% depending on salary. The Actuary has advised
THO that its additional contributions in previous years have been taken into account when determining the
THO'’s share of the assets at the valuation date.

The main reason behind the increase in THO's liability to the pension fund is the change in financial
assumptions due to the reduction in bond yields. Results under the IAS19 reporting standard can change
dramatically depending on market conditions. Liabilities are linked to yields on AA rated corporate bonds
whereas the majority of the assets of the Fund are invested in equities. This will lead to volatility in the net
pension liability on the Statement of Financial Position and the actuarial gains or losses in the Statement of
Comprehensive Income.

The choice of assumptions is the responsibility of the Accounting Officer following advice from the actuary.

The assumptions chosen are the best estimates from a range of possible actuarial assumptions which may
not necessarily be borne out in practice.
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11. Pension (continued)

The principal assumptions used by the actuary were:

At 31.03.15 At 31.03.14 At 31.03.13 At 31.03.12
% % % %

RPI Inflation 3.3% 3.7% 3.4% 3.6%
CPI Inflation 2.5% 2.9% 2.6% 2.6%
Rate of increase in salaries 4.3% 4.7% 4.8% 51%
Rate of increase of pensions in 2.5% 2.9% 2.6% 2.6%
payment/deferred pensions
Discount rate 3.4% 4.5% 4.7% 5.8%
Post retirement mortality
(future lifetime years, retirement age 65)
- Males (PNMAOO) 22.1to024.2 22.0 to 241 22510243 224t024.2
- Females (PNFA00) 25.2 to 27.6 25.1to 27.4 24.6t026.6 24.5t026.5

Salaries are assumed to increase at 1.8% per annum above CPI in addition to a promotional scale over the

long term. The Accounting Officer considers this to be reasonable.

THO’s notional share of the assets in the scheme and the expected rate of return together with the net

funding position were:

Value at Value at

31.03.15 31.03.14

£°000 £°000

Equities 6,554 5,534
Property 724 291
Government Bonds 143 219
Corporate Bonds 1,058 801
Cash 110 437
Other - -
Total assets 8,589 7,282
Estimated liabilities (10,777) (8,516)
Net pension deficit (2,188) (1,234)

THO employs a building block approach in determining the rate of return on Fund assets. Historical markets
are studied and assets with higher volatility are assumed to generate higher returns consistent with widely
accepted capital market principles. The assumed rate of return on each asset class is set out within this note.
The overall expected rate of return on assets is then derived by aggregating the expected return for each
asset class over the actual asset allocation for the Fund at 31 March 2015.

a) Analysis of amounts charged to the operating surplus

2015 2014
£000 £000
Service cost 318 339
Total 318 339
This charge is included within Note 3.
b) Net finance charge on pension scheme
2015 2014
£000 £000
Net interest on the defined liability (asset) 47 20
Net charge included in note 3. 47 90
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11. Pension (continued)

c) Re-measurements in other comprehensive income

2015 2014

£000 £000
Return on plan assets in excess of interest 505 174
Other actuarial gains/(losses) on assets - 75
Change in financial assumptions (1,470) (374)
Change in demographic assumptions - 215
Experience gain/(loss) on defined benefit obligation - 794
Changes in effect of asset ceiling - -
Actuarial (loss) gain recognised (965) 884

d) Changes in the present value of liabilities during the period

2015 2014

£000 £000
Opening present value of liabilities (8,516) (8,354)
Current service cost (318) (339)
Interest cost (385) (394)
Changes in financial assumptions (1,470) (374)
Changes in demographic assumptions - 215
Experience loss/(gain) on defined benefit obligation - 794
Estimated benefits paid net of transfers in 40 59
Past service costs, including curtailment - -
Contributions by Scheme participants (128) (123)
Closing present value of liabilities (10,777) (8,516)

e) Changes in the fair value of scheme assets during the accounting period

2015 2014

£000 £000
Opening fair value of scheme assets 7,282 6,198
Interest on assets 338 304
Return on assets less interest 505 174
Other actuarial gains/(losses) - 75
Administration expenses (6) (5)
Contributions by employer 382 472
Contributions by Scheme participants 128 123
Benefits paid (40) (59)
Closing present value of scheme assets 8,589 7,282
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11. Pension (continued)

f)  Movements in deficit during the year

Deficit in scheme at beginning of the year

Movement in year:

Current service cost

Net interest cost

Change in financial assumptions
Change in demographic assumptions

Experience gain/(loss) on defined benefit obligation

Return on assets
Settlements and Curtailments
Other actuarial gains/(losses)
Administration expenses
Contributions by employer

Closing present value of scheme liabilities

2015
£000

(1,234)

(318)
(47)
(1,470)

505

(6)
382

(2,188)

2014
£000

(2,156)

(339)
(90)
(374)
215
794
174

75
(5)
472

(1,234)

The projected pension expense in regard to the year ending 31% of March 2016 is expected to be £389,000.

Reconciliation of funded status to Statement of Financial Position

Value as at

31/03/15

£°000

Fair value of assets 8,589
Present value of funded defined 10,777

benefit obligation

Unrecognised actuarial (gain)/loss -
Unrecognised past service cost -
Asset/(liability) recognised on the (2,188)
balance sheet

History of experience gains and losses

Difference between expected and
actual return on assets
% of assets

Experience gains and (losses) on
scheme liabilities

% of present value of the liabilities
Changes in assumptions

% of present value of the liabilities
Total amount recognised in Statement

of Taxpayer’'s Equity
% of present value of liabilities

Value as at
31/03/14
£°000

7,282
8,516

(1,234)

2015
£000

505

5.9%

(1,470)
(13.6%)
(965)

9.0%

Value as at Value as at Value as at

31/03/13 31/03/12 31/03/11

£°000 £000 £000

6,198 4,830 4,370

8,354 7,630 6,340

(2,156) (2,800) (1,970)

Restated

2014 2013 2012 2011
£000 £000 £000 £000
249 495 (230) (270)
3.4% 8.0% (4.8%) (6%)
794 - (20) (210)
9.3% - (0.3%) (3.3%)
(159) 156 (610) 180
(1.9%) 1.9% 8% 2.8%
884 651 (860) (300)
10.4% 6.4% 11.3% (4.7%)
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Sensitivity Analysis
£000 £000 £000
Adjustment to discount rate 0.1% 0.0% -0.1%
Present Value of Total Obligation 10,559 10,777 11,000
Projected Service Cost 384 393 402
Adjustment to mortality age rating assumption +1 Year None -1 Year

Present Value of Total Obligation 10,398 10,777 11,159
Projected Service Cost 379 393 407

12. Operating leases

At the Statement of Financial Position date, THO had outstanding commitments for future minimum lease
payments under non-cancellable operating leases, which are due for payment over the following years:

2015 2014
£ £

Total rentals payable on leases expiring
Buildings Other Total Total
Within one year 259,661 10,051 269,712 269,712
Within two to five years 91,059 10,889 101,948 369,147
After five years - - - -
371,660 638,859

13. Financial Instruments

THO uses various financial instruments which include cash, trade and other receivables and trade and other
payables that arise directly from its activities. The main purpose of these financial instruments is to raise
finance for THO's activities and manage its working capital requirements.

The existence of these financial instruments exposes THO to a number of financial risks namely, credit risk,
liquidity risk and market risk. The Audit and Risk Assurance Committee has reviewed and agreed policies for
managing each of these risks to ensure that exposure is to an acceptable level. These policies have
remained unchanged from previous years.

Credit Risk

THO exposure to credit risk is limited to the carrying amount of financial assets recognised at the Statement
of Financial Position date. The risk on cash balances and deposits is managed in a risk averse manner, being
held with UK clearing banks with high credit ratings assigned by international agencies.

The Accounting Officer considers that all of the financial assets that are not impaired for the reporting dates
under review are of good credit quality. The trade credit risk is mainly attributable to subscription income.
There is no concentration of risk in this area, as income is diversified over a large number of subscribing
members.
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13.

14.

Financial Instruments (continued)
Liquidity risk

THO’s business model, with subscription fees falling due annually in April results in the majority of working
capital requirements being received in the first quarter of the financial year. This results in a high proportion of
the organisation’s asset base being cash on deposit. These deposits are actively managed to ensure that
working capital requirements are met at all times. Non-current liabilities, such as future property lease
commitments and the future funding of the pension deficit are dependent on future subscription income as the
company does not maintain substantial reserves.

Market risk

THO is exposed to market risk through its use of financial instruments and specifically to interest rate risk. UK
interest rates may be liable to fluctuation. To maintain healthy investment revenue THO actively seeks
advantageous rate of return on bank treasury deposits.

Income and expenditure relating to THO’s activities are fully Sterling dominated and hence exposure to
exchange rate volatility is nil.

THO does not actively engage in the trading of financial assets for speculative purposes nor does it write
options.

Related Parties

THO is a Non-Departmental Public Body sponsored by DCLG. Hence any other bodies sponsored by DCLG
are considered to be related parties. During the year, THO has had no material transaction with DCLG. In
2013-14, THO was partly funded by receipt of £630,000 of grant-in-aid funding from DCLG.

Under IAS 24, the Local Government Pension Scheme is defined as a related party to THO. For details of
transactions with this body, refer to note 11.

The Remuneration Report (see page 7) contains details of compensation payments made to key
management personnel.
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Sheffield Audit & Standards
Clty Councll Committee Report

Report of: Julie Toner, Director of HR and Customer
Services/ Gillian Duckworth, Director of Legal
Services

Date: 16 November 2016

Subject: Annual Ombudsman and Complaints Report 2015/16

Author of Report: Andrew Fellows

Summary:

This report provides an overview of the complaints received, and formally
referred and determined by the three Ombudsmen (Local Government
Ombudsman, Parliamentary & Health Service Ombudsman and Housing
Ombudsman) during the twelve months from 1 April 2015 to 31 March 2016.

The report also identifies future developments and areas for improvement in
complaint management.

The report is jointly presented by the Director of Legal Services and the Director
of HR and Customer Services, who are respectively the Council’s Monitoring
Officer, and the Director responsible for managing the Complaints Service.

Recommendations:

The Audit & Standards Committee is asked to consider the Annual Ombudsman
Report in order to provide its view on the performance of Ombudsman
complaints and the issues raised.

Background Papers:
None

Category of Report: OPEN
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Statutory and Council Policy Checklist

Financial Implications

NO Cleared by: Pauline Wood

Legal Implications

NO Cleared by: Nadine Wynter

Equality of Opportunity Implications

NO

Tackling Health Inequalities Implications

NO

Human rights Implications

NO:

Environmental and Sustainability implications

NO

Economic impact

NO

Community safety implications

NO

Human resources implications

NO

Property implications

NO

Area(s) affected

None

Relevant Cabinet Portfolio Lead

Cabinet Member for Finance & Resources

Relevant Scrutiny Committee if decision called in

Not applicable

Is the item a matter which is reserved for approval by the City Council?

NO

Press release

NO
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Annual Report Ombudsman Report

1.0

1.1

1.2

1.3

1.4

1.5

2.0

2.1

2.2

INTRODUCTION

Sheffield City Council’s Corporate Plan includes a priority on being An in
Touch Organisation. This means listening to customers and being
responsive, so that services are designed to meet the diverse needs of
individuals. The effective handling of customer complaints across the
organisation supports this priority and enables the Council to be open
and transparent, respond in the right way, make the best use of
resources, and make well-informed decisions.

Our overall approach is that we welcome complaints as an opportunity to
improve our services. Indeed, our definition of a complaint is “any
expression of dissatisfaction whether justified or not”, which is
deliberately wide to ensure that complaints are recognised and are
properly addressed.

The Customer Feedback & Complaints Team in Customer Services is
responsible for the development and implementation of policy and
procedures on complaints. In addition, the Customer Feedback &
Complaints Team acts as the Council’s liaison point with the Local
Government Ombudsman (LGO), Housing Ombudsman (HO) and
Parliamentary & Health Service Ombudsman (PHSO).

The three Ombudsmen provide a free, independent and impartial
service. They consider complaints about the administrative actions of
councils and some other authorities. They cannot question what a council
has done simply because someone does not agree with it. If they find
something has gone wrong, such as poor service or service failure, and
that a person has suffered as a result, they aim to get it put right by
recommending a suitable remedy. They also uses the findings from
investigation work to help local authorities provide better public services
through initiatives such as special reports, training and annual reviews.

The LGO’s powers are set out in the Local Government Act 1974, as
amended. The HO’s powers are set out in the Housing Act 1996, as
amended. The PHSO’s powers are set out in the Parliamentary
Commissioner Act 1967, as amended, and the Health Service
Commissioners Act 1993, as amended.

SUMMARY
This report provides an overview of the complaints received, and formally
referred and determined by the three Ombudsman during the twelve

months from 1 April 2015 to 31 March 2016.

The report also identifies future developments and areas for
improvement in complaint management.
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2.3

3.0

3.1

3.2

3.3

3.4

3.5

3.6

3.7

The report is jointly presented by the Director of Legal Services and the
Director of HR and Customer Services, who are respectively the
Council’'s Monitoring Officer, and the Director responsible for managing
the Complaints Service.

MAIN BODY OF THE REPORT

Overview

Overall, the number of formal complaints investigated by Sheffield City
Council services was 561 in 2015/16, compared with 684 in 2014/15.
This represents an 18% fall in the number of complaints investigated.

The fall in the number of complaint investigations was seen across all
Council service areas, and most significantly in the Place Portfolio, where
the number of complaints about Parking Services fell from 90 in 2014/15
to 28 in 2015/16. This reduction followed on from a piece of focussed
work that the Customer Feedback & Complaints Team undertook with
Parking Services on their approach to managing complaints.

It is not possible to provide a single, simple explanation for the fall in the
number of complaints recorded. However, the view of the Complaints
Managers in the Customer Feedback & Complaints Team is that a major
cause is the further embedding of the ‘problem solving’ approach to
dealing with complaints that was brought in April 2014. Evidence
suggests that many services have embraced the principle of ‘problem
solving’ — aiming to resolve problems within three days by making
personal contact with customers.

In contrast, there has been an increase in the number of enquiries
received from the three Ombudsmen. Details of the enquiries/complaints
raised by the Ombudsman can be found in Appendix A and B.

The Council’s Customer Feedback & Complaints Team recorded a total
of 143 separate enquiries made by the Ombudsmen about Sheffield City
Council during 2015/16. This was an increase of 19 from the 2014/15
figure of 124, and is the second year where the number has increased —
the 2013/14 figure was 101.

The areas that generated the largest number of Ombudsman enquiries
were Streets Ahead (27), Council Housing (25), and Adult Social Care
(21). The figures for Adult Social Care and Council Housing are broadly
the same as the previous year. However the figure for Streets Ahead
increased from 8 in 2014/15 — these enquiries mainly related to street
lighting and trees.

The Ombudsman reported that she received 199 enquiries about
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3.8

3.9

3.10

3.11

3.12

3.13

Sheffield City Council during 2015/16. This figure is higher than the 143
recorded by the Council’s Customer Feedback & Complaints Team
because it includes, for example, people who made a ‘premature’
complaint and were signposted back to the Council by the Ombudsman,
but who never contacted us. By comparison, in 2014/15 the Ombudsman
received 188 enquiries about Sheffield City Council.

The Ombudsman stated that the highest number of enquiries she
received were about highways and transport (40), education and
children’s services (34), and adults social care (32)

It should be noted that not all Ombudsman enquiries lead to a formal
investigation. Indeed, of the 143 enquiries recorded by the Council’s
Complaints Team in 2015/16, approximately three-quarters were not
formally investigated, with only 37 formally investigated (down from 43
the previous year).

Of the 37 formal investigations initiated in 2015/16, 10 related to Adult
Social Care, and 9 to Highways and Transport.

Overall, the Ombudsman upheld 21 complaints (up slightly from 19 in
2014/15). Details of these complaints are included at Appendix B. Of the
21, the Ombudsman found that there was maladministration, but no
injustice in one case; in the other 20 cases, the Ombudsman found that
there was maladministration and injustice.

In addition, the Ombudsman issued one formal report against the Council
during 2015/16. This was about the failure to meet the care needs of a
woman receiving support for her mental health needs, after she
developed additional physical needs. A local investigation of the
complaint had recommended quick action to end a funding disagreement
between the Council and the NHS. It was the failure to do this, leaving
the complainant without proper care and support for over a year, which
prompted the Ombudsman’s investigation.

The Council and the NHS accepted the Ombudsman’s recommendations
in full, but later the complainant asked the Ombudsman to check those
recommendations had been properly implemented, as she was
dissatisfied with the package of support offered after a new assessment
of her needs. The Ombudsman was satisfied that the Council had
considered this properly. They were also pleased to note the significant
work the Council had done to identify and act on the learning points
arising from the complaint. The Ombudsman had recommended that the
Council create an action plan, and the Council used this as an
improvement tool for the practice changes it was making to reflect the
new Care Act 2014 requirements. The Ombudsman said that the
Council’s willingness to accept it had made mistakes, and take steps to
maximise the learning from those mistakes, was very welcome.

