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Directorate Description/Decision Remedy / Learning action 

Adult Care 
Services  

Case Ref: 
19015219 

Mrs X complained the Council 
failed to explain to her that she 
would be charged for a short-
term residential care home stay 
while her property was being 
deep cleaned.  

The Council was at fault as 
there is no evidence the Council 
explained the potential cost of 
the care or provided her with 
information about the cost 
before she returned home.  

The Council cancelled the invoice for 
the short-term residential care home 
stay. 
 
Staff were reminded of the need to 
advise service users of the potential 
costs before they agree to receive care 
and support and to ensure this is noted 
in the case records. 
 
 

Case Ref: 
18007696 

There was evidence the 
Council’s commissioned care 
provider did not always meet Mr 
P’s needs in the period before 
April 2019.  

 

The Council apologised to Mr P and Mrs 
A. and made a payment of £500 to Mr P 
for the failure of the care provider to 
meet his needs, and of £250 to Mrs A in 
recognition of her time and trouble in 
pursuing the complaint. 
 
The issues identified were addressed 
with the care provider.  

Case Ref: 
19013467 

The Ombudsman found fault in 
the way the Council decided not 
to complete a needs 
assessment.  

 

 

 

While the fault did not cause Mr or Mrs 
C an injustice, the Council agreed to 
take action to prevent similar problems 
occurring for other service users. 

Guidance was issued to Adult Social 
Care staff through the ‘Practice 
Learning Group Bulletin’ as to the Care 
and Support statutory guidance for the 
Care Act, on the issue of a person 
refusing an assessment.   
 

Case Ref: 
19010345 

Mrs X complained about how 
the Council replaced her broken 
stairlift. Mrs X said issues in 
replacing the lift caused her 
significant distress and harmed 
her health.  

The Council was found at fault 
for delays in fitting the stairlift 
and meeting Mrs X’s needs.  

The Council apologised to Mrs X for the 
faults identified and paid £800 to 
recognise the distress and uncertainty 
caused.  A needs assessment under the 
Care Act 2014 was also offered. 
 

The Adult Social Care ‘Practice 
Learning Group Bulletin’ for October 
provided a reminder to staff that they 
must assess any adult with the 
appearance of care and support needs. 
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Case Ref: 
19017852 

Mrs W complained on behalf of 
two relatives about the Council’s 
delay carrying out financial 
assessments for the support 
they received at home.  

She also complained about 
delays in the Council’s 
complaints procedure.  

The Council was at fault for 
delaying financial assessment 
for one of the relatives which 
meant she missed some direct 
payments. 

The Council calculated and paid Mrs X 
the direct payments due for February – 
August 2019 as if it had completed its 
needs and financial assessments on 
time. 

The outstanding recommendation from 
the original complaint investigation was 
also carried out with all social work 
staff reminded to discuss financial 
support with customers regardless of 
their financial situation. 
 
 

Case Ref. 
20002146 

Mrs X complained the Council 
prematurely referred a 
safeguarding concern to the 
police and did not investigate 
her complaint properly. Mrs X 
says this caused her distress 
and endangered her job.  

There was no fault in the way 
the Council handled the 
safeguarding concern and 
subsequent investigation.  

The Council was at fault for not 
following is own complaint 
procedure. 

The complaint was upheld for failure to 
follow the Council's complaints policy re 
speaking to the complainant within 5 
working days of them making the 
complaint.  
 
There was no recommended actions in 
the decision as this did not cause any 
injustice. 
 

Case Ref. 
20003857 

The Ombudsman decided not to 
investigate Ms B’s complaint 
about the Councils failure to 
provide care and support when 
requested. This is because the 
Council has already apologised 
for the failings in this case and 
advised Ms B it has restructured 
its short-term care team to 
minimise the risk of a similar 
occurrence.  

The Ombudsman advised it was 
unlikely further investigation 
could add to this or make a 
different finding. 

 

 

 

 

 

Despite the Ombudsman not 
progressing an investigation the 
decision was still recorded as: Upheld: 
not investigated – injustice remedied 
during complaint processes.   
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Education & 
Children’s 
Services  

Case Ref. 
18012502 

Ms B complained the Council 
did not pay her fostering 
allowance when it placed her 
granddaughter in her care. She 
also complained the Council did 
not give her proper advice 
around permanency choices for 
Y. Ms B said this meant she had 
to live in poverty and did not 
have security for her 
granddaughter.  

The Ombudsman found fault in 
how the Council addressed 
permanency choices and for not 
paying foster allowance. 

An apology was provided to Ms B for not 
paying her the fostering allowance she 
was entitled to and for not providing 
adequate advice and support around 
permanency. 
 
A payment to Ms B for £4,678.05 was 
made to cover the fostering allowance 
she should have received. A further 
payment of £550 was made to Ms B to 
recognise the avoidable distress 
caused and to recognise the avoidable 
time and trouble spent in bringing 
complaints to the Council. 
 
