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Directorate Description/Decision Remedy / Learning action 

Adult Care 
Services  

Case Ref: 
19018595 

Mrs D complained that Council 
failed to safeguard her mother, 
Mrs C, from financial abuse. 
The Council accepted that it did 
not progress its safeguarding 
investigation quickly enough. 
Mrs D suffered an injustice as 
she could not be satisfied her 
concerns were taken seriously.  

The Council wrote to Mrs D to explain 
the changes it had made to how it 
approached safeguarding. 
 
Staff were updated on the changes. 
 
 

Case Ref: 
20001814 

Mr X complained the Council’s 
Generic Domiciliary Care policy 
financially disadvantaged his 
disabled mother, Mrs Y. He said 
the Council also incorrectly 
charged for Mrs Y’s care.  

The Ombudsman did not find 
fault with the Council’s policy. 
However, the Council was at 
fault for incorrectly charging Mrs 
Y for care she did not receive 
and for failing to respond to Mr 
X’s complaints.  

The Council apologised and made a 
payment of £100 to Mr. X for the 
avoidable frustration and time and 
trouble that the matter had caused him.  
(The Council had already recalculated 
Mrs Y’s care costs.) 
 
An addition was added to the adult 
social care complaint handling process 
to ensure reminders were issued to staff 
when responses were not provided 
within set timescales. 

Case Ref: 
20013483 

Ms X complained the Council 
reclaimed unspent direct 
payments it provided to her as 
her mother’s carer.  

The Council was not at fault for 
reclaiming the unspent funds. It 
was at fault for not advising Ms 
X it intended to do this and for 
not giving her four weeks’ notice 
in line with its terms and 
conditions.  

As was recommended in the Council’s 
complaint investigation Ms X was paid 
£250 to acknowledge the undue stress, 
inconvenience and frustration caused. 

Staff were reminded of the need to give 
four weeks’ notice and to advise of any 
potential reclaim of funds before 
closing direct payment 

 

Case Ref: 
21005015 

Ms X complained the Council 
was at fault as it failed to ensure 
the safety of her mother Mrs Y, 
while resident in a care home as 
she was attacked by another 
resident.   

The Ombudsman found no fault 
by the Council in the way it 
ensured Mrs Y’s safety and 
carried out a safeguarding 
referral. Fault was found as the 
Council delayed responding to 
Ms X’s complaints about the 
matter.  

 

 

The Council had accepted it was at fault 
in the delay in responding and had 
already apologised.   The Ombudsman 
found this was a suitable action to take 
so completed their investigation. 
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Education & 
Children’s 
Services  

Case Ref: 
19018931 

Mrs X complained that the 
Council failed to monitor her 
son’s placement at an 
independent alternative 
provision.  

The Ombudsman found the 
Council acted without fault. 
However, there was fault in the 
actions of the Council following 
an annual review of the 
Education, Health and Care 
Plan (EHCP) in March 2019 
which meant Mrs X was denied 
her right to appeal. 

The Council apologised to Mr & Mrs X 
and made a financial payment of £150 
to acknowledge they were denied the 
right to appeal. 
 
Updated guidance and training was 
delivered to staff, which incorporated 
awareness of complying with the SEND 
Code of Practice if a decision is made 
not to amend an EHCP. 
 

Case Ref. 
20004844 

Mrs Y complained the Council 
failed to review her daughter’s 
Education, Health and Care 
Plan (EHCP) and provide 
suitable alternative educational 
provision when her placement 
broke down.  

The Ombudsman found the 
Council at fault for failing to 
complete the Annual Review 
process and to fully assess 
whether the alternative 
provision provided was suitable.  

This caused B and Mrs Y 
distress and confusion, and 
delayed Mrs Y’s appeal rights to 
the SEND Tribunal.  

The Council apologised to Mrs Y and B, 
for the fault and injustice caused and 
issued B’s final EHC Plan. 
 
In addition a payment of £2100 was 
made to Mrs Y on behalf of B for the loss 
of education provision from October 
2019 – March 2020 and end of July 
2020 to March 2021 (covering 3 terms 
at £700 per term). A further £300 was 
paid for the uncertainty caused between 
March  and July 2020. 
 
Mrs Y was paid £500 to remedy the 
significant avoidable distress, 
uncertainty and loss of opportunity 
caused by the faults identified. 
 
The Council reviewed its guidance to 
staff on its Section 19 legal duty to 
provide suitable alternative education 
provision and the information. 
 