In total, the Council paid £46,490.97 in compensatory payments and
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3.14

3.15

3.16

3.17

3.18

3.19

other reimbursements following Ombudsman enquiries. A total of
£34,000 related to two adult social care 2 complaints (outlined in
Appendix B as case 4 and case 21).

In resolving complaints, we aim to work with the customer to try to
achieve their preferred outcome, and when appropriate we will apologise.
When the Council is at fault, we will aim to resolve the complaint by
putting the customer back into the position they would have been in had
the fault not occurred, or by offering another remedy if this is not
possible.

We also aim to learn from complaints, so that we do not repeat the same
problem: the table at Appendix B includes full details of the remedies,
improvements and changes that have been made following Ombudsman
investigations. Examples include:

e Adult Social Care — a number of Ombudsman decisions about
Adult Social Care services have referred to failings with the way
the actual complaint was handled, including delays in responding
and inadequate communications with the complainant while the
complaint was being investigated. As a result the Customer
Feedback & Complaints Team has undertaken work with the
service to look at implementing improvements to the process,
including improved communications and better monitoring of
timescales.

e Council Housing — the Ombudsman found there had been
maladministration in a case where a tenant complained about
repairs and works carried out to his home and surrounding
garden. As a result, the Council agreed to review its void property
completion documents to ensure that all disrepair issues are
properly identified, and to ensure that all agreed works are
confirmed with tenants in writing.

Future developments

Looking ahead, the Government has signalled its intention to create a
single Public Service Ombudsman (PSO), which would replace the LGO
and PHSO, and, potentially, the HO. At the present time, the timescale
for this to happen is unclear. The Customer Feedback & Complaints
Team will continue to monitor developments.

The proposed creation of a PSO is welcomed as it will support better
handling of complaints that have been escalated beyond the Council.

Locally, we are in a good position to respond to this change, as we
already have an excellent record on responding to Ombudsman
enquiries.

There are, however, areas for improvement in the way we generally
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4.0

4.1

manage complaints.

o The recording of some complaint details, such as outcomes,
remains an issue across the organisation. This means that we have
partial intelligence on some issues. One result of this is that
organisational learning from complaints is not as effective as it
could be. As part of the review of the Council’s Customer
Relationship Management ICT system, work is being done to look
at how the collection of complaint data can be improved.

o Information provided by some strategic partners is not consistent
with information held on the Council’s complaints management
system, meaning information about key public services is only
partially available. Over the last 12 months we have improved the
reporting of this data, but some gaps remain. We are working with
these areas to look at how we can address the gaps.

Over the coming year, the Customer Feedback & Complaints Team will
continue to actively monitor national policy developments, and will
respond to these accordingly. We will also:

o Undertake work to review how learning from complaints can be
improved

o Carry out communications with key stakeholders to improve
awareness of complaints processes and trends

o Investigate how to improve the visibility of complaints resolved
through problem solving

RECOMMENDATIONS
The Audit & Standards Committee is asked to consider the Annual

Ombudsman Report in order to provide its view on the performance of
Ombudsman complaints and the issues raised
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Appendix A
OMBUDSMAN COMPLAINTS
The Local Government Ombudsman (LGO), Parliamentary & Health Service Ombudsman (PHSO)
and Housing Ombudsman (HO) independently investigate complaints about Local Authorities. The

Ombudsman are independent of Councils and the Government

The Customer Feedback & Complaints Team keeps a record of the enquiries made by the LGO,
PHSO and HO about services provided by Sheffield City Council, both directly and through
partners. The table below shows the enquiries made about Sheffield City Council during 2015/16,
and compares this with 2014/15.

Table 1: What the enquiries were about in 2015/16

Formal Considered Formal
Subject premature without formal enquiries Totals 2015/16 Totals 2014/15
referrals enquiries made

Portfolio/

Partner

Social Care - Adults 6 5 10 21 23
Communities | Council Housing 12 8 5 25 21
Housing - Other 0 1 1 2 2
over | o e 1 : 1 : 5
Education 3 12 5 20 12
Building Control 0 0 0 0 1
: z 1 : 1
Parking Services 0 11 1 12 11
Place Planning 1 2 2 5 4
Highways 3 1 0 4 5
Land/property 0 1 0 1 2
Licensing 0 1 0 1 2
Trading Standards 0 0 0 0 1
Amey Streets Ahead 0 18 9 27 8
Veolia Waste Management 0 0 1 1 3
Customer Services 1 1 0 2 2
Resources Legal 0 0 0 0 !
Finance 0 1 0 1 1
Other 0 1 0 1 1
Kier Property 0 0 0 0 0
Capita Benefits 2 5 1 8 4
Revenues 3 1 0 4 6
Totals 32 74 37 143 124

There was an overall increase in the number of enquiries from 124 to 143; but the number of
formal enquiries reduced to 37 in 2015/16, from 43 in 2014/15. In most service areas, the figures

between the two years were similar. However, there was a marked increase in the number of
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enquiries about Education, and Amey, who provide highway maintenance services on behalf of

the Council.

The Council’s average response time to Ombudsman formal enquiries in 2015/16 was 28 days,
which is the target set by the Ombudsman. However, it was an increase from an average
response time of 23 days in 2014/15. 50% of formal enquiries were dealt with in the 28 day target.

In addition, we responded to 95 preliminary enquiries in an average of 5 days.

In her Annual Review Letter, the LGO has reported that she received 199 complaints and
enquiries about Sheffield City Council during 2015/16. This figure is significantly higher than the
143 reported in Table 1 above because it includes, for example, people who have made a
premature complaint to the Ombudsman and who been signposted back to the Council by the

Ombudsman, but who never contacted us.

The table below shows what the Ombudsman’s 199 enquiries were about compared with the

previous two years.

Table 3 LGO enquiries received 2015/16

LGO subject category 2013/14 2014/15 2015/16
Adult Social Care 26 38 32
Benefits and Tax 34 24 24
Corporate and other 9 8 12
Education and Children's Services 35 33 34
Ep(;l;(ég;nnental Services & Public 15 18 23
Highways & Transport 25 34 40
Housing 14 22 25
Planning & Development 8 11 8
Total 166 188 199

At the end of their enquiry or investigation, the Ombudsman provides details of their decision. The
table below provides details of the decisions over the last three years. 22 complaints were upheld
in 2015/16, compared with 19 in 2014/15.
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Table 2: Ombudsman decisions

Ombudsman Decisions 2013/14 2014/15 2015/16
plqse_d gfter initial enquiries - out of 18 o4 19
jurisdiction
Clo_sed after initial enquiries - no further 26 26 44
action
Closed - Local Resolution (Housing

1 2 3
Ombudsman)
Not Upheld: No further action 0 5 3
Not Upheld: No Maladministration 24 20 24
Upheld: No further action 4 3 1
Upheld: Maladministration and Injustice 13 16 20
Upheld: Report 1 0 1
Total 87 96 116

How we compare
The table below compares the number of complaints received by the LGO across the Core Cities

based on information provided by the LGO in her Annual Review Letter.

Table 3: Core cities data 2015/16

Number Number % increase/ Number of Number of Upheld rate Number of
enquiries enquiries decrease detailed complaints 2015/16 complaints
received received (+/-) investigations upheld per 1000
2014/15 2015/16 2015/16 2015/16 population
Birmingham 578 523 -11% 107 7 66% 0.48
Bristol 131 183 +28% 45 29 64% 0.41
Leeds 212 217 +2% 55 22 40% 0.29
Liverpool 169 180 +6% 38 21 55% 0.39
Manchester 156 140 -11% 41 28 68% 0.26
Newcastle 57 68 +16% 12 2 17% 0.23
Nottingham 110 105 -5% 27 13 48% 0.34
Sheffield 188 199 +6% 46 21 46% 0.35
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Appendix A

Appendix B

A summary of the 22 complaints which were upheld by the Ombudsman during 2015/16 is provided below.

Adult Social
Care

increased Ms C’s domiciliary care
package without giving her any
information about the associated

failed to tell Ms C about the
increase in her care costs before
it was implemented. This meant

Portfolio/ Complaint Ombudsman Finding/ Remedy/Service Improvements
Partner Investigation Outcome
1 | Communities - | Ms Y complained in her own right and | The LGO found fault in the The Council agreed the following actions:
Adult Social on behalf of her mother (Mrs S) that Council failing to properly review
Care Sheffield City Council: Mrs S before reducing her care e to apologise to Mrs S and Ms Y about the failures
and for failing to provide Ms Y identified
a) failed to transfer care between two | more detail about what specific e to contact Mrs S and establish who she wants
care agencies effectively actions it was taking to monitor recorded as her main contact(s) and if relevant in what
b) commissioned a care provider who | the care provider. order officers should contact them, and to remind
failed to fulfil a care plan leaving Mrs officers that this should be checked at the yearly
S at risk reviews
v c) reduced care calls without carrying e provide Ms Y a chronology of actions it has taken and
% out a reassessment, amending the continues to take in respect of the provider
o) support plan, or obtaining Mrs S's | e to review procedures for when there is a transfer to a
— informed consent qbout the reduction new provider;
dJl d) contacted a family member who e to make a payment of £400 to Mrs S for the anxiety
© was not the next of kin about changes and uncertainty caused by the inconsistent call times
to the care plan . and for when the Council made the decision to reduce
e) failed to properly monitor the her care package without properly reviewing the
services of the care provider aqd take support plan and involving Mrs S
action when it received complaints e toreview Mrs S’s care package to ensure that as far
f) refusgd to pr.owde mformat!on and as possible the care provider is able to meet Mrs S’s
take action which would provide needs
reassurance to_ t_he fam|ly that the care ¢ to remind staff about the need to review, and if
agency I providing services necessary reassess service users, (obtaining the
acco.rdlng fo the sypport plan o views of relevant parties such as health professionals
g_) failed to deal with thg complaint in a and family members) and revise support plans when a
timely and comprehensive manner. decision is made to change a care package.
2 | Communities - | Mr B complained that the Council The LGO found that the Council The Council offered to waive the outstanding care charges

amounting to £715, which occurred from the increased care
package between the time Ms C was discharged from hospital
until she cancelled the additional care hours.




costs. Ms C could not make an
informed decision about whether she
wished to receive the service and
incur an extra charge. Ms C quickly
cancelled the service when she found
out the extra charge as felt she could
not afford it and did not need it.

Ms C could not make an informed
choice on whether to incur the
cost of additional care. In addition
she may have received incorrect
advice from hospital staff, which
would have been clarified had the
Council shared charging
information with her.

The Council agreed to contact Ms C to confirm the waived
charges and the status of Ms C’s care charges.

a) failed to adhere to the
Ombudsman’s recommendations from
a previous complaint. In particular it
failed to complete a support plan for
Mrs Y and a carer’s assessment for
MrY

b) failed to provide appropriate
support to Mrs Y following her leaving
hospital

c) inappropriately reduced her carers
from two to one;

d) failed to deal with Mr Y’s complaint
in a timely manner.

backdating of carers payments to
Mr Y, and delaying responding to
his complaints. The service
provided was also not in line with
the care plan.

3 | Communities - | Ms B complained about the Council’s | The LGO found the Council’s The Council offered to waive the notional rental income it
Adult Social calculation of her father, Mr C’s offer to waive the notional rental decided Mr C should receive from his property when
Care contribution to the cost of his income to be satisfactory calculating his contribution to the cost of his care, and to

residential care. In particular, Ms B outcome. backdate this to when the charge was first used. This reduced
complained: contributions by £3,358.
a) the Council decided that Mr C
should receive a ‘notional rent’ of £45
s per week from her occupation of her
o father's home
[0 b) the Council took too long to make a
[ decision.
(o)
4| Communities - | Mr Y complains in his own right as a The LGO found the Council was The Council agreed the following actions:
Adult Social carer and on behalf of his wife (Mrs Y) | at fault for reducing care without a
Care a service user, that the Council: risk assessment, delaying the ¢ to finalise Mrs Y’s support plan, and backdate

payments amounting to £20,800

to write to Mr and Mrs Y to apologise for the delay in
responding to the complaint and for the service failure
to remind staff to keep complainants updated if there is
a delay in dealing with their complaint

remind staff that a care plan should not be changed
without a reassessment or risk assessments

make a payment to Mr Y of £150 for failing to address
concerns raised




5 | Communities — | Mr M complained about repairs and The Housing Ombudsman found | The Council agreed to offer an additional £75 compensation
Council works carried out to his home and the Council acted reasonably and | payment to Mr M for the distress and inconvenience caused,
Housing surrounding garden. fairly in addressing Mr M’s the delay in carrying out some of the works, and the time he

complaints, but it failed to fully had to spend pursuing his complaint.

recognise the distress and

inconvenience caused to Mr M by | The Council agreed to review its void property completion

the service failures documents to ensure that all disrepair issues are properly

acknowledged. identified; and ensure that all agreed works are confirmed with
tenants in writing.

6 | Capita— Mr B complained that, due to an error | The LGO found that the Council The Council agreed to pay Mr B £420, equivalent to the first
Revenues and | scanning an application, the Council failed to consider Mr B’s request two payments it made to Ms C.

Benefits failed to pay housing benefit directly to | to pay housing benefit to him as
him as landlord when he requested landlord and should therefore
this due to his tenant’s vulnerability. bear some responsibility for the
He considered that the Council should | losses Mr B has incurred and
compensate him for the housing should make a payment to Mr B
benefit paid to his tenant, which she to reflect this.

. did not pass on to him as rent.
Q)
7Q| Place - Mrs A complained about the way the The LGO concluded their The Council decided that it will not pursue the outstanding
® Parking Council had enforced a parking involvement on basis that the amount of £40.
) Services penalty and that, in particular, it had Council decided that it would not
= continued to send her letters informing | pursue the outstanding amount of
her it was continuing to pursue the £40. Mrs A was satisfied that the
penalty after a witness statement had | Council’s decision to cancel any
been accepted by the Traffic outstanding debt resolved her
Enforcement Centre. complaint
8 | Communities - | Mrs M complained (on behalf of her The LGO found the Council was The Council agreed to:

Adult Social
Care

late cousin) that the Council failed to
provide him with adequate care before
his death. As a result, his quality of life
was lower than it should have been,
which caused distress to his family.

slow to act when told of a
neighbour’s intention to withdraw
her support. Care providers failed
to keep and retain logs of visits.
There was evidence of ineffective
action by the provider to meet his
increased needs.

e review its hospital discharge agreement with the
Sheffield Teaching Hospitals Trust to ensure that
where service users’ needs have changed, they are
assessed and reflected in the changed care plans,
which are communicated to all relevant parties;

¢ continue to pilot additional work to offer advice to care
providers following a service user’s hospital discharge
to ensure their needs are met

e provide Mrs M with an apology for the identified




failures

¢ remind care providers of the need to keep and retain
logs of visits

o take steps to ensure reassessments and changes
required to care packages are met and delivered as
soon as possible

e review its handling of the complaint to ensure that
delays are not repeated on future cases

e pay Mrs M £100 for the avoidable time and trouble
caused pursuing this complaint.

9 | Amey - Streets | Mr X complained the Council has put | Although the LGO found evidence | Amey agreed to write to Mr X to apologise for the time and
Ahead a street light outside his property to show that light levels are within | trouble taken pursuing his complaint, and agreed to pay him
without considering the impact it allowable limits and, therefore, £150 in recognition of this.
would have on light coming into his there was no ongoing injustice to
bedroom window. Mr X as a result of the position of | Amey also changed its complaints process to ensure that
the new street light, the LGO complaints are dealt with more quickly, and residents’
;DU concluded that the Council failed | concerns are addressed at an early stage.
) to properly consider the location
@ of new street lighting in relation to
l{h\ Mr X’s property.
10 | CYPF — Miss X complained that the Council The LGO found the Council at The Council has allocated places at alternative schools for Y
Admissions did not properly consider her fault for allocating Miss X’s and offered to discuss options with Miss X.
application for a school place for her daughter a place at School D,
daughter Y. She also complained that | which it accepts is not appropriate | The Council also arranged for the application for school C to
the Admissions Appeal Panel did not | for her, and which Miss X says be reconsidered by the Admissions Committee in September
properly consider her appeal against she did not apply for. The LGO 2015.
the Council’s decision. found no evidence to suggest the
Council wrongly refused Miss X a
place at School C or that the
school admissions appeal panel
did not properly consider her
appeal.
11 | CYPF — Home | Ms B complained that the Council The LGO concluded their The Council offered and agreed to arrange a fresh Stage 2
to School made a flawed decision when refusing | involvement on basis that the appeal for the complainant regarding decisions about free
Transport free transport for her daughter and Council on its own initiative school transport for her daughter and son.

son.

identified fault in the way the
school transport appeals were




carried out for the complainant
and proposed a way
forward/remedy.

