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Part 1 - Open to the Public ITEM NO.

REPORT OF

THE MONITORING OFFICER

TO 

STANDARDS COMMITTEE

ON 

27 JUNE 2019

TITLE: Local Government and Social Care Ombudsman Review 

RECOMMENDATION: 

That the Standards Committee note the work underway to improve the handling of 
Complaints to the Local Government and Social Care Ombudsman. 

EXECUTIVE SUMMARY:

The Local Government and Social Care Ombudsman is the final stage for complaints 
about councils, all adult social care providers (including care homes and home care 
agencies) and some other organisations providing local public services. It 
investigates complaints from members of the public. In cases where there are 
integrated services, there can be some confusion for people about who is 
responsible for their services. 

Processes have now been redesigned to ensure that the Local Authority retains 
responsibility and oversight for the responses to the Ombudsman where it is 
accountable for the services delivered to members of the public. 

BACKGROUND DOCUMENTS:

Council Complaints procedures. 

KEY DECISION: NO
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DETAILS:

The stated objective of the Ombudsman is to remedy injustice and improve local 
public services. This includes issuing advice on good administrative practice in local 
government based on experience from prior investigations and also offering training 
in complaint handling to councils and care providers.

The Local Government Act 1974 established the then Local Government 
Ombudsman for England and for Wales. 

The Act defines their main statutory functions:
 to investigate complaints against councils and some other authorities
 to investigate complaints about adult social care providers from people who 

arrange or fund their own adult social care
 to provide advice and guidance on good administrative practice

The main activity under Part III of the 1974 Act is the investigation of complaints, 
which it states is limited to complaints from members of the public alleging they have 
suffered injustice as a result of maladministration and/or service failure.

Their jurisdiction under Part III covers all local authorities (excluding town and parish 
councils); police and crime bodies; school admission appeal panels and a range of 
other bodies providing local services. Under Part IIIA they investigate complaints 
from people who allege they have suffered injustice as a result of action by adult 
social care providers. The name changed to the Local Government and Social Care 
Ombudsman in 2017 to reflect the full scope of its remit. Wales is now covered by the 
Public Services Ombudsman for Wales.

The Regulatory Reform (Collaboration etc between Ombudsmen) Order 2007 
amended the 1974 Act and clarified the powers of the Local Government and Social 
Care Ombudsman, and the Parliamentary and Health Service Ombudsman, to work 
together. If a complaint covers both jurisdictions - typically social care and health 
issues - they can carry out joint investigations with a single point of contact.

Standards Committee receives reports from the Local Government and Social Care 
Ombudsman and how the Council has dealt with any such complaints. 

The Council has complaints procedures which have been agreed by the Standards 
Committee but as we have moved to increased collaboration with health and social 
care partners, with the creation of an Integrated Care Organisation and joint 
commissioning of children’s services with the CCG, we need to ensure that the 
Council’s accountability for these services is not lost. 

Work has started with colleagues in the CCG, the ICO and Children’s Commissioning 
to review these processes and make some changes to ensure that the organisations 
learn from any issues arising and that we continue to deliver excellent services to 
people who live in, work in and visit Salford. 

https://www.lgo.org.uk/adult-social-care/complaints-about-health-and-social-care
https://www.lgo.org.uk/adult-social-care/complaints-about-health-and-social-care
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KEY COUNCIL POLICIES: Salford City Council Constitution, Corporate Complaints 
procedures. 

EQUALITY IMPACT ASSESSMENT AND IMPLICATIONS: None arising from this 
report or its recommendations.

ASSESSMENT OF RISK: If the Council fails to manage complaints it will be open to 
reputational and financial risk. 

LEGAL IMPLICATIONS:

Contained within the body of the report 

FINANCIAL IMPLICATIONS: Minimal

If the Council fails to deliver services to citizens and the Ombudsman finds that 
maladministration has occurred financial penalties can be imposed. 

PROCUREMENT IMPLICATIONS: None arising from this report or its 
recommendation.

HR IMPLICATIONS: None arising from this report or its recommendation.
 

OTHER DIRECTORATES CONSULTED: N/A

CONTACT OFFICER: MIRANDA CARRUTHERS-WATT      TEL NO: 0161 793 3620

WARDS TO WHICH REPORT RELATES: ALL


