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22 September 2025

Local Government and Social Care Ombudsman — Annual Review
2024/25

Summary of report:

The report provides Members of the Committee with details relating to the role of the
Local Government and Social Care Ombudsman, providing information on the
number and range of complaints referred by the Ombudsman to the Council during
the financial year 2024/25, and to submit for Committee’s consideration the
Ombudsman’s annual letter for 2024/25 (Appendix 1 below).

Background papers:

None.

Recommendation:

1. To note the content of the report.

1.0 Background

The Local Government and Social Care Ombudsman (shortened in this report to
LGSCO or the Ombudsman) investigates complaints escalated to them across a
range of local authority functions and services, including commissioned services for
example, registered adult social care providers.

1.1 Procedures

The Ombudsman’s involvement in a complaint usually has 2 stages:

1.1(i) Assessment - including Initial Enquiry and Initial Investigation

Complaints received by the Ombudsman are considered initially by an assessment
team, who try to establish whether the complaint has already been responded to via
the council’'s own procedures and whether that internal complaint process has

reached a conclusion.

The Ombudsman will expect a prompt response to any initial enquiries, usually
within 5 working days.

At this stage, the Ombudsman would also consider the following:

e Is the issue something that the law allows them to investigate?

e Is there good reason for the Ombudsman to formally investigate the
complaint?



Below are the outcomes which can occur at the assessment stage, which will be
shared with both the complainant and the Council:

e Invalid or incomplete — Ombudsman was not given enough information to
consider the issue.

e Advice given — Ombudsman provided the complainant with early advice or
explained where to go for the right help.

e Referred back for local resolution — the complaint has been brought to the
Ombudsman prematurely before the Council was given the chance to
consider it first.

e Closed after initial enquiries — Ombudsman assessed the complaint but
decided against completing a full investigation. This might be because the law
says they are not allowed to investigate it, or because it would not be an
effective use of public funds for them to investigate.

1.1(ii) Detailed Investigation

If, following its assessment stage, the Ombudsman decides to move on to a full
investigation of the complaint, then the Council will be sent detailed enquiries relating
to the case and is expected to respond to those enquiries within a set timescale,
usually within 20 working days.

The Ombudsman may ask for specific documents, comments from relevant council
officers or members, or answers to specific questions on the matter.

Some complaint investigations can require a significant amount of documentation to
enable the investigator to fully understand the details of the complaint.

Based on the findings of the investigation, the Ombudsman will then issue a draft
decision which the Council and the complainant are invited to comment on.
Feedback is requested within a set timeframe, usually within 10 working days.

Following this, the Ombudsman will then issue a revised final decision letter to the
council and the complainant with one of two potential outcomes:

Upheld — The Ombudsman found evidence of fault or found that the Council
accepted fault early on.

Not upheld - a detailed investigation was carried out but did not find evidence
of fault on the part of the Council.

The Ombudsman decides on whether the organisation was at fault by investigating
what happened, and what should have happened, according to the laws and policies
in place at the time. Where the Ombudsman has ‘upheld’ a complaint they will
include recommended actions that the council should take within the final decision
letter along with set timescales to complete the actions — usually between 1 and 3
months.

Some possible recommended actions / remedies that can be suggested are:
¢ An apology to the complainant.
e Financial payments — for time and trouble, or to reflect the impact of council
service failure.



e Areview of policies and procedures.
e Staff training.

The Ombudsman’s decisions are published on their website 3 months after a case is
closed, and all recommended actions have been carried out. These decision notices
will identify the council concerned but otherwise are written to maintain the
confidentiality of the complainant and other parties whose actions are described in
the notice.

The LGSCO may, on rare occasions, issue a formal report, referenced as being in
the ‘public interest’. In cases where a formal report is issued, it must be considered
by the Council, as set out in the Council’s constitution.