12

c9T abed

Communities —
Adult Social
Care

Mr and Mrs Y complained about
services delivered and processes

followed while supporting their son Mr

S.

The LGO found there was delay
in the Council’s safeguarding and
complaints processes. It failed to
communicate effectively with Mr S
and his family and to act on
safeguarding alerts. This caused
Mr S and his family distress and
frustration.

The Council agreed to take the following actions:

to write to Mr S in a suitable format to apologise for the
faults

to make a payment of £500 to Mr S to reflect the
frustration caused by the delays in the safeguarding
and complaints processes, and the failure to involve
him adequately in both processes;

to write to Mr S to advise him of how it has changed
policy and practice to ensure that the complaints
process and safeguarding procedures are in line with
the Equality Act 2010

to address the outstanding safeguarding alerts which
occurred in 2011 and 2012.

to review how it handles complaints. This is to ensure
that at the beginning of adult social care complaints
officers tell people about the process, and when they
should expect to receive a response.

to make a payment of £250 to Mr and Mrs Y to reflect
the frustration caused by the delays in the safe-
guarding process, the time taken in getting information
about Mr S’s capacity, and the complaints process

to remind staff about the importance of considering
capacity at the outset of the safeguarding process and
to keep it under review.

to consider the processes and documentation used as
part of the safeguarding and complaints process so
that people with learning disabilities can participate as
fully as possible. This should include consideration of
the use of easy read.

i) to remind staff about the importance of telling
families about the roles of any investigating officers
involved, and who has the responsibility for lead
investigator.




13

Communities —
Adult Social
Care

Mr X complained about the Council’s
actions over the assessment of his
care needs and the reduction in
support to seven hours a week

The LGO found that the Council
took suitable action to assess Mr
X’s care needs and offered a
proper level of support, taking into
account the support available
from his family. However it failed
to communicate its offer to Mr X
following a review. The Council
was entitled to end Mr X’s Direct
Payment arrangements because
of difficulties he had in managing
them properly.

The Council agreed to offer apologies for its failure to set out
in writing to Mr X the outcomes from the review and the
support it could offer him; and for not being more proactive in
responding to his wish to complain.

The Council further agreed to review its procedures for
communicating with clients and recording meetings to ensure
that proper records are kept of key discussions on
assessments, reviews and support and that clients receive
timely written outcomes

14 | Communities — | Mr B complained about the way the The LGO found that the Council The Council apologised to Mr B for failing to respond to parts
Adult Social Council responded to his complaints took appropriate action to deal of his complaint. The Council agreed to allocate a named
Care about poor quality care provided by with reports of poor quality care, officer for Mr B to contact about any future formal complaints.

Council care workers to his aunt and but it failed to deal with some of The Council agreed to ensure that when putting Mr B’s formal
U uncle. Mr B’s complaints properly. complaints through its complaints procedure it will write to Mr
g B to confirm the complaints he wants investigated.
(9]
194 Communities — | Mr X complained on behalf of his The LGO found that the Council To remedy the faults identified in this case, the Council agreed
Q) Adult Social mother and father, Mr and Mrs Y, that | delayed in completing a to write off the overpayment of £3,016.67
B Care the Council failed to carry out a reassessment of Mr and Mrs Y’s
reassessment of Mrs Y’s needs after | needs. It also failed to explain the
Mr Y told it of a deterioration in her reductions in payments to MrY as
condition. Mr X also complained that a carer.
the Council failed to properly explain
the direct payment process. MrY says
that due to the Council’s failure he
commissioned extra services, which
he is was told he must pay for as a
private arrangement.
16 | Resources — Mr B complained that the Council The LGO found that the Council The Council agreed to apologise and pay Mr B’s reasonable

Legal Services

delayed drafting an agreement under
which it would demolish a garage he
leased and replace it with a garage on
his land, with a right of access along
its lane; and now refuses to meet his
solicitor’s costs, despite originally
agreeing to do so.

was responsible for significant
delays in drafting an agreement
about the demolition and
replacement of a garage Mr B
leased. The LGO found no fault
regarding the payment of legal
costs, as the Council is willing to

conveyancing costs, and £400 towards his negotiation costs
as a gesture of goodwill.




pay his reasonable conveyancing
costs.

17 | Communities — | Mr X complained on behalf of his wife, | The Council was at fault when it The Council apologised and waived the cost for the service so
Adult Social Mrs X, that the Council placed Mrs X placed Mrs X in inappropriate there is no outstanding injustice to Mrs X.
Care in inappropriate temporary residential | residential care, and also at fault
care; did not advise Mrs X her home in the way it dealt with Mr X’s Although the Council was at fault in its investigation and
care provider would be funded concerns. consideration of the issues under its safeguarding procedures
through direct payments; did not this did not cause any injustice to Mr or Mrs X.
properly or fairly carry out a
safeguarding investigation into the
home care provider and that neither
Mr X nor Mrs X was involved in the
Council’s investigation.

18 | CYPF - Mr X complained that there was fault | The LGO concluded their In addition to the apologies already given, the Council agreed
Children & in the Council's handling of a referral involvement on the basis that the | to make £500 payment in recognition of the avoidable
Families from a hospital doctor about a Council accepted its additional distress caused by its poor communication with Mr

possible non-accidental injury to Mr communication with Mr and Mrs X | and Mrs X and its failure to consider alternative placement of
;_,U and Mrs X's baby. while investigating a possible their other baby; and the avoidable distress and time and
«Q non-accidental injury to their baby | trouble caused by the protracted handling of the complaint.
® was not good enough; accepted it
'; should also have considered
o1 managing the risk to their other
baby differently; and agreed to
make a payment to recognise
these faults and delay in dealing
with complaint.
19 | Communities — | Mr X complained about the care and The LGO found that the care The Council agreed to:

Adult Social
Care

treatment of his late father-in-law Mr A
in a care home where the Council
placed him for respite care.

home where Mr A was placed by
the Council could not meet his
increasing needs. The Council
arranged a long-term placement
for him in a suitable home, but an
outbreak of norovirus prevented
the move. Mr A was admitted to
hospital and died before the move
could be rearranged. The LGO
found that the Council failed to
ensure that carers at the respite

e provide evidence of steps it has taken to improve
training.

¢ to apologise and make the family a payment of £1,500
in acknowledgement that it failed to ensure proper
training for care staff and so failed Mr A in his last
placement;

e to acknowledge the delay in completing the
safeguarding investigation and the time and trouble
caused in making this complaint.




home were properly trained to
meet the needs of people with
advanced dementia. The Council
also failed to respond to Mr X’s
complaint after Mr A’s death once
the safeguarding investigation
was complete.

20 | CYPF - Mrs A complained that the Council’s The LGO found that the Council, | In addition to the remedies/learning already agreed when
Children & stage 2 complaint adjudication based on the findings and responding at stage 2 of the Children Act complaints
Families response failed to identify the full recommendations of an procedure, the Council agreed to fully remedy the fault by

extent of fault and did not offer independent investigation, making the daughter a payment of £500 to compensate for
enough remedy for fault. identified the fault involved in Mrs | delay in carrying out robust assessment of her needs in the
A’s complaint and has suitably period 2012 - 2013.
remedied much of the fault. To
fully remedy fault, the LGO The Council will act as trustee for the money which will be
recommended an additional used up until her 20" birthday on any activity/ equipment
S-DU payment. which furthers her social and independent living skills.
[dan)
2%p| Communities — | Mrs D complained about the way the | The LGO found that the Council The Council and Trust apologised and paid £27,000 (the
= Adult Social Sheffield Health and Social Care NHS | and the Trust did not work quickly | Council paid half of this amount) to acknowledge costs Ms D
g Care Foundation Trust and Council dealt to provide a remedy following an | has incurred and the impact of not having an appropriate

with her application for a personal
budget. In particular the Trust/Council
did not take enough action after
upholding her complaint about her
personal budget in March 2014 and
did not fully implement the complaint
investigation recommendations.

upheld complaint. As a result Ms
D has not had access appropriate
social care support.

budget in place. The Council and Trust should agree Ms D’s
budget and disregard the payment when assessing this
budget. The Council and Trust agreed to produce an action
plan addressing these faults.

22

Communities-
Council
Housing

Miss B complains that the Council
unreasonably suspended her from its
choice-based lettings scheme due to
disputed rent arrears from 2001/02.
The Council can no longer take legal
action to recover the debt and so Miss
B believes it is unfair to use this debt
as a reason to suspend her from the
scheme.

The LGO found there was fault by
the Council in taking no action to
recover a housing debt from Miss
B for ten years, failing to link the
debt to her during four
subsequent re-housing
applications, failing to notify her of
the arrears and then suspending
her from the housing register.

The Council agreed after taking account of its failings along
with Miss B’s health problems that it was appropriate to write
off the debt. The LGO considered it a reasonable way of
resolving the complaint and asked the Council to reinstate
Miss B’s housing registration as soon as possible. The LGO
noted the Council had taken a number of steps over the past
five years to improve identification of former tenant arrears
and in the support it provides to vulnerable customers.




Sheffield Audit & Standards
City Coundll Committee Report

Report of: Mark Bennett, Director of HR and Customer
Services/ Gillian Duckworth, Director of Legal
Services

Date: 16 November 2017

Subject: Annual Ombudsman Complaints Report 2016/17

Author of Report: Andrew Fellows

Summary:

This report provides an overview of the complaints received, and formally
referred and determined by the three Ombudsmen (Local Government
Ombudsman, Parliamentary & Health Service Ombudsman and Housing
Ombudsman) during the twelve months from 1 April 2016 to 31 March 2017.

The report also identifies future developments and areas for improvement in
complaint management.

The report is jointly presented by the Director of Legal Services and the Director
of HR and Customer Services, who are respectively the Council’s Monitoring
Officer, and the Director responsible for managing the Complaints Service.

Recommendations:

The Audit & Standards Committee is asked to consider the Annual Ombudsman
Report in order to provide its view on the performance of Ombudsman
complaints and the issues raised.

Background Papers:
None

Category of Report: OPEN
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Statutory and Council Policy Checklist

Financial Implications

NO Cleared by: Pauline Wood

Legal Implications

NO Cleared by: Nadine Wynter

Equality of Opportunity Implications

NO

Tackling Health Inequalities Implications

NO

Human rights Implications

NO:

Environmental and Sustainability implications

NO

Economic impact

NO

Community safety implications

NO

Human resources implications

NO

Property implications

NO

Area(s) affected

None

Relevant Cabinet Portfolio Lead

Cabinet Member for Finance & Resources

Relevant Scrutiny Committee if decision called in

Not applicable

Is the item a matter which is reserved for approval by the City Council?

NO

Press release

NO
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Annual Report Ombudsman Report

1.0

1.1

1.2

1.3

1.4

1.5

2.0

2.1

2.2

2.3

INTRODUCTION

Sheffield City Council’s Corporate Plan includes a priority on being An in Touch
Organisation. This means listening to customers and being responsive, so that
services are designed to meet the diverse needs of individuals. The effective
handling of customer complaints across the organisation supports this priority and
enables the Council to be open and transparent, respond in the right way, make
the best use of resources, and make well-informed decisions.

Our overall approach is that we welcome complaints as an opportunity to improve
our services. Indeed, our definition of a complaint is “any expression of
dissatisfaction whether justified or not”, which is deliberately wide to ensure that
complaints are recognised and are properly addressed.

The Customer Feedback & Complaints Team in Customer Services is responsible
for the development and implementation of policy and procedures on complaints.
In addition, the Team acts as the Council’s liaison point with the Local Government
Ombudsman (LGO), Housing Ombudsman (HO) and Parliamentary & Health
Service Ombudsman (PHSO).

The three Ombudsmen provide a free, independent and impartial service. They
consider complaints about the administrative actions of local authorities. They
cannot question what a council has done simply because someone does not agree
with it. However, if they find something has gone wrong, such as poor service or
service failure, and that a person has suffered as a result, they aim to get it put
right by recommending a suitable remedy.

The LGO’s powers are set out in the Local Government Act 1974, as amended.
The HO'’s powers are set out in the Housing Act 1996, as amended. The PHSO’s
powers are set out in the Parliamentary Commissioner Act 1967, as amended, and
the Health Service Commissioners Act 1993, as amended.

SUMMARY
This report provides an overview of the complaints received, and formally referred
and determined by the Ombudsman during the twelve months from 1 April 2016 to

31 March 2017.

The report also identifies future developments and areas for improvement in
complaint management.

The report is jointly presented by the Director of Legal Services and the Director of

HR and Customer Services, who are respectively the Council’s Monitoring Officer,
and the Director responsible for managing the Complaints Service.
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3.0

3.1

3.2

3.3

3.4

3.5

3.6

3.7

MAIN BODY OF THE REPORT

Overview

Since the Council’s Complaints Policy was revised in April 2014, there has been a
marked decline in the number of formal complaints recorded on the Council’s
complaints management system, with the number plateauing out over the period 1
April 2015 to 31 March 2017.

In 2013/14, there were 906 formal complaints about Council Portfolios. The figure
fell to 684 in 2014/15 (the year of the policy change); 561 in 2015/16; and 560 in
2016/17.

To some extent, this fall can be attributed to the introduction of the ‘problem
solving’ approach to complaints. This approach is intended to promote early
resolution, and a less bureaucratic way of dealing with complaints. Therefore,
based on the fall in the number of recorded complaints, the policy change can be
seen to be a success.

However, looking at formal complaint numbers recorded about the two statutory
social care areas over the last four years, these have remained reasonably static,
and now account for over half of formal complaints recorded, having accounted for
a third in 2013/14.

2013/14 2014/15 2015/16 2016/17
Adults 210 151 152 159
Children’s 122 111 88 137
Total 332 262 240 296

Meanwhile, the number of complaints recorded by services under the corporate
complaints process has fallen significantly. For example:

2013/14 2014/15 2015/16 2016/17
Place 284 191 112 97
Resources 200 50 40 40
Capita 403 164 55 24

At the same time, the number of Local Government Ombudsman (LGO) enquiries
has risen by around a third:

2013/14

2014/15

2015/16

2016/17

Ombudsman
enquiries

101

123

143

136

An explanation for this is that while the statutory social care complaints are
recorded by the Customer Feedback & Complaints Team, complaints about other
services are recorded by the services themselves. This may mean that some
formal complaints are not being routinely recorded on the complaints management
system. Where issues of non-recording are identified, the Customer Feedback &
Complaints Team works with service managers, client managers and performance
leads to promote good practice in complaints recording.
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3.8

3.9

3.10

3.11

3.12

3.13

3.14

3.15

Turning to complaints dealt with by the Ombudsman, the Council’s Customer
Feedback & Complaints Team recorded a total of 136 separate enquiries made by
the Ombudsman during 2016/17- a decrease of seven from the 2015/16 figure of
143.

The service areas that generated the largest number of Ombudsman enquiries
during 2016/17 were Streets Ahead (29), Adult Social Care (19) and Council
Housing (18). The figures for Adult Social Care and Streets Ahead are broadly the
same as the previous year. However the figure for Council Housing dropped from
25 to 18.The largest increase was about the Housing Benefits service — up from 4
to 10.

The Ombudsman reported that 175 enquiries were received about the Council
during 2016/17, compared with 199 in 2015/16. This figure is higher than the 136
recorded by the Council’s Customer Feedback & Complaints Team because it
includes, for example, people who made a ‘premature’ complaint to the
Ombudsman and who were signposted back to the Council, but who never
contacted us.

Based on the way the Ombudsman categorises local authority services, the
highest number of enquiries about the Council were about Highways & Transport
(50); Education & Children’s Services (36); and Adult Social Care (33).

Enquiries about Highways & Transport increased for the fifth year in a row, and
now account for 29% of Ombudsman enquires, having accounted for 10% in
2012/13:

2012/13 2013/14 2014/15 2015/16 2016/17
Highway &
transport 10 25 34 40 50
enquiries

It is important to note that not all Ombudsman enquiries lead to a formal
investigation. In fact, of the 136 enquiries recorded by the Council’s Customer
Feedback & Complaints Team in 2016/17, three-quarters were not formally
investigated.

Of the 35 that were formally investigated, the highest numbers were about Adult
Social Care (12), Streets Ahead (10) and Education (6).

During 2016/17, the LGO determined that there was maladministration in 20
cases: 8 related to Adult Social Care; 7 related to Highways & Transport; 3 related
to Education & Children’s Services; 1 related to Benefits & Council Tax; and 1
related to Customer Services. The HO also determined maladministration in 2
complaints about Housing Repairs. Details of these complaints are set out in
Appendix B.

In total, the Council paid £15,845.50 in compensatory payments and other

reimbursements following Ombudsman enquiries (£12,460.50 of this related to
reimbursement of expenses incurred in transporting a child to school). This
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compares with £46,490.97 paid in 2015/16.

