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17 December 2021

Complaint reference: 
21 012 227

Complaint against:
Welwyn Hatfield Borough Council

The Ombudsman’s final decision
Summary: We will not investigate this complaint about the Council not 
telling Mr X it had extended a suspension of parking restrictions. Any 
investigation is unlikely to achieve significantly more than the apology 
and commitment to improve future communications the Council has 
already given.   

The complaint
1. Mr X complains the Council did not tell him it had extended the suspension of 

parking restrictions where he lives. He says this caused him and his wife 
inconvenience as, believing on-street parking was not allowed, they did not have 
a visit from relatives and they moved their car to another area to allow a plumber 
to park on their driveway. 

The Ombudsman’s role and powers
2. The Ombudsman investigates complaints about ‘maladministration’ and ‘service 

failure’, which we call ‘fault’. We must also consider whether any fault has had an 
adverse impact on the person making the complaint, which we call ‘injustice’. We 
provide a free service but must use public money carefully. We do not start or 
may decide not to continue with an investigation if we decide further investigation 
would not lead to a different outcome, or we cannot achieve the outcome 
someone wants. (Local Government Act 1974, section 24A(6)) 

How I considered this complaint
3. I considered information provided by Mr X and online maps and photographs of 

the relevant area. I considered the Ombudsman’s Assessment Code.

My assessment 
4. In the area where Mr X lives, on-street parking is not allowed during the day for 

most of the year. Mr X and his wife can park in their driveway, but the restrictions 
affect visitors who cannot park on the street during restricted times. The Council 
suspended enforcement of the restrictions for a period during COVID-19 
measures. It decided to extend the non-enforcement period but did not tell all the 
residents of the affected area. Mr X reports he asked the Council if it was 
extending the non-enforcement and the Council replied it was enforcing the 
restrictions again. Mr X says the Council did not tell local councillors of the 
extension either. 
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5. Believing nobody could park on the street, Mr X and his wife decided against 
having a visit from relatives. Mr X also says he twice needed an emergency 
plumber during the relevant period. As he believed the plumber might receive a 
penalty charge for parking in the street, Mr X and his wife moved their car outside 
the area, once parking over a mile away, so the plumber could park in the drive. 

6. The Council apologised to Mr X for not telling all residents it had extended the 
non-enforcement period. It says it has changed processes to ensure it will 
communicate any such changes to the whole affected area in future. 

7. I understand Mr X’s dissatisfaction at not knowing what was happening. This 
caused some disappointment about the family visit and some inconvenience 
when moving a car to allow access to the emergency plumber. However, if we 
were to investigate, it is unlikely would recommend significantly more than the 
apology and commitment to improve future communications the Council has 
already given. Therefore it would be disproportionate to investigate the complaint. 

8. Mr X also wants the Council to allow residents to park outside their properties 
when service providers such as plumbers have to attend, especially in 
emergencies. That point concerns the content of the parking restrictions, which 
can only be changed by following the necessary legal process. The Ombudsman 
cannot tell the Council what to include in its parking restrictions.

Final decision
9. We will not investigate Mr X’s complaint because it is unlikely investigation would 

recommend more than what the Council has already done. 

Investigator’s decision on behalf of the Ombudsman