Further details on how the LGSCO works can be found in the Manual for Councils
issued to assist particularly in respect of the day to day working relationship between
Ombudsman staff and each council’s designated ‘link officer’. This manual is
available on the Ombudsman’s website via this link: Manual for Councils - Local
Government and Social Care Ombudsman

1.2 National and Local Context 2024/25

1.2.1 National Context:

Annually, the Ombudsman pulls together the national picture of trends and common
issues that arise from LGSCO complaints. The Annual Review of Local Government
Complaints 2024-2025 highlighted the following key points nationally:

a. 20,773 national complaints and enquiries were received in 2024/25 — a record
number and exceeding 20k for the first time - an increase of 16% on the 17,939
received in 2023/24.

b. 19,660 complaints were decided, up from 17,126 in 2023/24.

c. The Ombudsman states that the increase in complaints and the level of fault they
find at national level - 83% compared with 80% in 2023/24 - indicates the
systemic nature of issues across all of local government.

d. Complaints about education and children’s services are still dominating the
Local Government and Social Care Ombudsman’s casework, but housing cases
are now the second biggest area of concern for people complaining.

e. Ofthe 20,773 complaints received, Education and Children’s Services made up
27 per cent of the caseload and 47 per cent of all upheld investigations. The
Ombudsman found fault in 91 per cent of all Education and Children’s
complaints, and 94 per cent of cases involving special educational needs
provision.

f. Housing cases accounted for 17 per cent of all cases received and accounted for
a higher proportion than last year. The third highest area of casework was adult
care services, taking 13 per cent of the Ombudsman’s workload — a slightly
smaller proportion than last year. Of these, 78 per cent of investigations carried
out were upheld.

g. 26 Public Interest reports were issued about local authority cases that raised
serious issues or highlighted matters of public interest that are given extra
prominence. Just over three quarters of these were on investigations about
Education & Children’s Services and Housing.


https://www.lgo.org.uk/information-centre/information-for-organisations-we-investigate/councils/information-for-link-officers
https://www.lgo.org.uk/information-centre/information-for-organisations-we-investigate/councils/information-for-link-officers
https://www.lgo.org.uk/assets/attach/6814/LG-Review-2024-25-FINAL.pdf
https://www.lgo.org.uk/assets/attach/6814/LG-Review-2024-25-FINAL.pdf

h. Compliance with the Ombudsman’s recommendations in final decisions was at
99.5%, compared with 99.3% in 2023/24

During 2024/25, the LGSCO continued to work with 20 pilot councils to embed and
implement their new Complaint Handling Code (the Code). @ The Ombudsman
have issued this code as “advice and guidance” for all local councils in England
under section 23(12A) of the Local Government Act 1974 and expect it to be
followed when dealing with all non-statutory complaints and will start considering the
Code as part of their processes from April 2026. The Council’'s Customer
Experience Centre is leading on the Council’s implementation of the Code.

1.2.2. Local Context:

a. Walsall Council experienced a rise in both the number of complaints received
and determined during the year, compared with 2023/24. The numbers received
increased by 31 to 87 in total, while the numbers determined increased from 59
to 79 although only 8 of the 79 went through a full investigation process.

b. As in 2023/24, Childrens & Education Services has experienced a rise in the
number of complaint enquiries, in line with national trends, particularly in relation
to SEND services and alternative education provision. Locally, complaint activity
from a Walsall based advocate for parents of SEND children is a factor in these
numbers. Of the 7 complaints upheld in 2023/24, 4 were in Education and
Children’s Services.

c. Walsall's performance against key indicators used by the Ombudsman in its
Annual Report is positive comparatively nationally and regionally in terms of
compliance with the carrying out of remedial actions following a final decision
and identifying remedies locally to avoid a formal investigation.

d. Walsall Council's comparative performance against the rate of upheld
complaints per 100,000 residents following full investigation indicates that
Walsall is better than the overall national average, metropolitan borough council
average, and West Midland councils’ average.

e. For the 11th consecutive year since the Ombudsman introduced its annual
letter, Walsall Council was not the subject of a published report (public interest
report), indicating no serious concerns about any service or complaint issues in
the Council.

f. In comparison to last year, the 2024/25 annual letter identified no concerns
around Walsall’s timeliness in responding to the Ombudsman’s enquiries on
time and in terms of the quality of responses and information provided.