Looking at how Sheffield City Council compares with other local authorities, the
Ombudsman reported that enquiries fell across all core cities in 2016/17, with the
exception of Manchester.

In resolving complaints, we aim to work with the customer to try to achieve their
preferred outcome, and when appropriate we will apologise. When the Council is at
fault, we will aim to resolve the complaint by putting the customer back into the
position they would have been in had the fault not occurred, or by offering another
remedy if this is not possible.

We also aim to learn from complaints, so that we do not repeat the same problem,
and the table at Appendix B includes full details of the remedies, improvements
and changes that have been made following Ombudsman investigations.
Examples include:

e Special Educational Needs — during 2016/17, and into the current year,
the Ombudsman made a number of enquiries about delays in providing
children with Education, Health and Care Plans. The Ombudsman has
indicated that a Public Report is likely to be published about service failings
in this area. Senior managers in the People Portfolio have developed plans
to address the issues raised and improve performance, and are working
with Legal Services and the Customer Feedback & Complaints Team in
relation to the Ombudsman’s enquiries.

e Adult Social Care — a number of complaints about Adult Social Care in
2016/17 identified problems with the way the complaint itself had been
handled. As a result, the Customer Feedback & Complaints Team has
worked with senior managers in the service to put in place an improvement
plan. This includes training for managers on the process, and improved
monitoring of complaints.

Future developments

Nationally, the proposal to create a single Public Service Ombudsman (PSO) to
replace the LGO and the PHSO has been placed before Parliament as a Draft Bill.
However, at present, the timescale for legislating on this is not clear. Despite this,
the LGO and PHSO are working closely together on their approach to complaint
handling.

The proposed creation of a PSO is welcomed as it will support better handling of
complaints that have been escalated beyond the Council.

At a local level, the following have been identified by the Customer Feedback &
Complaints Team as actions and areas for improvement during 2017/18:

o Work with Directors, service managers, client managers and performance

leads to ensure compliance with the Complaints Policy in relation to the
logging of complaints and recording of outcomes.
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o Continue to work with client managers to improve reporting on complaints
concerning Amey, Capita and Veolia

o End the collection of customer satisfaction data, and instead undertake
analysis of escalated complaints to better understand reasons for
escalation. This will be reported in the Annual Report for 2017/18

° Further develop the complaints web-form to improve the routing of
complaints to enhance opportunities to problem solve complaints

o Work with the People Portfolio to improve access to the complaints
procedure for Children & Young People

RECOMMENDATIONS
The Audit & Standards Committee is asked to consider the Annual Ombudsman

Report in order to provide its view on the performance of Ombudsman complaints
and the issues raised.
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Appendix A
OMBUDSMAN COMPLAINTS

The Customer Feedback & Complaints Team keeps a record of the enquiries made by
Ombudsman about services provided by Sheffield City Council, both directly and through partners.
The table below shows the enquiries made about the Council during 2016/17.

Considered

Portfolio/ Service area ;‘:':';Elre without eEOLriI:ia;s Totals Totals
Partner P formal q 2016/17 2015/16
referrals - made
enquiries
Social Care -
Adults 3 4 12 19 21
Communities (H3°””.C" 6 10 2 18 25
ousing
Housing -
Other 2 1 0 3 2
Children Social Care -
’ ) ) 4 2
Young People Children's 3 9 S
& Families Education 3 6 6 15 20
Building
Control 0 0 0 0 0
Environmental 0 1 0 1 3
Services
Parking 1 6 0 7 12
Services
Place Planning 2 0 0 2 S
Highways 1 4 0 5 4
Land/property 0 3 0 3 1
Licensing 0 0 0 0 1
Trading
Standards 0 0 0 0 0
Customer
Services 1 1 1 3 2
Resources Legal 1 3 0 4 0
BIS 0 2 0 2 0
Other 0 0 0 0 2
Amey Streets Ahead 1 18 10 29 27
Capita Benefits 3 1 1 5 8
Revenues 3 6 10 4
Veolia Waste 0 1 0 1 1
Management
Totals 32 66 35 136 143

There was an overall decrease in the number of Ombudsman enquiries from 143 to 136, with the
number of formal enquiries reducing from 37 to 35. In most service areas, the number of enquiries
fell. Two areas that saw an increase in enquiries were Council Tax and children’s social care. In
common with other local authorities, the highest number of formal enquiries was about adult social
care.
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The Council’s average response time to Ombudsman formal enquiries in 2016/17 was 20 working
days, which meets the target set by the Ombudsman. 74% of formal enquiries were dealt with in
the 20 day target, which is an improvement from 50% in 2015/16.

In the Annual Review Letter, the Ombudsman has reported that 175 enquiries were received
about the Council during 2016/17. This figure is significantly higher than the 136 reported in the
table above because it includes, for example, people who have made a premature complaint to
the Ombudsman and who been signposted back to the Council by the Ombudsman, but who
never contacted us.

The table below shows what the Ombudsman’s 175 enquiries were about, compared with the
previous two years.

Ombudsman subject category 2014/15 2015/16 2016/17
Adult Social Care 38 32 33
Benefits and Tax 24 24 20
Corporate and other 8 12 6
Education and Children's Services 33 34 36
E?O\/;;E(r)nnental Services & Public 18 23 4
Highways & Transport 34 40 50
Housing 22 25 16
Planning & Development 11 8 10
Total 188 199 175

At the end of the enquiry or investigation, the Ombudsman provides a decision. The table below
provides details of the decisions over the last three years.

Ombudsman decisions 2014/15 2015/16 2016/17
qusgd gfter initial enquiries - out of o4 19 19
jurisdiction

Closed aftgr initial enquiries - no 26 44 43
further action

Not Upheld 25 27 21
Upheld: No further action/no injustice 3 1 5
Uphe!d: Maladministration and 16 20 15
Injustice

Report 0 1 0
Total 94 112 103
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How we compare

The table below compares the number of complaints received by the LGO across the Core Cities
based on information provided by the LGO in his Annual Review Letter.

Number Number Number of Number of Number of
» » % increase/ ) ) Upheld )
enquiries enquiries detailed complaints complaints
decrease rate
received received investigations upheld per 1000
/ 2016/17
2015/16 2016/17 2016/17 2016/17 population
Birmingham 523 452 -13% 101 63 62% 0.41
Bristol 183 156 -15% 39 22 56% 0.36
Leeds 217 201 7% 51 30 59% 0.27
Liverpool 180 163 -9% 42 24 57% 0.35
Manchester 140 144 +3% 15 5 33% 0.27
Newcastle 68 66 -3% 11 8 73% 0.22
Nottingham 105 100 -5% 23 8 35% 0.31
Sheffield 199 175 -12% 41 20 49% 0.30
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Appendix B

A summary of the 22 complaints which were upheld by the Local Government Ombudsman and Housing Ombudsman during 2016/17 is provided below.

Service/

Ombudsman Finding/Investigation

replaced a street light near his property
without consultation and is refusing to
move it from outside his window.

not positioned according to the design plan
and confirmed it would arrange for the new
street light to be relocated to the position
shown on the design plan.

p Complaint Remedy/Service Improvements
artner Outcome
Adult Social Mrs X complained that the Council The Ombudsman found faults in the way the | The Council has agreed to make Mrs X a
Care refused to acknowledge her mother’s Council considered and investigated £500 payment in acknowledgement of the
dementia, ignored professional safeguarding allegations about Mrs X, and delay in making progress with the
diagnoses, took too long to investigate | the Council has acknowledged and safeguarding investigation and responding
her complaint, and will not allow her apologised for those. The Council was not to Mrs X’s complaint. The Council also
access to her mother’s records. She at fault in carrying out the investigation itself | agreed to share its action plan following its
says the Council’s actions have however. review of practices.
damaged her relationship with her
mother.
Capita Mr A complained about the way the The Ombudsman concluded that the The Council has agreed to pay Mr A £150
Council handled his council tax account | Council was not at fault in the way it initially | to acknowledge his time and trouble
T and dealt with his claim for council tax took recovery action against Mr A for non- dealing with his council tax account. The
Q support. payment of council tax. The Council was at | Council agreed to complete a review of
L% fault for overlooking a backdating request, how information is passed between the
- delayed responses to other requests and Council Tax Section and Benefits Service.
~ taking action which resulted in a final
~ reminder Mr A that should not have
received.
Parking Mr B complained about how the Council | The Council accepted there was delay in The Ombudsman decided not to
Services handled his complaint about a penalty responding to some of Mr B’s emails. It also | investigate the complaint, as he
charge notice issued to his partner, did not provide any final response to his considered the Council’s offer a
Miss C, for a parking contravention. complaint because the penalty charge reasonable remedy for any injustice
notice had been paid and the matter closed. | caused to Mr B or Miss C.
The Council offered to refund £35 to Miss C
to recognise the delay and failure to provide
a complaint response.
Streets Ahead | Mr X complained that the Council The Council accepted the street light was The Council relocated the street light and

issued a written apology to Mr X. The
Ombudsman considered this provided a
satisfactory remedy for the complaint.




commissioned care provider proposed
to withdraw its service from her mother,
Mrs'Y.

Mrs Y’s care provider gave notice to end its
service to her, but concluded this did not
cause significant injustice to Ms Z and Mrs
Y. The Ombudsman also found fault as the

|?erwce/ Complaint Ombudsman Finding/Investigation Remedy/Service Improvements
artner Outcome
Council MrY complained about the Council’s The Ombudsman found that there were The Ombudsman ordered the Council to
housing handling of a leak into his flat. missed opportunities to thoroughly review pay compensation of £150 to Mr X (£100
the case and respond within the complaints | in recognition of the inconvenience caused
procedure, and that this could have resulted | by the delay in resolving the leak and £50
in a resolution at an earlier stage. Whilst the | in recognition of Mr X’s time and trouble in
contractors’ insurers made Mr Y an offerin | pursuing the complaint).
full and final settlement of the claim for
damages to his belongings, this was made
over a year after Mr Y had first raised his
complaint.
Adult Social Mrs D complained that the Council The Ombudsman found that the Council After considering Mrs E’s personal
Care failed to properly investigate failed to provide Mrs E with domiciliary care | circumstances, the period of time she
safeguarding concerns about her in line with her care plan, which caused her | experienced distress and the number of
mother, Mrs E’s, care. She also distress. It was also delayed in responding failings in Mrs E’s care, the Council
U complained it failed to respond to her to Mrs D’s complaint. agreed to pay Mrs E £600 in recognition of
g complaint in a timely manner. the distress she has experienced and poor
[©) care she has received; and pay Mrs D
= £200 in recognition of the uncertainty and
a distress she has experienced and the time
and trouble in pursuing her complaint.
The Council also agreed to:
a) remind all care providers that it is a
contractual and legal requirement to keep
accurate records and provide these to the
Council on request
b) instruct all care providers to confirm that
the above requirement is part of the
induction for staff, and that they must
reinforce this to all staff.
Adult Social Ms Z complained that the Council did The Ombudsman found the Council was at | The Council agreed to send a written
Care not follow its own procedures when its fault as it did not follow its procedures when | apology to Ms Z for the avoidable time and

trouble caused by its delay in responding
to her complaint. The Council also agreed
to ensure it follows its procedures on
home care re-provision in the event it




elderly aunt and uncle (Mr and Mrs B)

were shortcomings in the timing and

I?erwce/ Complaint Ombudsman Finding/Investigation Remedy/Service Improvements
artner Outcome
Council delayed significantly in responding receives notices from a care provider to
to Ms Z's complaint, which caused end its service to a service user.
avoidable time and trouble to her.
8. | Customer Ms N complained about the Council’s The Ombudsman found the Council was at | The Council agreed to apologise to Mrs N,
Services decision to refuse her an application for | fault for the way it handled Mrs N’s award her a pass, and pay £150 for her
a disabled person’s travel pass. application for a disabled travel pass. time and trouble. In the absence of its own
policies, the Council also agreed to follow
the national guidance and check for any
additional persons also affected by this
fault.
9. | Special Mrs X complained that the Council The Ombudsman found the Council was at | In addition to the action already taken by
Educational delayed in providing her daughter, H, fault when it took too long to finalise H’s the Council (an apology and agreement to
Needs with a finalised Education, Health and Education, Health and Care Plan and deal change the information it provides
Care Plan; misinformed her and Mrs X’s complaints. parents), the Council agreed to make Mrs
delayed in dealing with her requests for X a financial payment of £300 for the
;_,U a personal budget; and did not provide stress and frustration it has caused her.
Q H with a suitable education while she
(li was out of school from October 2015.
© 10.| Council Mr B complained about the Council’s The Ombudsman found there was some The Ombudsman ordered the Council to
Housing response to his request for delay in the fitting of fans in the property. make Mr B a payment of £100 in
compensation in relation to disrepair in recognition of the shortfalls in service he
his property and belongings damaged experienced relating to the fitting of fans.
by damp.
The Ombudsman saw no justification to
order the Council to increase the goodwill
payment of £450 it had already offered in
respect of damage to belongings.
11. | Adult Social Mr A complained that the Council The Ombudsman found that the Council To remedy the injustice, the Council
Care promised to consult his daughter (Ms should have involved Ms C in a consultation | apologised and paid Ms C £100 for the
C) before changing her care provider, about a new care provider, and its failure to | avoidable distress this caused her.
but failed to do so. do so was fault, causing distress.
12. | Adult Social MrY complained that the care agency | The Ombudsman noted that the Council The Ombudsman concluded the Council’s
Care who provided a care service for his had acknowledged that on occasions there | actions had already remedied the injustice

caused by poor service and there was no




respond to her complaint in a timely
and comprehensive manner; failed to
provide her with weekly information
about care provided to her mother;
failed to respond to emails and phone

system and that it failed to communicate
properly with Mrs Y during the complaint.

|?erwce/ Complaint Ombudsman Finding/Investigation Remedy/Service Improvements
artner Outcome
turned up late for calls, left his aunt in a | delivery of care calls; and had apologised reason for the Ombudsman to pursue the
soiled or wet state, and failed to for this, and adjusted the payments made complaint further. The agency no longer
complete Medical Administration accordingly. provides a service to Mr and Mrs B.
Records (MAR) contemporaneously.
The Ombudsman found evidence that the
Council had followed up with the agency,
instances where Mr X reported late or
unsatisfactory calls. Those actions
remedied the injustice caused by late calls.
There was no evidence available to
investigate properly the allegations that
MAR charts were not kept properly.
13. | Special Mr and Mrs H complained that the The Ombudsman found the Council was at | The Council issued a formal apology;
Educational Council had refused to backdate fault in failing to provide home to school reimbursed Mr and Mrs H for the distance
U Needs beyond April 2015 the expenses they transport or payment for this to the school travelled in transporting their daughter to
g had incurred in transporting their child named in a statement of special educational | and from school between October 2013
) to the school named in her statement of | needs. and April 2015 (£12,460.50) and paid
= special educational needs. them an additional £200 in recognition of
g the time and trouble they have been put to
in pursuing this matter and in recognition
of the delay in providing the financial
support they were entitled to.
The Council confirmed it has improved its
practice in initial travel assessments to
ensure that similar failings do not reoccur,
but has further agreed to review out of city
placements for other children where these
have not been subject to review at
tribunal.
14. | Adult Social Mrs Y complained on behalf of her The Ombudsman found the Council was at | The Council had already apologised for
Care mother, Mrs S, that the Council failed to | fault for not having an adequate invoicing failing to communicate properly with Mrs Y

about its complaint handling, but agreed to
take the following further action:

a) Provide Mrs Y with electronic
timesheets until the new invoicing system




provide suitable care; failed to
adequately support Mr Y to engage fully
with his family; failed to deal properly
with the allegation that a care worker
punched him in the eye; and failed to
respond effectively to Mr X’s complaints
about these issues.

to Mr'Y through the care provider. The
Council also failed to adequately support Mr
Y to engage fully with his family. It also
failed to involve Mr X in deciding about Mr Y
moving home and failed to respond
effectively in full to Mr X’s complaints about
these issues until December 2015.