Provided training to relevant staff on 
what to do when a placement breaks 
down. 
 
Produced and published a statement on 
how it can help children with EHC Plans 
who are out of school. 
 
Reviewed cases where Annual Reviews 
were currently outstanding, specifically 
when a child or young person’s 
placement had broken down. 
 
Shared the final decision with relevant 
staff. 
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Education & 
Children’s 
Services  

Case Ref. 
20011058 

Mrs X complained the Council 
failed to provide her with 
relevant medical information 
about her adopted son, F, when 
she adopted him in 2016.  

The Council was not at fault for 
this action it was however at 
fault for how Mrs X’s complaint 
was handled.  

The Council apologised to Mrs X and 
paid her £150 as a symbolic payment 
for the frustration and time and trouble 
caused when it failed to properly 
consider whether to investigate her 
complaint. 
 
Complaints Team review of actions and 
considerations taken in the handling of 
the initial complaint request.  

Case Ref. 
20011877 

The Ombudsman decided not 
investigate Mrs X’s complaint 
the Council has failed to 
arrange contact with ‘child A’, 
who is in care, and has refused 
to deal with her complaint about 
the matter.  

The Council accepted it was at 
fault for not dealing with the 
complaint and agreed to deal 
with the complaint via the 
statutory children’s complaint 
procedure.   

The Ombudsman asked the council to 
explain in its complaint reply what had 
happened with contact and ensure that 
social workers communicate properly 
with family members such as Mrs X.  
 
The Council accepted the 
Ombudsman’s view of regulation 8 
which explains the limited 
circumstances in which a complaint 
may not be dealt with.  
 
A briefing note was issued to legal 
services staff and the children’s 
complaints team to remind them of the 
regulations/guidance and its correct 
application. 

Case Ref. 
20013250 

The Council is at fault for 
delaying considering a 
complaint at stage two of the 
children’s statutory complaints 
procedure.  

The Council agreed to complete 
its stage two investigation 
without further delay.  

The Council made a payment to Ms X of 
£100 to remedy the time and trouble 
she had gone to pursuing the complaint 
and to reflect the delay in the Council 
dealing with this complaint. 
 
The Council allocated and appointed an 
Independent Officer and Independent 
Person to investigate Ms X’s complaint. 
 
The Council recruited a number of 
additional investigation officers (IO’s)  
and independent persons (IP’s) to 
ensure it has adequate resources to 
allocate Stage 2 investigations, when 
these type of complaint investigations 
are required. 

Case Ref. 
21009640 

The Council unreasonably 
delayed considering Mr B’s 
complaint at Stage 2 of the 
statutory procedure for 
children’s services complaints.  

A payment to Mr B of £200 was made to 
reflect the seven-month delay in 
initiating the Stage 2 process and the 
uncertainty this has caused, with his 
complaint allocated for investigation. 
 
As noted at 20013250 above additional 
IOs & IPs have been appointed. 
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Highways & 
Transport  

Case Ref. 
20011503 

Mr X complained about the 
actions of an enforcement agent 
acting on behalf of the Council.  

Mr X said the agent acted in a 
threatening and bullying manner 
which caused him avoidable 
distress. Mr X wanted the 
Council to apologise and 
compensate him for the distress 
caused.  

The Ombudsman found no 
evidence of fault by the 
enforcement agent but evidence 
of fault in the complaint handling 
process.  

An apology was made to Mr X along 
with a  payment of £100 in recognition 
of the distress and upset caused in the 
complaint handling process. 
 
Case decision was discussed with 
Complaints staff with a reminder of 
actions required when working with 
services in responding to complaints in 
ensuring correct process and 
timescales are followed. 

Corporate & 
Other 
Services  

Case Ref. 
20012303 

Mr and Mrs D complained the 
Council failed to ensure it sent 
information to them in their 
preferred format and delayed 
responding to their complaint.   

The Ombudsman found there 
was fault causing injustice.  

The Council apologised to Mr & Mrs D 
and paid £100 to acknowledge the time 
and trouble they were caused. 
 
As to the action to ensure each services’ 
records were up to date in relation to the 
reasonable adjustments for Mr & Mrs D.   
CCC’s Digital Team developed a 
solution that allows all ASC Service 
Users, who have requested reasonable 
adjustments from the Council, to be 
shared with other service areas and not 
just restricted to Mr & Mrs D.  This new 
development went live in May 2022. 
 

  
 

 