1.3 Detail of Complaints received and determined in 2024/25

The Annual Review Letter is attached as Appendix 1. The Ombudsman also
produces an interactive map which shows the performance details for all councils
Walsall Metropolitan Borough Council - Local Government and Social Care
Ombudsman

Headlines from this year’s annual letter:

e Overall, the Ombudsman received 87 complaint enquiries relating to Walsall
Council, up from the 56 received in 2023/24

e 8 complaints of the 79 determined in year progressed to full investigation,
compared to 19 of the 59 determined enquiries in 2023/24.


https://www.lgo.org.uk/information-centre/information-for-organisations-we-investigate/complaint-handling-code
https://www.lgo.org.uk/your-councils-performance/walsall-metropolitan-borough-council/statistics
https://www.lgo.org.uk/your-councils-performance/walsall-metropolitan-borough-council/statistics

e In 2024/25 87.5% of complaints that were fully investigated were upheld (7 out of
8) compared to 95% (18 out of 19) in 2023/24.

e The Ombudsman recorded 100% satisfaction with the council’s compliance in the
cases where they recommended a remedy (based on 11 compliance outcomes).

Complaints received during 2024/25

The Committee will note that there were 87 complaint enquiries received by the
LGSCO relating to Walsall Council in 2024/25, an increase from 56 complaints in
2023/24. This increase reflected national trends, as highlighted in the national
context section above. These were categorised as per the following table:

Category Numbers received
2024/25 (2023/24)
Adult Care Services 17 (9)
Benefits & Tax 8 (4)
Corporate and Other Services 7 (2)
Education and Children’s Services 29 (20)
Environment Services 13 (8)
Highways & Transport 3(1)
Housing 6 (2)
Planning and Development 4 (9)
Other 0 (1)
Total 87 (56)

Members should note that the categories used here by the Ombudsman may not
match exactly how the Council allocates different functions to service areas or
directorates.

A drop was seen in the number of complaint enquiries received by the LGSCO
relating to Planning issues for the second consecutive year; all other service areas
showed an increase in complaint enquiries.

Complaints determined during 2024/25
During 2024/25 the Ombudsman determined 79 complaints (59 in 2023/24) relating to

Walsall Council. The outcomes of the Ombudsman’s decision are set out in the table
below.

Category (Determinations) 2024/25 (2023/24)
Advice Given 1(1)
Incomplete or invalid 4(2)
Referred for local resolution 28(18)
Closed after Initial Enquiries 38(19)
Detailed Investigations — Not Upheld 1(1)
Detailed Investigations - Upheld 7 (18)

Total Determinations 79 (59)
Uphold Rate 87.5% (95%)

Note: The totals shown in the received and determined tables do not match as there
will be some cases determined in one year which were received in the previous year.



1.4 Upheld Complaints

The 7 (18 in 23/24) complaints that were categorised as ‘upheld’ in 2024/25 related
to:

Adult Care services 2 (2),

Education and children’s services 4(14)

Planning Services 0 (1),

Corporate 0 (1),

Environment Services 1(0)

One of the seven upheld complaints - (2003157) - related to where the Council was
seen to have already put things right prior to an Ombudsman investigation — early
resolution. These are still categorised as ‘upheld’ by the Ombudsman despite having
already been satisfactorily addressed.

The Ombudsman introduced a new measure in its performance data last year - the
number of upheld decisions per 100,000 residents, which allows for fairer
comparison and benchmarking. Walsall had 2.4% upheld decisions per 100,000
residents compared to a rate of 4.7%. for all metropolitan borough councils.

Details relating to the 7 complaints which were categorised as ‘upheld’ are set out
below. The full decision notices are available on the relevant complaint link provided
and on the Ombudsman’s website. All notices are written in a way which protects
the confidentiality of individuals concerned.

a) 23 008 896 04 April 2024 — Education/Alternative Provision

Summary: Miss X complained the Council failed to:

- undertake an annual review for her son (Y) within the timescales for
transferring to a secondary school

- provide him with full-time education and special educational provision from the
sixth day after his permanent exclusion

- make a decision and start making personal budget (PB) payments without
delay

- and include in his personal budget the equivalent of the cost of Free School
Meals he would have received at school.