The Ombudsman did not find the Council
was at fault in the way it dealt with the

|?erwce/ Complaint Ombudsman Finding/Investigation Remedy/Service Improvements
artner Outcome
calls and provide reassurance that care is in place.
was being properly provided; and b) Remind officers about the importance of
prevented Mrs Y from speaking to returning calls and emails from service
certain officers and did not users and their families; and to tell service
communicate with Mrs Y in a users and their families about any delay
professional manner. and when they will be in a position to
provide a substantive response;
¢) Review the outcome of this complaint
and the issues identified in the
implementation of its complaints
procedure. The Council should remind
officers to tell complainants if there is a
change in the length of time it will take the
Council to deal with a complaint. It should
also update the complainant about
timescales. The Council should also tell
complainants if for whatever reason it
;DU decides not to investigate the whole or
L% part of a complaint.
'5 15. | Adult Social Mrs A complained on behalf of her The Ombudsman found the Council was at | The Council agreed to remedy the
= Care sister, Mrs X, that there was not enough | fault because it did not do enough to help injustice by apologising to Mrs X and pay
help trying to find a care provider, and Mrs X find another care agency to support her £100 in recognition of her
the social worker made mistakes on the | her, and it took too long to authorise a inconvenience.
support plan. support plan. For a short period of time, Mrs
X did not receive a care call.
16. | Adult Social Mr X complained on behalf of his The Ombudsman found the Council was at | The Council agreed to pay Mr Y £250 for
Care brother, Mr Y, that the Council failed to | fault when it failed to provide suitable care the increased risk of harm it caused him

due to the poor quality of care from the
original care provider; and pay Mr X and
Mr Y £100 each for the opportunities they
lost because the original care provider
failed to fully support Mr Y’s engagement
with the family; pay Mr X £100 for his time
and trouble in bringing his complaints over
at least three years. The Council has
further agreed to ensure that Mr Y’s
support plan is properly implemented by




Service/

Ombudsman Finding/Investigation

complaint that social workers failed to
provide adequate support.

complaint about the substantive matters.

Partner Complaint Outcome Remedy/Service Improvements
allegation that a care worker punched MrY | the current care provider.
in the eye.

17. | Streets Ahead | Mrs Z complained that the Council The Ombudsman found no fault in the The Council agreed to write to Mrs Z to
replaced a streetlight outside her Council’s installation of a replacement apologise for giving confusing and
house, moving its position, without streetlight opposite Mrs Z's home. However, | contradictory advice on whether, and by
consulting local residents. She he did find fault in how the Council dealt how much, the streetlight could be moved.
complained this had obstructed her with Mrs Z, including how her complaint was
greatly valued view. Since starting work | dealt with. The Council also agreed to consider how
the Council refused to consider moving to give clearer and more consistent
the light or to meet with her to discuss guidance on its flexibility to consider
the matter. adjustments to lighting column installation

in future.

18. | Streets Ahead | Mrs X complained the Council had put | The Ombudsman found that the Council The Council agreed to apologise and pay

U a street light outside her property failed to redress the impact of new street Mrs X £250 in recognition of the excessive
g without considering the impact this will | lighting on Mrs X’s property in a timely time taken to resolve the impact of the
D have on light coming into her bedroom | manner and the time taken to reduce the new street light on her property.
(BN window. Mrs X also complained that the | impact of the street light on Mrs X’s property
% Council had treated her complaint in a was excessive and amounted to fault.
dismissive and unprofessional way.

19. | Streets Ahead | Ms B complained that the Council was | The Ombudsman found the Council was at | The Ombudsman closed her investigation
at fault for installing a new streetlight fault for providing Ms B with the wrong on the basis the light level now falls below
outside of her property which shines information about recommended light the recommended maximum light intensity
into her bedroom making it difficult to intensity levels for a street light outside of and the Council did not need to take any
sleep at night. She complained the her property. This resulted in her pursing further action to reduce it.

Council has provided her with her complaint six months longer than she
conflicting information and has been needed to.
slow to correct the fault and to respond
to her complaint. She complained the
Council has also re-classified her road
as an urban route.
20. | Children and | Miss X complained that the Council had | The Ombudsman found the Council was The Council revisited its decision and
Families refused to consider her historic wrong to at first refuse to consider the agreed to deal with Miss X’s complaint

about actions by social services when she
was a child.




I?erwce/ Complaint Ombudsman Finding/Investigation Remedy/Service Improvements
artner Outcome
21. | Streets Ahead | Mr A complained that the Council The Ombudsman did not start an Officers visited the site and decided to
placed a street light in the middle of a investigation because in response to initial move the light to the other side of the
tree. enquiries the Council decided to reconsider | road.
the complaint and to move the street light.
22. | Parking Mr X complained that the Council The Ombudsman did not start an The Council cancelled the PCN and
Services ignored emails he sent about a Penalty | investigation because in response to initial apologised to Mr X. The Council also

Charge Notice.

enquiries the Council explained it had found
Mr X’s emails and agreed to find out what
went wrong; apologise to Mr X and cancel
the PCN.

agreed to review what went wrong.
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Sheffield Audit & Standards
City Councll Committee Report

Report of: Mark Bennett, Director of HR and Customer
Services/ Gillian Duckworth, Director of Legal
Services

Date: 17t October 2019

Subject: Annual Ombudsman Complaints Report 2018/19

Author of Report:

Summary:

This report provides an overview of the complaints received, and formally
referred and determined by the three Ombudsmen (Local Government & Social
Care Ombudsman, Parliamentary & Health Service Ombudsman and Housing
Ombudsman) during the twelve months from 1 April 2018 to 31 March 2019.

The report also identifies future developments and areas for improvement in
complaint management.

The report is jointly presented by the Director of Legal Services and the Director
of HR and Customer Services, who are respectively the Council’s Monitoring
Officer, and the Director responsible for managing the Complaints Service.

Recommendations:

The Audit & Standards Committee is asked to consider the Annual Ombudsman
Report in order to provide its view on the performance of Ombudsman
complaints and the issues raised.

Background Papers:

LGSCO Annual Letter

Category of Report: OPEN
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Statutory and Council Policy Checklist

Financial Implications

Legal Implications

Equality of Opportunity Implications

NO

Tackling Health Inequalities Implications

NO

Human rights Implications

NO:

Environmental and Sustainability implications

NO

Economic impact

NO

Community safety implications

NO

Human resources implications

NO

Property implications

NO

Area(s) affected

None

Relevant Cabinet Portfolio Lead

Cabinet Member for Finance & Resources

Relevant Scrutiny Committee if decision called in

Not applicable

Is the item a matter which is reserved for approval by the City Council?

NO

Press release

NO
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Annual Report Ombudsman Report

1.0

1.1

1.2

1.3

1.4

1.5

1.6

2.0

2.1

2.2

2.3

INTRODUCTION

The effective handling of customer complaints across the organisation enables the
Council to be open and transparent, respond in the right way, make the best use of
resources, and make well-informed decisions.

We welcome complaints as an opportunity to improve our services. Indeed, our
definition of a complaint is “any expression of dissatisfaction whether justified or
not”, which is deliberately wide to ensure that complaints are recognised and are
properly addressed. We also encourage positive feedback on the services we
provide.

The Customer Feedback & Complaints Team in Customer Services is responsible
for the development and implementation of policy and procedures on complaints.
In addition, the Team acts as the Council’s liaison point with the Local Government
& Social Care Ombudsman (LGSCO), Housing Ombudsman (HO) and
Parliamentary & Health Service Ombudsman (PHSO).

The Ombudsmen provide a free, independent and impartial service. They consider
complaints about the administrative actions of local authorities. They cannot
question what a council has done simply because someone does not agree with it.
However, if they find something has gone wrong, such as poor service or service
failure, and that a person has suffered as a result, they recommend a suitable
remedy.

The LGSCO’s powers are set out in the Local Government Act 1974, as amended.
The HO’s powers are set out in the Housing Act 1996, as amended. The PHSO'’s
powers are set out in the Parliamentary Commissioner Act 1967, as amended, and
the Health Service Commissioners Act 1993, as amended.

Overall, the Council and its strategic delivery partners (Capita and Veolia) dealt
with 3,042 complaints through the formal complaints process in 2018/19. The
LGSCO has reported that 165 enquiries were received about the Council and its
strategic delivery partners during 2018/19. Our records show the Housing
Ombudsman made enquiries/investigations into 12 complaints.

SUMMARY

This report provides an overview of the complaints received, and formally referred
and determined by the Ombudsmen during the twelve months from 1 April 2018 to
31 March 2019.

The report also identifies future developments and areas for improvement in
complaint management.

The report is jointly presented by the Director of Legal Services and the Director of
HR and Customer Services, who are respectively the Council’s Monitoring Officer,
and the Director responsible for managing the Complaints Service.
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3.0

3.1

3.2

3.3

3.4

3.5

3.6

MAIN BODY OF THE REPORT

Overview

In 2018/19, there were 710 ‘formal’ complaints about Council Portfolios. This is an

increase on the numbers received the previous two years.

2016/17 2017/18 2018/19
People 307 375 361
Place 222 238 303
Resources (inc. PPC) 31 70 46
Total 560 683 710
Amey 2398 2164 1744
Capita 24 76 228
Veolia 287 187 360
Total inc. partners 3269 3110 3042

The Council’s Customer Feedback & Complaints Team recorded a total of 137
complaints received by the LGSCO and HO during 2018/19, a similar level to the
136 received the previous year. A breakdown by service area is provided at
Appendix A (Table 1).

The LGSCO reported that 165 enquiries were received about the Council during
2018/19, compared with 186 in 2017/18. A breakdown is provided at Appendix A
(Table 2). The number reported by the LGSCO is higher than the number
recorded by the Council’s Customer Feedback & Complaints Team because it
includes, for example, people who have made an ‘incomplete or invalid’ complaint
or cases wWhere advice was given but details not shared with the Council.

2016/17 2017/18 2018/19
136 186 165

LGSCO
enquiries

The service areas that generated the largest number of Ombudsman enquiries
during 2018/19 were Streets Ahead (25), Adult Social Care (19), Council Housing
and Repairs (15) and Education- SEN/Admissions (15). These numbers are
broadly the same as the previous year, with the exception of the figure for Streets
Ahead which dropped from 29 to 25.

It is important to note that not all Ombudsman enquiries lead to a formal
investigation. In fact, of the 137 enquiries recorded by the Council’s Customer
Feedback & Complaints Team in 2018/19, 68% were concluded without a formal
investigation. Of the 44 that were formally investigated, the highest numbers were
about Council Housing and repairs (10), Streets Ahead (10) and Education (8).

The Council’'s average response time to preliminary enquiries in 2018/19 was 8
days and its average response time to initial formal enquiries in 2018/19 was 24
working days. The latter exceeds the 20 working day target set by the
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Ombudsman. Only 35% of formal enquiries were being responded to within the 20
working day target. This is a drop in performance from 52% in 2017/18 and is
mainly due to late service comments/information.

In resolving complaints, we aim to work with the customer to try to achieve their
preferred outcome, and when appropriate we will apologise. When the Council is at
fault, we will aim to resolve the complaint by putting the customer back into the
position they would have been in had the fault not occurred, or by offering another
remedy if this is not possible.

During 2018/19, the LGSCO upheld 22 complaints and the HO upheld 3
complaints. A breakdown of all LGSCO/HO decisions is provided at Appendix A
(Table 3 and 4). Further details of the upheld complaints and the remedies and
service improvements that were agreed are set out in Appendix B.

In total, the Council paid £14,750 in compensatory payments and other
reimbursements following Ombudsman enquiries. This compares with £15,845.50
paid in 2017/18.

Looking at how Sheffield City Council compares with other local authorities (see
Appendix A - Table 5 and 6), Sheffield City Council saw the highest % reduction in
complaints received by the LGSCO than all of the other core cities in 2018/19. In
terms of LGSCO recommendations Sheffield City Council, like all the other Core
Cities during 2018/19, had a 100% compliance rate but we were ‘late’ in
completing agreed actions in 2 complaints.

We aim to learn from complaints, so that we do not repeat the same problem.
Appendix B includes details of the remedies, improvements and changes that
have been made following Ombudsman investigations. Examples of key
learning/service improvements include:

e Action plan developed for collecting assessed charges from care home
residents, rather than allowing care providers to do this. This work ongoing
and pre-implementation planning is due to be completed in October 2019
(Social Care Accounts Service).

e Protocols between SCC/CCG/SHSCT developed to include escalation
process for complex cases. Autism training arranged for Council and trust
staff (Adult Social Care).

e Assistant Service Manager given responsibility for oversight of personal
budgets to ensure that they are addressed in an appropriate manner going
forward. Communication to all staff that personal budgets should remain in
place until the point where a change is agreed through an Annual Review.
Separate communication to finance colleagues that these contracts must
remain in place and paid until a formal change is agreed via the EHC
Panel. (SEND Statutory Assessment & Review Service 0-25)

e Senior Business Support Officer recruited and Health Single Point of
Access (SPA) now within the service. Health provision within service will
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expand in the medium term to include clinicians and access to NHS
databases. (SEND Statutory Assessment & Review Service 0-25)

¢ Internal processes developed to ensure a decision letter including
information about appeal rights it sent to parents/carers when an EHC plan
is reviewed and weekly report created to identify “dual school registrations”
with start dates. (SEND Statutory Assessment & Review Service 0-25)

e Approach to compensation reviewed giving investigating managers
discretion to award over £250 in exceptional circumstances. (Repairs and
Maintenance Service)

e The wording of traffic restriction signs relating to road works amended to
read ‘week days’. (Amey)

¢ Number of public leaflets and factsheets produced and published on SCC
website i.e.” Adult Safeguarding - what to expect’; 'Best interests meeting';
'‘Assessing mental capacity'; 'Deprivation of liberty orders'; 'Independent
advocacy' and ‘Adult Social Care Complaints Procedure’. (Adult Social
Care and Customer Services)

Future developments

There has been little progress around the proposal to create a single Public
Service Ombudsman (PSO) to replace the LGO and the PHSO. The timescale for
legislating on this remains unclear.

At a local level, the following have been identified as actions and areas for
improvement during 2019/20:

e Review and develop public facing complaints information on SCC website;

e Review and develop online complaint form to ensure it is easy to use and to
ensure effective routing of complaints.

e Development of CRM system to improve recording and reporting of
complaints, compliments and suggestions.

¢ Review and develop the information/guidance available to all employees
and managers around resolving, investigating, reviewing and responding to
complaints.

e Launch of new half day classroom course “Customer Complaints — Effective
Handling” aimed at managers who resolve, investigate and respond to
complaints.

RECOMMENDATIONS
The Audit & Standards Committee is asked to consider the Annual Ombudsman

Report in order to provide its view on the performance of Ombudsman complaints
and the issues raised.
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Appendix A
OMBUDSMAN COMPLAINTS

Table 1: This table shows a breakdown of the 137 ombudsman complaints recorded by the
Council’'s Customer Feedback and Complaints Team during 2018/19.

Table 1:
. Formal
. Formal Considered .
Portfolio/ . . /detailed Totals Totals
Subject premature without . L.
Partner o investigations  2018/19 2017/18
referrals Investigation
made
Social Care - 5 9 5 19 18
Adults
Social Care -
People Children's ¥ 2 ! 12 14
Education 2 5 8 15 16
Libraries 0 1 0 1 0
Bere.avement 0 2 0 2 1
Services
Counf:ll Housing & 2 3 10 15 15
Repairs
Housing - other 2 4 2 8 11
Environmental 1 0 1 2 0
Place Services
Parking Services 3 2 0 5 7
Planning 1 5 3 9 6
Highways 0 0 0 0 1
Land/property 0 0 0 0 1
Licensing 0 1 0 1 0
Customer Services 0 3 0 3 2
Legal 0 3 0 3 3
Resources Business Change &
Information 0 1 0 1 1
Services
Miscellaneous 0 0 0 0 1
Amey/Client | Streets Ahead 1 16 8 25 29
Capita Benefits 2 7 3 12 8
Revenues 0 0 0 0 2
Veolia/Client | Waste
0 1 3 4 0
Management
Totals 28 65 44 137 136
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Table 2: This table shows a Breakdown of the 165 complaints/enquiries received by the LGSCO
in 2018/19, compared with the previous two years.

LGO subject category 2016/17 2017/18 2018/19
Adult Social Care 33 32 28
Benefits and Tax 20 17 17
Corporate and other 6 14 12
Educ_atlon and Children's 36 46 34
Services

Environmental Services and 4 17 o5
Public Protection & Regulation

Highways & Transport 50 33 21
Housing 16 16 18
Planning & Development 10 11 10
Total 175 186 165

Table 3: This table shows a breakdown of LGSCO decisions over the last three years.

LGSCO Decisions 2016/17 2017/18 2018/19
Incomplete or invalid 4 9 13
Advice Given 5 3 7
Referred back for local resolution 67 62 51
Closed after initial enquiries 60 65 62
Investigated — not upheld 21 11 13
Investigated - upheld 20 22 22
Report 0 1 0
Total 177 172 168

Table 4: This table shows a breakdown of HO decisions during 2018/19.

HO Decisions 2018/19

Closed after initial enquiries 3
Investigated — not upheld 4
Investigated - upheld 3
Total 10

Table 5: This table compares complaint numbers across the Core Cities based on information
provided by the LGSCO in the Annual Review Letters.

