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WELWYN HATFIELD BOROUGH COUNCIL 
STANDARDS COMMITTEE - 20 SEPTEMBER 2021 
REPORT OF THE CORPORATE DIRECTOR (PUBLIC PROTECTION, PLANNING 
AND GOVERNANCE) 

LOCAL GOVERNMENT & SOCIAL CARE OMBUDSMAN – ANNUAL REVIEW LETTER 

1 Executive Summary 

1.1 The Local Government and Social Care Ombudsman (LGO) prepares an annual 
summary of statistics on the complaints made to the LGO about Welwyn Hatfield 
Borough Council. 

1.2 The report is for the financial year ended 31st March 2021. 

1.3 There is a statutory duty for the Council to report to Members on adverse outcomes 
of complaints formally investigated by the LGO.  

2 Recommendation(s) 

2.1 Members are asked to note the number of complaints and enquiries received, the 
decisions made and the outcome of the detailed investigations. 

3 Explanation 

3.1 The LGO prepares an annual report which details the number of complaints and 
enquiries received about the Council and the decisions that the LGO made during 
the period. (Appendix A) 

3.2 The report shows a breakdown of the upheld complaints and shows how these 
were remedied. (Appendices B & C). This includes cases where recommendations 
from the LGO remedied the fault and those where the Council had offered 
satisfactory remedy during the local complaints process. 

3.3 The data included in the report is published on the website of the LGO. 

3.4 There were 18 complaints and enquiries received by the LGO during the year. 21 
final decisions were made including some decisions from the previous year. 

3.5 Two complaints were subject to a detailed investigation; both of these were upheld. 
Full details of these decisions are attached at Appendix D. 

3.6 In respect of the first of these cases; 19010065, the council accepted the 
Ombudsman’s findings acknowledging where the service fell below expected 
standards and that the tenant was provided with incorrect information at the time, 
albeit with good intentions to advise of what was felt relevant guidance on applying 
to extend their new home. The service has implemented the agreed actions from 
the Ombudsman’s investigation and are further looking to enhance the case 
management controls longer term. 

3.7 The second case, 19013167, involved a complaint regarding construction noise. 
This case highlighted the need for clearer procedures for planning officers to follow 
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for referrals to Environmental Health. Following this complaint, a new procedure 
has now been introduced and implemented to mitigate against similar complaints 
in the future.  

3.8 As requested by the committee when last year’s LGSCO report was presented, 
appendix E shows case determined and upheld each year for the last five years, 
broken down into the categories used by the ombudsman. 

4 Legal Implication(s) 

4.1 There is a statutory requirement for Members to be informed of adverse outcomes 
of complaints formally investigated by the LGO. 

4.2 Full Council has delegated to the Standards Committee the responsibility for 
maintaining oversight of the Council’s arrangements for dealing with complaints.  

5 Financial Implication(s) 

5.1 Where complaints are made against the Council and upheld by the LGO, the 
Council could be liable to reimburse the complainant for fees paid or to make 
restitution for any loss incurred by the complainant. 

6 Risk Management Implication(s) 

6.1 The reputation of the Council could be put at risk should it not implement remedies 
recommended by the LGO. 

7 Security & Terrorism Implication(s) 

7.1 There are none. 

8 Procurement Implication(s) 

8.1 There are none. 

9 Climate Change Implication(s) 

9.1 There are none. 

10 Human Resources Implication(s) 

10.1 There are none. 

11 Health and Wellbeing Implication(s) 

11.1 There are none. 

12 Communication and Engagement Implication(s) 

12.1 There are none. 

13 Links to Corporate Priorities 

11.1 The subject of this report is linked to the Council’s Corporate Priority to engage 
with our communities and provide value for money, and specifically to the 
achievement of ensuring fair and open access for our diverse community and 
effectively communication what we do and is linked to the statutory duty under 
Section 5(2) of the Local Government and Housing Act 1989.  
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12 Equality and Diversity 

12.1 An EqIA was not completed because this report does not propose changes to 
existing service-related policies or the development of new service-related 
policies. 
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