The Ombudsman found fault with the Council for not securing alternative provision
for Y for six weeks after Y’s permanent exclusion from school and with the Council’s
delay in amending Y’s EHC Plan before his move to a secondary placement, but the
Council’s fault did not cause injustice to Y and Miss X.

Remedies: Apologise to Miss X and Y for the injustice caused to them by the faults
identified and pay Miss X £800 to recognise the negative impact of the lack of
alternative provision in the first six weeks after Y’s permanent exclusion.

b) 22015347 12 May 2024 — Education/ SEND


23-008-896
https://www.lgo.org.uk/decisions/education/special-educational-needs/22-015-347

Summary: Mrs X complained the Council failed to provide a suitable education or
follow proper process to review her son’s Education Health and Care (EHC) Plan
after they moved to the Council’s area in late 2021. The Council’s failure to follow
proper process, the delay in reviewing and amending Y’s EHC plan and the failure to
provide alternative provision was fault.

Remedies: apologise to Mrs X and Y for the delays the EHC process and in issuing
a final EHC plan and for the failure to provide alternative educational provision. In
addition the council was to pay £1,350 to the family to acknowledge the impact of the
loss of education on them between September 2022 and November 2022 and pay
£350 to Mrs X to recognise the distress and frustration she experienced.

c) 24003157 22-July-2024 — Adult Care Services/Residential Care

Summary:  We will not investigate this complaint about failures in communication
for an adult's social care and funding. The Council has completed a thorough
investigation and reached sound conclusions. It is unlikely the Ombudsman could
add to that or reach a different outcome. The Council has apologised to the
complainant for confusion and distress caused by its failures in communication and
spoken with relevant staff to prevent future problems.

d) 23020235 —11 Sept 2024 Environment & Regulation/ Refuse & Recycling

Summary: Mrs X complained the Council had destroyed her bin whilst she was
staying at her parent’s address. The Council was at fault for failing to notify Mrs X
before destroying the bin. This caused distress to Mrs X and her parents are without
a bin.

Remedies: Apologise, arrange for Mrs X’s parents to have a free bin and review its
processes.

e) 24010347 — 04 Dec 2024 — Education/SEND

Summary: Mrs X complained via her representative that the Council delayed
considering her request for a reassessment of her child Y’s Special Educational
Needs (SEN). Mrs X said this delayed her right of appeal. The Ombudsman
indicated at the assessment stage that if it were to investigate this complaint it is
likely they would find the Council at fault.

Remedies: The Council apologised to Mrs X for the delay and reminded staff of the
importance of responding to requests on time. The Council also agreed to resolve
the complaint early by offering to make a suitable payment of £100 to the
complainant to remedy the injustice this caused, which avoided a full investigation.

f) 23013447 - 09 Dec 2024 Adult Care Services/ Residential Care

Summary: Ms X complained the Council failed to provide safe and suitable care for
her grandfather Mr Y while he was in a care home, causing distress. The
Ombudsman found fault by the Council because it failed to provide clarity to its
safeguarding enquiry conclusions in Mr Y’s case.


https://www.lgo.org.uk/decisions/adult-care-services/residential-care/24-003-157
https://www.lgo.org.uk/decisions/environment-and-regulation/refuse-and-recycling/23-020-235
https://www.lgo.org.uk/decisions/education/special-educational-needs/24-010-347
https://www.lgo.org.uk/decisions/adult-care-services/residential-care/23-013-447

Remedies: Apologise to Ms X and make her a payment of £300 The Council also
had to review the safeguarding report and where possible provide professional
judgement whether neglect occurred in the care home in Mr Y’s case and carry out
training or remind officers who conduct safeguarding investigations to ensure reports
are definitive and not contradictory.

g) 24006640 -17 Feb 2025 Education/ Alternative Provision

Summary: Ms M complained that the Council failed to arrange alternative education
for her son, B, when he stopped attending school in February 2023. The Council
accepted it failed to provide Ms M’s son, B, with suitable education from February
2023 until he started at a special school in February 2024. The Council also took too
long to issue B’s education, health and care (EHC) plan

Remedies: The Council apologises for the faults identified and made a symbolic
payment of £6,000 to acknowledge the education B missed and the impact of his
absence from education.