Number Number % increase/ Number of
enquiries enquiries decrease enquiries per
received received (+/-) 1000
2017/18 2018/19 population
Birmingham 455 484 +6% 0.42
Bristol 129 136 +5% 0.29
Leeds 189 187 -1% 0.24
Liverpool 147 136 -8% 0.27
Manchester 167 176 +5% 0.32
Newcastle 67 73 +8% 0.24
Nottingham 103 106 +1% 0.31
Sheffield 186 165 -13% 0.28
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Table 6: This table compares complaint outcomes across the core cites based on information
provided by the LGSCO in the Annual Review Letters.

Number of Number of Upheld rate Number of complaints Compliance with

detailed complaints 2018/19 where Satisfactory Ombudsman

investigations upheld Remedy provided before = Recommendations

2018/19 2018/19 complaint reached 2018/19 (% late

Ombudsman 2018/19 (% compliance)

of upheld cases)

Birmingham 100 77 7% 10 (13%) 100% (4%)
Bristol 18 12 67% 3 (25%) 100% (0%)
Leeds 47 21 45% 1 (5%) 100% (9%)
Liverpool 30 22 73% 3 (14%) 100% (5%)
Manchester 38 21 55% 6 (29%) 100% (6%)
Newcastle 14 9 64% 4 (44%) 100% (0%)
Nottingham 26 18 69% 1 (6%) 100% (0%)
Sheffield 35 22 63% 3 (14%) 100% (13%)
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A summary of the 25 complaints which were upheld by the LGSCO and HO during 2018/19 is provided below.

Appendix B

Portfolio/ Complaint Ombudsman Agreed Remedy/Service Completion of
Partner Finding/Investigation Outcome Improvements Agreed
Remedies
1 Place — Mr D complains about the The Ombudsman found the Council | The Council agreed to reconsider its Agreed actions
Streets planned removal and at fault for not giving its independent | decision as part of a new strategy completed in
Ahead replacement of a tree under tree panel all its reasons for wanting | towards street trees and to apologise to timescales -
the Council’s ‘Streets Ahead’ | to remove this tree and for a Mr D for misleading him. LGSCO has
programme. misleading reply to an enquiry from recorded
Mr D. The Ombudsman considers compliance
the faults have caused uncertainty outcome of
about whether the tree needs ‘Remedy
removing. complete and
satisfied”
2095| Place - Ms C complains about the The Ombudsman found the Council | The Council agreed to reconsider its Agreed actions
% Streets planned removal and at fault for not giving its independent | decision as part of a new strategy completed in
— Ahead replacement of a tree under tree panel all its reasons for wanting | towards street trees and to apologise to agreed
e the Council’s ‘Streets Ahead’ | to remove this tree and for a Ms C for misleading her. timescales-
W programme. misleading reply to an enquiry from LGSCO has
Ms C. The Ombudsman considers recorded
the faults have caused uncertainty compliance
about whether the tree needs outcome of
removing. “‘Remedy

complete and
satisfied”




3 People — | Mr B complains about the The Ombudsman finds the Council | In addition to £300 already offered by the | Agreed actions
ASC Council’s handling of his failed to fully consider and discuss Council in recognition of lost opportunity, completed -
parents’ care planning. He with Mr B the cost implications of uncertainty, inconvenience and time and LGSCO has
says it decided they should the proposed care package and trouble the Council has agreed to remedy recorded
remain in their own home but | alternative options. It also failed to the injustice caused by making the compliance
failed to consider whether this | properly advise him what should following further payments: outcome of
was an appropriate and happen in response to his objection | « £250 for the uncertainty caused by its “‘Remedy
affordable plan. to the best interest decision and failure to properly advise him what complete and
failed to make an application to the | should happen in response to his satisfied”
court of protection. objection to the best interest decision and
its failure to make an application to the
court of protection; and
+ £500 for the uncertainty caused by its
failure to fully consider and discuss with
him the financial implications of the
o various care options and the influence
Q) this may have had on the Council’s best

Q interest decision in September 2015.

4;: People — | Mrs B complains the Council | The Ombudsman found fault when | The Council had already repaid the Agreed actions
© SEN did not pay part of her son’s the Council stopped payments and | outstanding amount and apologised to completed -
B Education, Health and Care this caused Mrs B injustice because | Mrs B, explained why payments were LGSCO has

Plan funding. it has not considered the distress stopped and confirmed action it has recorded
caused to the family during the taken to prevent this happening again. compliance
period payments were not made. The Council further agreed within 4 outcome of

weeks to a) Pay Mrs B £500 in ‘Remedy
recognition of the distress caused by the complete and
Council’s failure to properly make satisfied”

payments for child C's EHCP; and b)
Provide the Ombudsman with evidence
of the structural changes and training the
Council has said it has made or proposes
to make, to ensure there is no recurrence
of this problem.




5 Place — Mr X complains about a Complaint upheld but the No further remedy/service improvement N/A - No Follow
Parking Penalty Charge Notice. Ombudsman will not investigate this | identified. on Actions
Services complaint because the Council has

already provided a fair remedy by
cancelling the fine and because the
complainant could have appealed to
the tribunal.
6 People — | Mrs G complained the Council | The Ombudsman found fault in the | Council agreed to make a payment of Agreed actions
SEN failed to put in place the Council failing to specify the service | £100 per month from September 2016 to completed -
services specified in her owed to Mrs G’s daughter and date; and continue making payments LGSCO has
daughter’s Education, Health | delays in finalising amended plan until the EHCP has been issued. The recorded
and Care Plan. It also delayed | following Annual Review. Council also agreed to make a payment compliance
sending a revised Plan of £300 for the time and trouble that Mrs outcome of
following Annual Review. G has had in chasing up the latest “‘Remedy
EHCP. The Council agreed to consider complete and
changing its procedures (within 4 satisfied”
months) to ensure that health
U professionals work with it in order to
g provide services to children who need
@D them; particularly when assessments are
= specified in an EHCP.

7qn Place - Mr X complained about the The Ombudsman found excessive Council agreed to pay additional £500 for | Agreed actions
Council Repairs Service’s handling of | delays in completing works to the significant inconvenience caused by completed —
Housing maintenance works in the kitchen and bathroom and excessive delays. Also agreed to complaint
Repairs kitchen and bathroom and the | considered the £250 payment arrange to arrange further inspection to closed by HO

amount of compensation offered did not adequately reflect satisfy all maintenance issues resolved;
offered. the individual circumstances or and review approach to compensation to
service failure experienced. ensure investigating managers have
discretion in exceptional circumstances.

8 Place — Ms X complained about the The Ombudsman found 3 month Council agreed to pay £150 (£75 in Agreed actions
Council Council’s response to her delay in responding to her reports of | respect of any distress/inconvenience completed —
Housing reports about its handling of ASB and mistakes in the handling of | experienced as a result of its delay in case closed by

her personal information her complaints — failure to keep responding to her reports about ASB; HO

following her reports about a
neighbour (including ASB)
and complaints handling.

evidence provided confidential.

and £75 in respect of any
distress/inconvenience experienced as a
result of mistakes in complaint handling.




9 Place — Mr B complained about the The Ombudsman found fault in the | No further remedy/service improvement N/A — no further
Streets Council’s decision to fell street | lack of detail published by the identified. action
Ahead trees on the road where he Council in response to independent

lives. advice it received saying it could
save some of the trees. However,
they did not consider the fault led to
an injustice as the Council later
provided more justification for its
position.
10 People — | Mrs C complained about the The Ombudsman found failures in Council agreed to write to Mrs C and her | Agreed actions
SEN way the Council completed the EHCP process in particular child within 3 weeks to apologise for the completed -
her child education and health | delays in the process. failures in the EHCP process; and send LGSCO has
care plan (EHCP). them £500 in recognition of the injustice recorded
caused. The Council further agreed to compliance
write to the Ombudsman (within 2 outcome of
o months) to state how it performed against ‘Remedy
Q its 2017/18 targets. complete and
Q satisfied”
1‘[: Place — Mrs X complains the Council | The Ombudsman found fault as no | No further remedy/service improvement N/A — No further
@ Streets failed to properly manage work was planned for the weekends | identified. Amey had already taken her action
S} Ahead traffic restriction signs in her and therefore signage could have comments on board to such an extent
area relating to road works been either removed or made that its signs now only read ‘week days’.
and this caused clearer. However this did not
inconvenience. caused significant injustice as Mrs X
was reassured she would be
granted access ordinarily in any
event there would not be any
weekend works.
12 People - | Mr X and Mrs Y were unhappy | The Ombudsman found fault in the | Council agreed to apologise, provide Agreed actions
ASC about the Council’s Council not explaining the explanations around delay and pay Mr X completed —
interventions in their elderly processes it was obliged to the sum of £250 and Mrs Y £150 in Awaiting
mother’s care. They did not undertake, and the options open to | recognition of its fault and the resulting confirmation of
understand what the Council | them in relation to these. injustice. Council also agreed to consider compliance
wanted to achieve and why. Consequently, Mr X and Mrs Y were | service improvements to prevent a outcome from
confused, stressed for a period of recurrence of what happened. LGSCO

many months and afraid of their
mother being taken into care




against her wishes.

13 Place — Miss X complained the The Ombudsman found the Council | The Council agreed to apologise to Miss Agreed actions
Streets Council has failed to carry out | failed to carry out scheduled work X and pay her £100 for her avoidable completed -
Ahead work to reduce the size of a on the tree in November 2017. time and trouble in pursuing the LGSCO has
tree outside her home. complaint. The Council also agreed to recorded
complete the work on the tree by the end compliance
of November 2018. outcome of
“‘Remedy
complete and
satisfied”
145) People — | Miss C complained that the The Ombudsman found the Council | The Council had already cancelled the N/A -No further
Q ASC Council charged her for a wrongly advised Miss C that it charge and clarified its charging policy action
® sitting service to give her would not charge for a carer to sit with Miss C and the officer who
'5 respite from caring for her with her mother. The Council then misadvised her and so basis for
~ mother when it said it would charged Miss C’s mother for this. ombudsman to recommend further
be free; and wrongly action.
backdated the charges when
the service had been in place
for five months.
15 People — | Mr and Mrs B complained the | The Ombudsman found no The Council agreed to apologise to Mr Agreed actions
Children | Council imposed restrictions evidence the Council’s care records | and Mrs B; carry out a risk assessment, completed -
and on Mr B’s contact with his are inaccurate or that it failed to and make Mr and Mrs B a payment of LGSCO has
Families | grandchildren despite having | provide support when they asked £250 to remedy the injustice caused. recorded
no evidence he poses a threat | for it. The Ombudsman did find fault compliance
to them, recorded inaccurate | in not carrying out a risk outcome of
information in its records, assessment before continuing ‘Remedy
failed to provide them with restrictions on Mr B’s contact with complete and
support and failed to respond | his grandchildren and delay in satisfied”

to a complaint.

responding to a complaint that left
Mr and Mrs B with uncertainty and




distrust in the Council’s procedures.

16 People - | Mr X, complained the The Ombudsman found fault with The Council agreed to apologise to Mr X | Agreed actions
ASC Council’'s Nursing the actions/service of the Nursing for the failings in his mother’s care; pay completed -
Home has not cared properly | home and failed to address all the Mrs Y £750 for the failings in her care LGSCO has
for his mother, resulting in her | mother’s care needs. The and ensure the Nursing home reviews recorded
=y being hospitalised in March Ombudsman also found fault in Mrs Y’s needs with her family to address compliance
8 2017 and a failure to address | allowing the assessed weekly any outstanding concerns. The Council outcome of
o) her faecal smearing. He also | contribution to be paid to a care further agreed to apology for the Nursing ‘Remedy
- complained about the Nursing | provider which resulted in the Home’s attempts to charge top-ups for complete and
g Home attempting to charge Nursing home attempting to levy both parents and agreed to prepare an satisfied”
third party top-ups for both his | additional charges. action plan within 12 weeks for collecting
parents when there are no assessed charges from care home
top-up agreements in place. residents, rather than allowing care
providers to do this.
17 People — | Mrs X has complained about | The Ombudsman found fault in the | The Council has agreed to pay Mrs X Agreed actions
SEN the Council’s failure to update | Council’'s communication with Mrs X | £1,500 for the avoidable distress caused completed -
her daughter’s EHC plan, its about critical decisions and actions. | and loss of opportunity to appeal to the LGSCO has
poor communication and its Tribunal. Also agreed within 3 months to recorded
failure to follow through on review its processes to ensure it always compliance
agreed actions. sends a decision letter and information outcome of
about appeal rights when it reviews an ‘Remedy
EHC plan; and ensure that if a child’s complete and
profile is changed to show dual satisfied”

registration that it alerts its SEN team
and Child Out of School team to ensure
that enquiries are made and appropriate
action taken.




18 People — | Mrs X complained the Council | The Ombudsman found fault/delay | The Council agreed to apologise to Mrs X | Agreed actions
SEN delayed finalising C’s in finalising her son’s EHC plan; for the delay in finalising the EHC plan completed -
Education and Health Care poor communication; and failings in | and allocating a secondary school place LGSCO has
plan and delayed allocating a | its complaints handling which added | for C, and for its poor communication and recorded
secondary school place for to the avoidable distress caused to | complaints handling; and pay Mrs X compliance
him. She has also complained | Mrs X. It also meant Mrs X was out | £1,500 to reflect the injustice caused. outcome of
about poor communication of pocket for the cost of specialist “‘Remedy
and poor complaints handling. | maths tuition for longer than she complete and
should have been. satisfied”
19 People - Miss X complained about the | The Ombudsman did not investigate | No further remedy/service improvement N/A — No further
Children & | behaviour of a social worker the part of Miss X’'s complaint about | identified. action
Families involved in her son’s case. the actions of the social worker

She says the Council has not | before and during court action
properly dealt with her earlier | (outside jurisdiction). The
complaints about the social Ombudsman did find evidence of
worker’s inappropriate fault in how the Council responded
behaviour. to Miss X's complaint (treated as

U enquiry and delay in responding)

S but this did not cause Miss X

@D injustice because the Council then

(o investigated the complaint and

8 offered Miss X the opportunity for

her complaint to be further
reviewed.




20

00z abed

People
ASC - (Joint
Complaint
with Health
Partners)

Mr and Mrs C complained on
behalf of their adult son, Mr D
that Sheffield City Council,
Sheffield Health and Social
Care NHS Foundation Trust
and NHS Sheffield Clinical
Commissioning Group
provided inadequate support
under section 117 of the
Mental Health Act 1983 after
Mr D’s care provider
terminated its contract in
November 2015 and that
there was no contingency plan
in place for the termination of
the contract with Company X.
They also complain that the
Council delayed in transferring
Mr D from the Learning
Disability Service to the Adult
Autism Service and appointing
an autism specialist social
worker; delayed in appointing
an advocate for Mr D; delayed
in carrying out a
reassessment of Mr D’s needs
and investigating and
responding to their
complaints. Failed to
adequately investigate the
events leading to the
breakdown of the care
package provided by Agency
Y; failed to consider the needs
of the family and properly
communicate with Mr D and
the family.

The Ombudsmen (LGSCO and
PHSO) find that the complainants’
son, Mr D, was caused significant
injustice when the CCG and the
Council failed to provide adequate
support after his care provider
terminated its contract in November
2015 and there was no contingency
plan in place. The new provider did
not meet all Mr D’s needs and his
mental health deteriorated because
of the lack of support. This
culminated in him being admitted to
hospital. Following his discharge he
had to live with his parents for five
weeks during which time they had
little formal support and no carer’s
assessment was carried out. This
impacted adversely on Mr D’s well-
being and that of his parents. The
Council and the Trust delayed in
transferring Mr D between teams
which caused further distress and
uncertainty and impacted on his
support provision.

The CCG, Trust and the Council agreed
to apologise in writing to Mr D and his
parents and make financial remedy
payments totalling £5500 (SCC to pay
£2750). The following wider actions were
also agreed: The Council and the CCG to
reiterate the importance of contingency
planning to staff when dealing with
complex cases, particularly concerning
people with autism; the Council and the
Trust to improve their procedures for
transferring cases between teams; the
Trust and Council to provide Mr D with
copies of his up-to-date risk assessment
and care plan and remind staff about the
importance of including needs associated
with autism in care plans; and SAANS
take action to put in place the agreed
support for Mr D’s care provider.

