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Our service 
˃ Investigate complaints against local councils and 

(since 2009) adult social care providers

˃ Independent, impartial, free

˃ LGSCO has two roles: remedying injustice and 
improving local service 

˃ Aim to put things right if they have gone wrong –
through service improvements and redress 

˃ We want complaints to be resolved at the local level 
whenever possible and usually won’t consider a 
complaint until the body has had the chance to resolve 
it 
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What kind of complaints?



Current trends: Adult Social Care statistics 

Last year (2025-26)

> 3,939 complaints and enquiries

> 368 complaints were from self-funders 

> 904 detailed investigations

> 77% upheld 

> 20% upheld cases where we agreed with remedy already provided

> 544 recommendations for personal injustice

> 466 recommendations to improve services



Trends in self-funder complaints 
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Organisational culture 

> Develop a positive, person-centred approach

> Empower staff to put things right

> Ensure safeguards for whistle-blowers

> Accept things do sometimes go wrong

> Demonstrate the learning from complaints and the improvements 

made

> Demonstrate strong leadership with Chief Executives and Boards 

taking responsibility



Intake Assessment Investigation

1. 2. 3.

Ombudsman’s process



> Making enquiries 

> Opportunity to supply information

> Powers of the High Court to obtain information – potential threat of 

witness summons

> Analysis – what should happen? What did happen? Was there fault 

– what was the impact of the fault?

Ombudsman’s process



Draft Decision 

> Opportunity to comment and agree actions

Final Decision

> Opportunity to remedy complaint

Ombudsman’s process



Putting things right 

Our recommendations are intended to put the person back in the position they 
were in before the fault occurred. We may recommend:

> Apology

> Procedural changes

> Staff training

> Financial redress

> Reassessment

> Reimbursement

Guidance on Remedies - Local Government and Social Care 
Ombudsman

https://www.lgo.org.uk/information-centre/staff-guidance/guidance-on-remedies
https://www.lgo.org.uk/information-centre/staff-guidance/guidance-on-remedies
https://www.lgo.org.uk/information-centre/staff-guidance/guidance-on-remedies
https://www.lgo.org.uk/information-centre/staff-guidance/guidance-on-remedies


Adverse Findings Notice 

Our recommendations are not binding, BUT:

> Our findings are – Judicial Review is the only challenge

> Recommendations followed in vast majority of cases

Adverse Findings Notice

> In press – typically costs £2000-3000

> Made public in annual report

> Shared with CQC



Adverse Findings Notice 



Resources

We produce a range of resources for care providers, including:

> Sector specific guidance including a guide to effective complaint handling 

> Template complaint procedures, response letters, checklists 

> Subject focus reports 

> e-newsletters 

> Training 

> Website LGO.org.uk/decisions 

> Resources for care providers - Local Government and Social Care Ombudsman

https://www.lgo.org.uk/adult-social-care/resources-for-care-providers
https://www.lgo.org.uk/adult-social-care/resources-for-care-providers
https://www.lgo.org.uk/adult-social-care/resources-for-care-providers
https://www.lgo.org.uk/adult-social-care/resources-for-care-providers


Training 

Effective Complaint Handling in Adult Social Care

A half day online course for managers and other staff who 

investigate complaints 

 

> Complaint handling process

> Identify, summarise and define complaints

> Investigate a complaint

> Putting things right

> Communicating decisions

> Training & learning - Local Government and Social Care Ombudsman

https://www.lgo.org.uk/training
https://www.lgo.org.uk/training
https://www.lgo.org.uk/training
https://www.lgo.org.uk/training


Questions 
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