1.4.1 Compliance with remedies

The Ombudsman monitors whether councils have fulfiled the terms of
recommended actions and remedies resulting from a complaint investigation. Annual
Review Letters indicate where a council has complied with remedies within the
Ombudsman’s set timescale, is late complying, or where a council has not complied
with the remedy.

In Walsall’s case, there were 11 compliance outcomes in the 7 complaints where a
remedy was set out for the council to carry out during 2024/25. The Annual Letter
indicates that in all cases, the Ombudsman was satisfied that the council had
implemented their recommendations, and that all were carried out within timescale.

1.5 Comparative figures and statistics

Data provided by the Ombudsman - Local government complaint reviews - Local
Government and Social Care Ombudsman - as part of its Annual Report enables
comparison to be made between Walsall and national outturns and with other local
authorities. The comparative figures relating to neighbouring West Midland
authorities are taken from the national and regional data in the link and are set out
below.

Some of the headline comparisons for Walsall in 2024/25 taken from the LGSCO
data are:

National:

e 83% of complaints upheld nationally compared with 87.5% for Walsall. [81% for all
similar authorities — Metropolitan Borough Councils].

e In 12% of upheld cases, councils had already offered a suitable remedy before
the complaint was made to the Ombudsman. The comparable figure for Walsall
was 14%.

e Compliance with recommendations remains high at 99.7% nationally (100% for
Walsall).


https://www.lgo.org.uk/decisions/education/alternative-provision/24-006-640
https://www.lgo.org.uk/information-centre/reports/annual-review-reports/local-government-complaint-reviews
https://www.lgo.org.uk/information-centre/reports/annual-review-reports/local-government-complaint-reviews

e Walsall had only 2.4 upheld decisions per 100,000 residents, compared with
6.2% nationally

West Midlands:

e Walsall received fewer complaints and enquiries in 2024/25 than all West Midland
authorities below except for Wolverhampton and Solihull.

e Walsall had the lowest uphold rate per 100,00 residents of all WM councils.

e The equivalent figures for the WM councils were:

B’ham | Cov |Dudley [Sandwell| Solihull | Wolv | Walsall
Received 572 101 121 122 65 54 87
Investigated 114 22 18 16 18 8 8
Upheld 94 17 14 14 16 7 7
% Uphold rate 82% | 77% | 78% 88% 89% 88% | 87.5%
Upheld per 8.1 4.7 4.3 4.0 7.3 2.6 2.4%
100,000 residents

1.6 Good Practice

Committee is asked to note that the Ombudsman also has an important role in
identifying, from the complaints that it receives from citizens and service users
across the country and from its interaction with councils, particular issues and areas
of concern which it shares with councils generally via bulletins, news releases and in
particular specific focus reports. Focus Reports and Good Practice Guides collate
case studies from Ombudsman investigations to highlight either their most serious
concerns or more specialist practitioner advice.

In 2024/25, the LGSCO issued the following:

e ‘People not structures — putting people at the heart of integrated care’— (July
2024)

e ‘Medical assessments for Housing Applications’ (July 2024)

e ‘Domestic abuse and housing decisions’ (Oct 2024)

e ‘Household and Waste Offences (Oct 2024)

These, and other focus reports published in previous years and in the current year,
are available for downloading on the LGSCO’s website
https://www.LGSCO.org.uk/information-centre/reports

In addition, the LGSCO circulates a weekly list of decisions published that week in
five service areas: benefits and taxation, adult social care, children and education,
housing and planning.

2.0 Resource and legal considerations:

There are no specific financial implications arising from this report. In some cases,
the local settlement of particular complaints may include a financial element, for the
complainant’s ‘time and trouble’ in pursuing the matter, and in appropriate cases the
payment of sums reflecting the impact of the council’s failings on the complainant.
Details of any financial redress recommended by the Ombudsman and agreed by


https://www.lgo.org.uk/information-centre/reports

the relevant service is provided alongside the summary of upheld complaints in
Section 1.4 above.