Agreed actions
completed -
LGSCO has

recorded
compliance
outcome of
“‘Remedy
complete and
satisfied




21 Place — Miss X complained the The Ombudsman found fault in the | The Council agreed (within 1 month) to Agreed actions
Council Council failed to deal with her | way the Council managed Miss X’s | waive the rent arrears relating to Property completed -
Housing request for priority rehousing | re-housing priority and in its 1 incurred since 1 August 2017; credit LGSCO has

properly. communication with her and Miss X’s rent account with the heat recorded
concluded that but for the Council’s | charges and water rates element of her compliance
errors, it was more likely than not rent between 14 April - 31 July 2017; and outcome of
that Miss X could have been pay Miss X £500 in recognition of the “‘Remedy
rehoused sooner. distress and anxiety, and unnecessary complete and
time and trouble she has been put to. satisfied”

22 | Resources- | Miss X complained the The Ombudsman found no fault in The Council agreed to pay Miss X £100 Agreed actions
Capita Council delayed in processing | the way the Council processed Miss | for the time and trouble she spent completed -

her council tax support X’s application however there were | pursuing her complaint and the LGSCO has
application resulting in delays in responding to her initial frustration caused by the delay. recorded
financial hardship as she had | enquiry and her complaint. compliance
to pay council tax at the outcome of
higher rate while awaiting a ‘Remedy

U response from the Council. complete

g Miss X also complains the Late”

[0 Council delayed in dealing

N with her complaint.

o

H

23 Place — Mr X complained about delays | The Ombudsman found the Council | The Council agreed to pay Mr X £500 Agreed actions
Council to address water ingress and | had not offered reasonable redress | compensation - £300 in recognition of completed -
Housing resulting damage to his for the failings which it identified at | inconvenience and distress experienced Case closed by

personal belongings. the review stage of the complaints for not addressing the water penetration HO

procedure. Specifically that it did not
address the water penetration
quickly and thoroughly enough
since Mr X reported that its initial
repairs, via its contractor, had not
been effective.

quickly and thoroughly enough and £200
compensation already offered for
damage to his personal belongings.




24 Place — Miss B complains about the There was fault by the Council in The Council agreed, within a month of Agreed actions
Council way the Council has not allowing Miss B time to make this decision, apologise, reinstate the completed -
Housing | considered her application for | direct bids with the increased higher priority and pay £500. LGSCO has

re-housing and the priority priority the Council had awarded. As recorded
awarded to her application. a result she missed out on a compliance
property and had the priority outcome of
removed before she had chance to “‘Remedy
make a successful bid. complete and
satisfied”

25 | Resources | Ms X complains that the Complaint was upheld but No further remedy/service improvement N/A — No further

— Customer | Council did not renew her Ombudsman did not investigate identified. action
Services | disabled travel pass. because injustice was remedied by

the Council. Council renewed the
pass for a year and Ombudsman
considered this is a fair response.
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Agenda Item 7

Sheffield Audit & Standards
City Council Committee Report

Report of: Mark Bennett, Director of HR and Customer
Services/ Gillian Duckworth, Director of Legal
Services

Date: 17" October 2019

Subject: Annual Ombudsman Complaints Report 2018/19

Author of Report:

Summary:

This report provides an overview of the complaints received, and formally
referred and determined by the three Ombudsmen (Local Government & Social
Care Ombudsman, Parliamentary & Health Service Ombudsman and Housing
Ombudsman) during the twelve months from 1 April 2018 to 31 March 2019.

The report also identifies future developments and areas for improvement in
complaint management.

The report is jointly presented by the Director of Legal Services and the Director
of HR and Customer Services, who are respectively the Council’s Monitoring
Officer, and the Director responsible for managing the Complaints Service.

Recommendations:

The Audit & Standards Committee is asked to consider the Annual Ombudsman
Report in order to provide its view on the performance of Ombudsman
complaints and the issues raised.

Background Papers:

LGSCO Annual Letter

Category of Report: OPEN
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Statutory and Council Policy Checklist

Financial Implications

Legal Implications

Equality of Opportunity Implications

NO

Tackling Health Inequalities Implications

NO

Human rights Implications

NO:

Environmental and Sustainability implications

NO

Economic impact

NO

Community safety implications

NO

Human resources implications

NO

Property implications

NO

Area(s) affected

None

Relevant Cabinet Portfolio Lead

Cabinet Member for Finance & Resources

Relevant Scrutiny Committee if decision called in

Not applicable

Is the item a matter which is reserved for approval by the City Council?

NO

Press release

NO
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Annual Report Ombudsman Report
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2.2

2.3

INTRODUCTION

The effective handling of customer complaints across the organisation enables the
Council to be open and transparent, respond in the right way, make the best use of
resources, and make well-informed decisions.

We welcome complaints as an opportunity to improve our services. Indeed, our
definition of a complaint is “any expression of dissatisfaction whether justified or
not”, which is deliberately wide to ensure that complaints are recognised and are
properly addressed. We also encourage positive feedback on the services we
provide.

The Customer Feedback & Complaints Team in Customer Services is responsible
for the development and implementation of policy and procedures on complaints.
In addition, the Team acts as the Council’s liaison point with the Local Government
& Social Care Ombudsman (LGSCO), Housing Ombudsman (HO) and
Parliamentary & Health Service Ombudsman (PHSO).

The Ombudsmen provide a free, independent and impartial service. They consider
complaints about the administrative actions of local authorities. They cannot
guestion what a council has done simply because someone does not agree with it.
However, if they find something has gone wrong, such as poor service or service
failure, and that a person has suffered as a result, they recommend a suitable
remedy.

The LGSCO’s powers are set out in the Local Government Act 1974, as amended.
The HO’s powers are set out in the Housing Act 1996, as amended. The PHSO’s
powers are set out in the Parliamentary Commissioner Act 1967, as amended, and
the Health Service Commissioners Act 1993, as amended.

Overall, the Council and its strategic delivery partners (Capita and Veolia) dealt
with 3,042 complaints through the formal complaints process in 2018/19. The
LGSCO has reported that 165 enquiries were received about the Council and its
strategic delivery partners during 2018/19. Our records show the Housing
Ombudsman made enquiries/investigations into 12 complaints.

SUMMARY

This report provides an overview of the complaints received, and formally referred
and determined by the Ombudsmen during the twelve months from 1 April 2018 to
31 March 2019.

The report also identifies future developments and areas for improvement in
complaint management.

The report is jointly presented by the Director of Legal Services and the Director of
HR and Customer Services, who are respectively the Council’s Monitoring Officer,
and the Director responsible for managing the Complaints Service.

Page 805



3.0

3.1

3.2

3.3

3.4

3.5

3.6

MAIN BODY OF THE REPORT

Overview

In 2018/19, there were 710 ‘formal’ complaints about Council Portfolios. This is an

increase on the numbers received the previous two years.

2016/17 2017/18 2018/19

People 307 375 361
Place 222 238 303
Resources (inc. PPC) 31 70 46

Total 560 683 710
Amey 2398 2164 1744
Capita 24 76 228
Veolia 287 187 360
Total inc. partners 3269 3110 3042

The Council’s Customer Feedback & Complaints Team recorded a total of 137
complaints received by the LGSCO and HO during 2018/19, a similar level to the
136 received the previous year. A breakdown by service area is provided at
Appendix A (Table 1).

The LGSCO reported that 165 enquiries were received about the Council during
2018/19, compared with 186 in 2017/18. A breakdown is provided at Appendix A
(Table 2). The number reported by the LGSCO is higher than the number
recorded by the Council’s Customer Feedback & Complaints Team because it
includes, for example, people who have made an ‘incomplete or invalid’ complaint
or cases where advice was given but details not shared with the Council.

2017/18
186

2018/19
165

2016/17
136

LGSCO
enquiries

The service areas that generated the largest number of Ombudsman enquiries
during 2018/19 were Streets Ahead (25), Adult Social Care (19), Council Housing
and Repairs (15) and Education- SEN/Admissions (15). These numbers are
broadly the same as the previous year, with the exception of the figure for Streets
Ahead which dropped from 29 to 25.

It is important to note that not all Ombudsman enquiries lead to a formal
investigation. In fact, of the 137 enquiries recorded by the Council’s Customer
Feedback & Complaints Team in 2018/19, 68% were concluded without a formal
investigation. Of the 44 that were formally investigated, the highest numbers were
about Council Housing and repairs (10), Streets Ahead (10) and Education (8).

The Council’s average response time to preliminary enquiries in 2018/19 was 8
days and its average response time to initial formal enquiries in 2018/19 was 24
working days. The latter exceeds the 20 working day target set by the
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3.7

3.8

3.9

3.10

3.11

Ombudsman. Only 35% of formal enquiries were being responded to within the 20
working day target. This is a drop in performance from 52% in 2017/18 and is
mainly due to late service comments/information.

In resolving complaints, we aim to work with the customer to try to achieve their
preferred outcome, and when appropriate we will apologise. When the Council is at
fault, we will aim to resolve the complaint by putting the customer back into the
position they would have been in had the fault not occurred, or by offering another
remedy if this is not possible.

During 2018/19, the LGSCO upheld 22 complaints and the HO upheld 3
complaints. A breakdown of all LGSCO/HO decisions is provided at Appendix A
(Table 3 and 4). Further details of the upheld complaints and the remedies and
service improvements that were agreed are set out in Appendix B.

In total, the Council paid £14,750 in compensatory payments and other
reimbursements following Ombudsman enquiries. This compares with £15,845.50
paid in 2017/18.

Looking at how Sheffield City Council compares with other local authorities (see
Appendix A - Table 5 and 6), Sheffield City Council saw the highest % reduction in
complaints received by the LGSCO than all of the other core cities in 2018/19. In
terms of LGSCO recommendations Sheffield City Council, like all the other Core
Cities during 2018/19, had a 100% compliance rate but we were ‘late’ in
completing agreed actions in 2 complaints.

We aim to learn from complaints, so that we do not repeat the same problem.
Appendix B includes details of the remedies, improvements and changes that
have been made following Ombudsman investigations. Examples of key
learning/service improvements include:

e Action plan developed for collecting assessed charges from care home
residents, rather than allowing care providers to do this. This work ongoing
and pre-implementation planning is due to be completed in October 2019
(Social Care Accounts Service).

e Protocols between SCC/CCG/SHSCT developed to include escalation
process for complex cases. Autism training arranged for Council and trust
staff (Adult Social Care).

e Assistant Service Manager given responsibility for oversight of personal
budgets to ensure that they are addressed in an appropriate manner going
forward. Communication to all staff that personal budgets should remain in
place until the point where a change is agreed through an Annual Review.
Separate communication to finance colleagues that these contracts must
remain in place and paid until a formal change is agreed via the EHC
Panel. (SEND Statutory Assessment & Review Service 0-25)

e Senior Business Support Officer recruited and Health Single Point of
Access (SPA) now within the service. Health provision within service will
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3.13

4.0

4.1

expand in the medium term to include clinicians and access to NHS
databases. (SEND Statutory Assessment & Review Service 0-25)

e Internal processes developed to ensure a decision letter including
information about appeal rights it sent to parents/carers when an EHC plan
is reviewed and weekly report created to identify “dual school registrations”
with start dates. (SEND Statutory Assessment & Review Service 0-25)

e Approach to compensation reviewed giving investigating managers
discretion to award over £250 in exceptional circumstances. (Repairs and
Maintenance Service)

e The wording of traffic restriction signs relating to road works amended to
read ‘week days’. (Amey)

e Number of public leaflets and factsheets produced and published on SCC
website i.e.” Adult Safeguarding - what to expect’; '‘Best interests meeting’;
'‘Assessing mental capacity’; 'Deprivation of liberty orders'; 'Independent
advocacy' and ‘Adult Social Care Complaints Procedure’. (Adult Social
Care and Customer Services)

Future developments

There has been little progress around the proposal to create a single Public
Service Ombudsman (PSO) to replace the LGO and the PHSO. The timescale for
legislating on this remains unclear.

At a local level, the following have been identified as actions and areas for
improvement during 2019/20:

e Review and develop public facing complaints information on SCC website;

e Review and develop online complaint form to ensure it is easy to use and to
ensure effective routing of complaints.

e Development of CRM system to improve recording and reporting of
complaints, compliments and suggestions.

¢ Review and develop the information/guidance available to all employees
and managers around resolving, investigating, reviewing and responding to
complaints.

e Launch of new half day classroom course “Customer Complaints — Effective
Handling” aimed at managers who resolve, investigate and respond to
complaints.

RECOMMENDATIONS
The Audit & Standards Committee is asked to consider the Annual Ombudsman

Report in order to provide its view on the performance of Ombudsman complaints
and the issues raised.
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Appendix A
OMBUDSMAN COMPLAINTS

Table 1: This table shows a breakdown of the 137 ombudsman complaints recorded by the
Council’s Customer Feedback and Complaints Team during 2018/19.

Table 1:
. Formal
X Formal Considered .
Portfolio/ . . /detailed Totals Totals
premature without . ..
Partner o investigations  2018/19 2017/18
referrals Investigation
Social Care -
Adults 5 9 5 19 18
Social Care -
People Children's 9 2 1 12 14
Education 2 5 8 15 16
Libraries 0 1 0 1 0
Bere.avement 0 ) 0 2 1
Services
CounFll Housing & 2 3 10 15 15
Repairs
Housing - other 2 4 2 8 11
Environmental 1 0 1 2 0
Place Services
Parking Services 3 2 0 5 7
Planning 1 5 3 9 6
Highways 0 0 0 0 1
Land/property 0 0 0 0 1
Licensing 0 1 0 1 0
Customer Services 0 3 0 3 2
Legal 0 3 0 3 3
Resources Business Change &
Information 0 1 0 1 1
Services
Miscellaneous 0 0 0 0 1
Amey/Client | Streets Ahead 1 16 8 25 29
Capita Benefits 2 7 3 12 8
Revenues 0 0 0 0 2
Veolia/Client | Waste
0 1 3 4 0
Management
Totals 28 65 44 137 136
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Table 2: This table shows a Breakdown of the 165 complaints/enquiries received by the LGSCO
in 2018/19, compared with the previous two years.

LGO subject category 2016/17 2017/18 2018/19

Adult Social Care 33 32 28
Benefits and Tax 20 17 17
Corporate and other 6 14 12
Edugatlon and Children's 36 46 34
Services

Environmental Services and 4 17 o5
Public Protection & Regulation

Highways & Transport 50 33 21
Housing 16 16 18
Planning & Development 10 11 10
Total 175 186 165

Table 3: This table shows a breakdown of LGSCO decisions over the last three years.

LGSCO Decisions 2016/17 2017/18 2018/19
Incomplete or invalid 4 9 13
Advice Given 5 3 7
Referred back for local resolution 67 62 51
Closed after initial enquiries 60 65 62
Investigated — not upheld 21 11 13
Investigated - upheld 20 22 22
Report 0 1 0
Total 177 172 168

Table 4: This table shows a breakdown of HO decisions during 2018/19.

HO Decisions 2018/19

Closed after initial enquiries 3
Investigated — not upheld 4
Investigated - upheld 3
Total 10

Table 5: This table compares complaint numbers across the Core Cities based on information
provided by the LGSCO in the Annual Review Letters.

Number Number % increase/ Number of
enquiries enquiries decrease enquiries per
received received (+/-) 1000
2017/18 2018/19 population
Birmingham 455 484 +6% 0.42
Bristol 129 136 +5% 0.29
Leeds 189 187 -1% 0.24
Liverpool 147 136 -8% 0.27
Manchester 167 176 +5% 0.32
Newcastle 67 73 +8% 0.24
Nottingham 103 106 +1% 0.31
Sheffield 186 165 -13% 0.28
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Table 6: This table compares complaint outcomes across the core cites based on information
provided by the LGSCO in the Annual Review Letters.

Number of Number of Upheld rate Number of complaints Compliance with

detailed complaints 2018/19 where Satisfactory Ombudsman

investigations upheld Remedy provided before =~ Recommendations

2018/19 2018/19 complaint reached 2018/19 (% late

Ombudsman 2018/19 (% compliance)

of upheld cases)

Birmingham 100 77 7% 10 (13%) 100% (4%)
Bristol 18 12 67% 3 (25%) 100% (0%)
Leeds 47 21 45% 1 (5%) 100% (9%)
Liverpool 30 22 73% 3 (14%) 100% (5%)
Manchester 38 21 55% 6 (29%) 100% (6%)
Newcastle 14 9 64% 4 (44%) 100% (0%)
Nottingham 26 18 69% 1 (6%) 100% (0%)
Sheffield 35 22 63% 3 (14%) 100% (13%)
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A summary of the 25 complaints which were upheld by the LGSCO and HO during 2018/19 is provided below.

