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Our service

> |nvestigate 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



What kind of complaints?

Adult care services (3,938)

m Benefits & Tax (2,257)

m Corporate & other services (1,494)

®m Education & children's services

(7,889)

®m Environmental services, public
protection & regulation (2,569)

® Highways & transport (2,832)

®m Housing (5,307)

m Planning & development (1,874)



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
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466 recommendations to improve services



Trends in self-funder complaints
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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



Investigation

Assessment
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Ombudsman’s process

> Making enquiries
> to supply information

> Powers of the High Court to obtain information — potential threat of
withess summons

> Analysis — what should happen? What did happen” Was there fault
— what was the impact of the fault?



Ombudsman’s process

Draft Decision
> to comment and agree actions

Final Decision
> to remedy complaint



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:
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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



Care home refused to
change after findings

BY HANNAR SMrTi
hanrah smithgpipress co uk
Sleamcourier

ALeamington care home has
beenurgedto “rethinkits
policies” after failing to make
WMW
complaints by a patient's son.
TheAlbemarleRest Home was
Jjust one of two care homes in
England to be issued withan
adverse findings notice in the
past1i2months after failing to
comply with recommenda-
tions by the ombudsman,
The Local Goxernment

Qmbudsman upheld com-
plaints by the son ofa resident
whosaid that a'donot resusci-
tate’ order for his mother was
not passed ontoother carers.
And that proper checks
were not in place to ensure
she received certain medica-
tion while at the Kenilworth
Road care home.
Thecomplainant, whohas
not been named, said he was
not notified when hismother
refused treatments, and lost
theopportunity todiscuss the
implications of it with her.
Aftercarrying outaninter-
nal investigation and making
recommendationsforchange,

the ombudsman found that
the home has still not im-
proved its policiesor complied
withthe improvements.

Ombudsman..hnehhrlkl.
Sl.li: -rlwl

that the home clearly display
do not resuseitate decisions
mpeople‘sﬂles.and that lhls
form

have sen-
sibleand pmportwnale. and
will assist the care home in
iding higher standards.
“Iam disappointed that
the care home has refused to
improve its policies and pro-
ceduresfor thebenefit of resi-
dents and staff.
“InowurgeAlbemarie Rest
Home torethink its position
and agree to implement the
procedural changes | have

when they transfer toanoth-
ercareservice.

The home should develop
a clear procedure for moni-
toring medication and repeat
prescriptions, and look at its
complaint-handling process,

Anadverse findings notice
is the final stage of an investi-
gation into a privately-run
care home. The case has now
been passed o regulator, the
Care Quality Commission.

WRISTS SLAPPED: Client's money has been withheld

Watchdog tells bosses at
care home to pay £6,500

‘The home also refused to refund
the man some fees he had paid in

A care home has been criti-
cised by the

Ombudsman }

ing to repay more than £6,000 to
a bereaved family.

Despite an independent inves-
tigation, the Rainham care home
is refusing to hand over £6,500 it
mowestoatamﬂyo(amannome

According to the LGO the
Cherry Acre
in Berengrave Lane, wrongly
charged the mana
top-up fee covering a period dur-
ing which Medway Council paid
for his care,

The man, who has not been
named, had been living at the
home as a self-funding client, but
when his money ran out Medway
Council said it would step in and
fund his placement on a deferred
loanamamemunmhehaduﬂd

Auhesametimetheoomdl
agreed a rate with the provider,
wlﬂchwasbsmmmeamum
the man had been pa

Sometime later, anarhe had
sold his home and was able to
fund his own care, the provider
charged him an extra top-up
amount.

mstopupwnsthed!ﬁemnce

the lower the
authority paid during the time
it agreed to fund his care and
the rate the man would have paid

ment Ombudsman, said: “The
care provider has been given
numerous opportunities to rec-
tify the situation with the fam.
ily yet has failed to accept it was
wrong.
“It has shown no evidence
of understanding the effect its

refusal to repay the money has
had on the family.

“I am issuing this Adverse
Findings Notice to ensure peo-
ple are aware of the situation

“I now urge the provider to
revisit this family’s complaint
and repay the money owed."



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
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> 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

Effective Complaint Handling in Adult Social Care

A half day online course for managers and other staff who
investigate complaints

Complaint handling process

|dentify, summarise and define complaints
Investigate a complaint

Putting things right

Communicating decisions
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> 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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