The Ombudsman service operates in accordance with provisions in the Local
Government Act 1974, as amended by subsequent legislation. As noted above, the
LGSCO has issued a new manual for councils setting out operational matters
relating to its procedures available on its website.

3.0 Performance and Risk Management issues:
The Ombudsman’s annual letter and annual report provides details relating to the

number of complaints received, and the outcome of complaints. See
www.LGSCO.org.uk/information-centre

The Annual Letter no longer provides figures for the average time taken to provide a
response to the Ombudsman’s enquiries. The council’'s LGSCO link officer works
with services to ensure that responses to Ombudsman enquiries are quality assured
and made within expected timescales.

4.0 Equality Implications:

Details relating to the Ombudsman service are available on the council website. The
Ombudsman no longer produces its own complaint leaflets, contact details and
methods are set out on its website. Where appropriate, council complaint responses
include information regarding the right of complainants to approach the LGSCO and
their contact information.

5.0 Consultation:

There is no requirement to consult on this report.
Author:

Mark Halliwell

Lead Assurance Officer (LGSCO Link Officer)

Resources Directorate
mark.halliwell@walsall.gov.uk
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Appendix 1

21 May 2025

By email

Walsall Metropolitan Borough Council
Dear Ms Bennett
Annual Review letter 2024-25

| write to you with your annual summary of complaint statistics from the Local Government
and Social Care Ombudsman for the year ending 31 March 2025. The information offers
valuable insight about your organisation’s approach to complaints, and | know you will
consider it as part of your corporate governance processes. We have listened to your
feedback, and | am pleased to be able to share your annual statistics earlier in the year to
better fit with local reporting cycles. | hope this proves helpful to you.

Your annual statistics are available here.

In addition, you can find the detail of the decisions we have made about your Council, read
the public reports we have issued, and view the service improvements your Council has
agreed to make as a result of our investigations, as well as previous annual review letters.

In a change to our approach, we will write to organisations in July where there is
exceptional practice or where we have concerns about an organisation’s complaint
handling. Not all organisations will get a letter. If you do receive a letter it will be sent in
advance of its publication on our website on 16 July 2025, alongside our annual Review of
Local Government Complaints.

Supporting complaint and service improvement

In February we published good practice guides to support councils to adopt our Complaint
Handling Code. The guides were developed in consultation with councils that have been
piloting the Code and are based on the

real-life, front-line experience of people handling complaints day-to-day, including their
experience of reporting to senior leaders and elected members. The guides were issued
alongside free training resources organisations can use to make sure front-line staff
understand what to do when someone raises a complaint. We will be applying the Code in
our casework from April 2026 and we know a large number of councils have already
adopted it into their local policies with positive results.



https://www.lgo.org.uk/your-councils-performance/walsall-metropolitan-borough-council/statistics/
https://www.lgo.org.uk/information-centre/information-for-organisations-we-investigate/councils/guidance-notes/
https://www.lgo.org.uk/information-centre/information-for-organisations-we-investigate/complaint-handling-code/complaint-handling-code
https://www.lgo.org.uk/information-centre/information-for-organisations-we-investigate/complaint-handling-code/complaint-handling-code
https://www.lgo.org.uk/information-centre/information-for-organisations-we-investigate/free-resources/resources-for-councils-and-other-local-authority-bodies

This year we relaunched our popular complaint handling training programme. The training is
now more interactive than ever, providing delegates with an opportunity to consider a
complaint from receipt to resolution. Early feedback has been extremely positive with
delegates reporting an increase in confidence in handling complaints after completing the
training. To find out more contact training@Igo.org.uk.

Yours sincerely,

frorane (-

Amerdeep Somal

Local Government and Social
Care Ombudsman Chair,
Commission for Local
Administration in England


https://www.lgo.org.uk/information-centre/information-for-organisations-we-investigate/training
mailto:training@lgo.org.uk