The Council reviewed the information it 
gives to carers who are considering 
permanency options, to ensure it 
provides information on all the options 
available for carers to consider with 
their legal representative, so they can 
consider these in terms of security and 
access to financial assessment. 
 
The guidance was created in the form of 
a guidance document available on the 
web. An update to staff was also 
included in the directorate 
communication ‘People News’. 

Case Ref. 
19014703 

The Ombudsman found the 
Council was wrong to decline to 
investigate Mr and Mrs P’s 
complaint at the second stage 
of the Children Act complaints 
process.  

The Council has agreed to 
begin an investigation without 
delay. 

The Council considered Mr and Mrs P’s 
complaint at the second stage of the 
Children Act complaints process. 
 
An apology was issued to Mr and Mrs P 
for telling them it could not consider their 
complaint without their daughter’s 
permission. 
 
The actions taken in declining a 
complaint were reviewed by the 
Complaints Team. 
 
 
 
 
 
 

Case Ref. 
19011568 

Mrs D complained about 
matters relating to her son’s (M) 
Education, Health and Care 
Plan.  

 

The council apologised to Mrs D and M. 
and paid Mrs D £200 to acknowledge 
the uncertainty caused by the fault 
identified. 
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Case Ref. 
19015087 

Mrs X complained the Council 
delayed in finalising her 
daughter, D’s, Education, 
Health and Care (EHC) Plan, 
failed to ensure D received 
educational provision in line with 
her EHC Plan, and did not 
respond to her complaints in a 
timely manner or respond to the 
points she raised.  

The Ombudsman found the 
Council delayed in finalising D’s 
EHC Plan and at times did not 
ensure she received the 
educational provision in her 
Plan. It also failed to deal with 
Mrs X’s complaints 
appropriately.  

 

The Council apologised to Mrs X and D 
for the faults identified and the injustice 
this has caused them. 
 
Paid Mrs X £300 to remedy the 
frustration and distress she experienced 
in relation to the significant delays in her 
appeal rights to the Tribunal, D being 
out of education and the delays in 
dealing with her complaint and the poor 
response. 
 
Paid Mrs X £1,000 to be spent as she 
saw best on D for the education and/or 
the special educational provision in her 
EHC Plan which she missed for the 
periods identified in the Ombudsman’s 
decision statement. 
 
The Council reviewed its procedures to 
ensure it takes necessary action 
following review meetings to issue 
amendment notices and draft and final 
amended EHC Plans within the 
statutory timescales. 
 
The Council reviewed its complaint 
procedures to ensure it responds to 
complaints through its corporate 
complaints procedures in a timely 
manner. 
 

Case Ref. 
20006641 

The Ombudsman found fault 
with the Council for failing to 
allow Mr B to progress his 
complaint through the Councils 
complaint process. This caused 
injustice to Mr B.  

A payment of £250 was made to Mr B 
for the distress, time and trouble this 
matter caused him. 
 
The Council was to consider Mr B’s 
complaint in full at the review stage of 
the complaints process ensuring it met 
with Mr B to fully understand his 
complaint.  
 
All staff dealing with complaints were 
reminded how to handle complaints 
made by MP’s on behalf of constituents 
in line with the Council’s complaint 
procedure. 
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Case Ref. 
19014575 

Ms B complained the Council 
had failed to arrange Looked 
After Child meetings from when 
her child, C, first went into care. 
It also failed to communicate 
properly with her or to address 
complaints she made. This 
meant she was unable to 
exercise parental responsibility 
for C.  

The Ombudsman found 
evidence of fault in some of the 
Council’s actions. 

 The Council apologised to Ms B for the 
fault identified in the Ombudsman’s 
statement. 
 
The Council was also apologise to C 
(this is the child) for incorrectly saying 
Ms B should not bring snacks at contact 
(if she remembered being upset).  
 
The Council was to ask Ms B’s ex-
partner whether she would agree with a 
missed contact session being made up 
(following the COVID-19 pandemic). 
 
The Council agreed to review the 
contact restrictions on Ms B. 
 
The Council ensured Ms B had been 
fully paid for contact she attended and 
that claiming costs was as simple as 
possible for Ms B going forward.  
 
The Council made a payment of £150 to 
Ms B acknowledge the delay in its 
complaints handling. 
 
The Council revised the wording on its 
contact agreements in relation to 
healthy snacks at contact meetings. 

Highways & 
Transport  

Case Ref. 
19015287 

 

Miss X complained the Council 
failed to take account of her 
mother, Mrs Y’s, mobility and 
access when it decided to place 
barriers on the path to the rear 
of Mrs Y’s property.  

The Council was not at fault for 
installing the barriers. However, 
fault was found in the Council 
failing to respond to Mrs Y’s 
solicitor’s letter and delay in 
responding to Miss X’s 
complaint.  

The Council apologised to Miss X for the 
frustration caused by the delay in 
responding to her complaint. 
 
The Council apologised to Mrs Y for the 
frustration caused by not responding to 
her solicitor’s letter. 

 