Appendix B

Portfolio/ Complaint Ombudsman Agreed Remedy/Service Completion of
Partner Finding/Investigation Outcome Improvements Agreed
Remedies
1 Place — Mr D complains about the The Ombudsman found the Council | The Council agreed to reconsider its Agreed actions
Streets planned removal and at fault for not giving its independent | decision as part of a new strategy completed in
Ahead replacement of a tree under tree panel all its reasons for wanting | towards street trees and to apologise to timescales -
the Council’s ‘Streets Ahead’ | to remove this tree and for a Mr D for misleading him. LGSCO has
programme. misleading reply to an enquiry from recorded
Mr D. The Ombudsman considers compliance
the faults have caused uncertainty outcome of
about whether the tree needs ‘Remedy
iy removing. complete and
‘g satisfied”
20| Place — Ms C complains about the The Ombudsman found the Council | The Council agreed to reconsider its Agreed actions
& Streets planned removal and at fault for not giving its independent | decision as part of a new strategy completed in
N Ahead replacement of a tree under tree panel all its reasons for wanting | towards street trees and to apologise to agreed
the Council’s ‘Streets Ahead’ | to remove this tree and for a Ms C for misleading her. timescales-
programme. misleading reply to an enquiry from LGSCO has
Ms C. The Ombudsman considers recorded
the faults have caused uncertainty compliance
about whether the tree needs outcome of
removing. ‘Remedy
complete and
satisfied”




3 People — | Mr B complains about the The Ombudsman finds the Council | In addition to £300 already offered by the | Agreed actions
ASC Council’s handling of his failed to fully consider and discuss | Council in recognition of lost opportunity, completed -
parents’ care planning. He with Mr B the cost implications of uncertainty, inconvenience and time and LGSCO has
says it decided they should the proposed care package and trouble the Council has agreed to remedy recorded
remain in their own home but | alternative options. It also failed to the injustice caused by making the compliance
failed to consider whether this | properly advise him what should following further payments: outcome of
was an appropriate and happen in response to his objection | « £250 for the uncertainty caused by its ‘Remedy
affordable plan. to the best interest decision and failure to properly advise him what complete and
failed to make an application to the | should happen in response to his satisfied”
court of protection. objection to the best interest decision and
its failure to make an application to the
court of protection; and
» £500 for the uncertainty caused by its
failure to fully consider and discuss with
him the financial implications of the
various care options and the influence
this may have had on the Council’s best
g interest decision in September 2015.
[{e)
40D| People — | Mrs B complains the Council | The Ombudsman found fault when | The Council had already repaid the Agreed actions
N SEN did not pay part of her son’s the Council stopped payments and | outstanding amount and apologised to completed -
ﬁ Education, Health and Care this caused Mrs B injustice because | Mrs B, explained why payments were LGSCO has
Plan funding. it has not considered the distress stopped and confirmed action it has recorded
caused to the family during the taken to prevent this happening again. compliance
period payments were not made. The Council further agreed within 4 outcome of
weeks to a) Pay Mrs B £500 in ‘Remedy
recognition of the distress caused by the complete and
Council’s failure to properly make satisfied”

payments for child C's EHCP; and b)
Provide the Ombudsman with evidence
of the structural changes and training the
Council has said it has made or proposes
to make, to ensure there is no recurrence
of this problem.




amount of compensation
offered.

offered did not adequately reflect
the individual circumstances or
service failure experienced.

satisfy all maintenance issues resolved;
and review approach to compensation to
ensure investigating managers have
discretion in exceptional circumstances.

5 Place — Mr X complains about a Complaint upheld but the No further remedy/service improvement N/A - No Follow
Parking Penalty Charge Notice. Ombudsman will not investigate this | identified. on Actions
Services complaint because the Council has

already provided a fair remedy by
cancelling the fine and because the
complainant could have appealed to
the tribunal.
6 People — | Mrs G complained the Council | The Ombudsman found fault in the | Council agreed to make a payment of Agreed actions
SEN failed to put in place the Council failing to specify the service | £100 per month from September 2016 to completed -
services specified in her owed to Mrs G’s daughter and date; and continue making payments LGSCO has
daughter’'s Education, Health | delays in finalising amended plan until the EHCP has been issued. The recorded
and Care Plan. It also delayed | following Annual Review. Council also agreed to make a payment compliance
sending a revised Plan of £300 for the time and trouble that Mrs outcome of
following Annual Review. G has had in chasing up the latest ‘Remedy
o EHCP. The Council agreed to consider complete and
V)| changing its procedures (within 4 satisfied”
« months) to ensure that health
o) professionals work with it in order to
~ provide services to children who need
& them; particularly when assessments are
specified in an EHCP.

7 Place — Mr X complained about the The Ombudsman found excessive Council agreed to pay additional £500 for | Agreed actions
Council Repairs Service’s handling of | delays in completing works to the significant inconvenience caused by completed —
Housing maintenance works in the kitchen and bathroom and excessive delays. Also agreed to complaint
Repairs kitchen and bathroom and the | considered the £250 payment arrange to arrange further inspection to closed by HO




8 Place — Ms X complained about the The Ombudsman found 3 month Council agreed to pay £150 (£75 in Agreed actions
Council Council’s response to her delay in responding to her reports of | respect of any distress/inconvenience completed —
Housing reports about its handling of ASB and mistakes in the handling of | experienced as a result of its delay in case closed by

her personal information her complaints — failure to keep responding to her reports about ASB; HO
following her reports about a | evidence provided confidential. and £75 in respect of any

neighbour (including ASB) distress/inconvenience experienced as a

and complaints handling. result of mistakes in complaint handling.

9 Place — Mr B complained about the The Ombudsman found fault in the | No further remedy/service improvement N/A — no further
Streets Council’s decision to fell street | lack of detail published by the identified. action
Ahead trees on the road where he Council in response to independent

lives. advice it received saying it could
save some of the trees. However,
they did not consider the fault led to
an injustice as the Council later
provided more justification for its
position.
o
1@ People — | Mrs C complained about the The Ombudsman found failures in Council agreed to write to Mrs C and her | Agreed actions
[ SEN way the Council completed the EHCP process in particular child within 3 weeks to apologise for the completed -
N her child education and health | delays in the process. failures in the EHCP process; and send LGSCO has
'E,-ld care plan (EHCP). them £500 in recognition of the injustice recorded
caused. The Council further agreed to compliance
write to the Ombudsman (within 2 outcome of
months) to state how it performed against ‘Remedy
its 2017/18 targets. complete and
satisfied”

11 Place — Mrs X complains the Council The Ombudsman found fault as no | No further remedy/service improvement N/A — No further
Streets failed to properly manage work was planned for the weekends | identified. Amey had already taken her action
Ahead traffic restriction signs in her and therefore signage could have comments on board to such an extent

area relating to road works
and this caused
inconvenience.

been either removed or made
clearer. However this did not
caused significant injustice as Mrs X
was reassured she would be
granted access ordinarily in any
event there would not be any
weekend works.

that its signs now only read ‘week days’.




12 People - Mr X and Mrs Y were unhappy | The Ombudsman found fault in the | Council agreed to apologise, provide Agreed actions
ASC about the Council’s Council not explaining the explanations around delay and pay Mr X completed —
interventions in their elderly processes it was obliged to the sum of £250 and Mrs Y £150 in Awaiting
mother’s care. They did not undertake, and the options open to | recognition of its fault and the resulting confirmation of
understand what the Council | them in relation to these. injustice. Council also agreed to consider compliance
wanted to achieve and why. Consequently, Mr X and Mrs Y were | service improvements to prevent a outcome from
confused, stressed for a period of recurrence of what happened. LGSCO
many months and afraid of their
mother being taken into care
against her wishes.
13 Place — Miss X complained the The Ombudsman found the Council | The Council agreed to apologise to Miss Agreed actions
Streets Council has failed to carry out | failed to carry out scheduled work X and pay her £100 for her avoidable completed -
Ahead work to reduce the size of a on the tree in November 2017. time and trouble in pursuing the LGSCO has
tree outside her home. complaint. The Council also agreed to recorded
o complete the work on the tree by the end compliance
o)) of November 2018. outcome of
« “‘Remedy
«

o) complete and
~ satisfied”
183 People — | Miss C complained that the The Ombudsman found the Council | The Council had already cancelled the N/A -No further

ASC Council charged her for a wrongly advised Miss C that it charge and clarified its charging policy action

sitting service to give her
respite from caring for her
mother when it said it would
be free; and wrongly
backdated the charges when
the service had been in place
for five months.

would not charge for a carer to sit
with her mother. The Council then
charged Miss C’s mother for this.

with Miss C and the officer who
misadvised her and so basis for
ombudsman to recommend further
action.




15 People — | Mr and Mrs B complained the | The Ombudsman found no The Council agreed to apologise to Mr Agreed actions
Children | Council imposed restrictions evidence the Council’s care records | and Mrs B; carry out a risk assessment, completed -
and on Mr B’s contact with his are inaccurate or that it failed to and make Mr and Mrs B a payment of LGSCO has
Families | grandchildren despite having | provide support when they asked £250 to remedy the injustice caused. recorded
no evidence he poses a threat | for it. The Ombudsman did find fault compliance
to them, recorded inaccurate | in not carrying out a risk outcome of
information in its records, assessment before continuing ‘Remedy
failed to provide them with restrictions on Mr B’s contact with complete and
support and failed to respond | his grandchildren and delay in satisfied”
to a complaint. responding to a complaint that left
Mr and Mrs B with uncertainty and
distrust in the Council’s procedures.
16 People - Mr X, complained the The Ombudsman found fault with The Council agreed to apologise to Mr X | Agreed actions
ASC Council’s Nursing the actions/service of the Nursing for the failings in his mother’s care; pay completed -
Home has not cared properly | home and failed to address all the Mrs Y £750 for the failings in her care LGSCO has
for his mother, resulting in her | mother’s care needs. The and ensure the Nursing home reviews recorded
U being hospitalised in March Ombudsman also found fault in Mrs Y’s needs with her family to address compliance
g 2017 and a failure to address | allowing the assessed weekly any outstanding concerns. The Council outcome of
) her faecal smearing. He also | contribution to be paid to a care further agreed to apology for the Nursing ‘Remedy
N complained about the Nursing | provider which resulted in the Home’s attempts to charge top-ups for complete and
'fj Home attempting to charge Nursing home attempting to levy both parents and agreed to prepare an satisfied”
third party top-ups for both his | additional charges. action plan within 12 weeks for collecting
parents when there are no assessed charges from care home
top-up agreements in place. residents, rather than allowing care
providers to do this.
17 People — | Mrs X has complained about | The Ombudsman found fault in the | The Council has agreed to pay Mrs X Agreed actions
SEN the Council’s failure to update | Council’s communication with Mrs X | £1,500 for the avoidable distress caused completed -
her daughter’s EHC plan, its about critical decisions and actions. | and loss of opportunity to appeal to the LGSCO has
poor communication and its Tribunal. Also agreed within 3 months to recorded
failure to follow through on review its processes to ensure it always compliance
agreed actions. sends a decision letter and information outcome of
about appeal rights when it reviews an ‘Remedy
EHC plan; and ensure that if a child’s complete and
profile is changed to show dual satisfied”

registration that it alerts its SEN team




and Child Out of School team to ensure
that enquiries are made and appropriate
action taken.

18 People — | Mrs X complained the Council | The Ombudsman found fault/delay | The Council agreed to apologise to Mrs X | Agreed actions
SEN delayed finalising C’s in finalising her son’s EHC plan; for the delay in finalising the EHC plan completed -
Education and Health Care poor communication; and failings in | and allocating a secondary school place LGSCO has
plan and delayed allocating a | its complaints handling which added | for C, and for its poor communication and recorded
secondary school place for to the avoidable distress caused to | complaints handling; and pay Mrs X compliance
him. She has also complained | Mrs X. It also meant Mrs X was out | £1,500 to reflect the injustice caused. outcome of
about poor communication of pocket for the cost of specialist ‘Remedy
and poor complaints handling. | maths tuition for longer than she complete and
should have been. satisfied”
19 People - Miss X complained about the | The Ombudsman did not investigate | No further remedy/service improvement N/A — No further
Children & | behaviour of a social worker the part of Miss X’'s complaint about | identified. action
U Families |involved in her son’s case. the actions of the social worker
g She says the Council has not | before and during court action
@ properly dealt with her earlier | (outside jurisdiction). The
g complaints about the social Ombudsman did find evidence of
foe worker’s inappropriate fault in how the Council responded

behaviour.

to Miss X’s complaint (treated as
enquiry and delay in responding)
but this did not cause Miss X
injustice because the Council then
investigated the complaint and
offered Miss X the opportunity for
her complaint to be further
reviewed.
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6TR abed

People
ASC - (Joint
Complaint
with Health
Partners)

Mr and Mrs C complained on
behalf of their adult son, Mr D
that Sheffield City Council,
Sheffield Health and Social
Care NHS Foundation Trust
and NHS Sheffield Clinical
Commissioning Group
provided inadequate support
under section 117 of the
Mental Health Act 1983 after
Mr D’s care provider
terminated its contract in
November 2015 and that
there was no contingency plan
in place for the termination of
the contract with Company X.
They also complain that the
Council delayed in transferring
Mr D from the Learning
Disability Service to the Adult
Autism Service and appointing
an autism specialist social
worker; delayed in appointing
an advocate for Mr D; delayed
in carrying out a
reassessment of Mr D’s needs
and investigating and
responding to their
complaints. Failed to
adequately investigate the
events leading to the
breakdown of the care
package provided by Agency
Y; failed to consider the needs
of the family and properly
communicate with Mr D and
the family.

The Ombudsmen (LGSCO and
PHSO) find that the complainants’
son, Mr D, was caused significant
injustice when the CCG and the
Council failed to provide adequate
support after his care provider
terminated its contract in November
2015 and there was no contingency
plan in place. The new provider did
not meet all Mr D’s needs and his
mental health deteriorated because
of the lack of support. This
culminated in him being admitted to
hospital. Following his discharge he
had to live with his parents for five
weeks during which time they had
little formal support and no carer’s
assessment was carried out. This
impacted adversely on Mr D’s well-
being and that of his parents. The
Council and the Trust delayed in
transferring Mr D between teams
which caused further distress and
uncertainty and impacted on his
support provision.

The CCG, Trust and the Council agreed
to apologise in writing to Mr D and his
parents and make financial remedy
payments totalling £5500 (SCC to pay
£2750). The following wider actions were
also agreed: The Council and the CCG to
reiterate the importance of contingency
planning to staff when dealing with
complex cases, particularly concerning
people with autism; the Council and the
Trust to improve their procedures for
transferring cases between teams; the
Trust and Council to provide Mr D with
copies of his up-to-date risk assessment
and care plan and remind staff about the
importance of including needs associated
with autism in care plans; and SAANS
take action to put in place the agreed
support for Mr D’s care provider.

Agreed actions
completed -
LGSCO has

recorded
compliance
outcome of
‘Remedy
complete and
satisfied




21 Place — Miss X complained the The Ombudsman found fault in the | The Council agreed (within 1 month) to Agreed actions
Council Council failed to deal with her | way the Council managed Miss X’s | waive the rent arrears relating to Property completed -
Housing request for priority rehousing | re-housing priority and in its 1 incurred since 1 August 2017; credit LGSCO has

properly. communication with her and Miss X’s rent account with the heat recorded
concluded that but for the Council’s | charges and water rates element of her compliance
errors, it was more likely than not rent between 14 April - 31 July 2017; and outcome of
that Miss X could have been pay Miss X £500 in recognition of the ‘Remedy
rehoused sooner. distress and anxiety, and unnecessary complete and
time and trouble she has been put to. satisfied”

22 | Resources- | Miss X complained the The Ombudsman found no fault in The Council agreed to pay Miss X £100 Agreed actions
Capita Council delayed in processing | the way the Council processed Miss | for the time and trouble she spent completed -

her council tax support X’s application however there were | pursuing her complaint and the LGSCO has

application resulting in delays in responding to her initial frustration caused by the delay. recorded

financial hardship as she had | enquiry and her complaint. compliance
o to pay council tax at the outcome of
V)| higher rate while awaiting a ‘Remedy
% response from the Council. complete
o) Miss X also complains the Late”
Council delayed in dealing
S with her complaint.

23 Place — Mr X complained about delays | The Ombudsman found the Council | The Council agreed to pay Mr X £500 Agreed actions
Council to address water ingress and | had not offered reasonable redress | compensation - £300 in recognition of completed -
Housing resulting damage to his for the failings which it identified at | inconvenience and distress experienced Case closed by

personal belongings. the review stage of the complaints for not addressing the water penetration HO

procedure. Specifically that it did not
address the water penetration
quickly and thoroughly enough
since Mr X reported that its initial
repairs, via its contractor, had not
been effective.

quickly and thoroughly enough and £200
compensation already offered for
damage to his personal belongings.




24 Place — Miss B complains about the There was fault by the Council in The Council agreed, within a month of Agreed actions
Council way the Council has not allowing Miss B time to make this decision, apologise, reinstate the completed -
Housing | considered her application for | direct bids with the increased higher priority and pay £500. LGSCO has

re-housing and the priority priority the Council had awarded. As recorded
awarded to her application. a result she missed out on a compliance
property and had the priority outcome of
removed before she had chance to ‘Remedy
make a successful bid. complete and
satisfied”

25 | Resources | Ms X complains that the Complaint was upheld but No further remedy/service improvement N/A — No further

— Customer | Council did not renew her Ombudsman did not investigate identified. action
Services | disabled travel pass. because injustice was remedied by

the Council. Council renewed the
pass for a year and Ombudsman
considered this is a fair response.

Tgg abed
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