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Note on interpretation of local authority

statistics
Complaints and enquiries received 2013/14 & 2014/15

Thie dnfermuation below cavers the statistics included fnthe aaneal reviews wcouncls for 20013714
anct 200415 1T you waunt informution uhout interpreting the statsoics for prevnms years - please
click on the downloud in the box on the right hang side.

LY by published statistics Tor each of the awrthoritzes within s jurbsdiction for many years. In
Apnml 2004, we changed how we clussified the resulis of complasmis, W now descmbe our
decisions in terms of upholding and not upholding compluints, which brings s claser in pructice
with bow eher Oambidsian schewses wd many local authorities desceibe their declstos,

I must be remembered the bare numbers of complomis apanst an sothaerity do nor prosve that s
a *pod” or ‘gond” eeuncll, The larger the population an ahoriey serves, the more likely we will
reCeivie compluints sbouae it Aosignificant aplilt in complaiat numbets again does not necessarlly
show that o counet] has hecome worse ot w hot 11 does. We may have received several complaints
about the same ssae from different restdents, for example o controversial plannme decidiom or
application. An authormy may huave o 30% uplilt in complaings opainst il but when we receiviod
tworeomplaints aganst o last yeor, snd Towr this yeor, this cannot lead 1o the conclosinm the

sers lee the counet] proy fdes has significantly worsened,

Huosy complazmts and enguaries were diealt with 15 explained below:

» Uphell: These pre complants where we have deculed that an authoeny bos been o faodi m
liow it acted ond that this Lault may or mey not have caused an injustice 1o the complamunt,
o whittre un wuthoricy has accepted that it needs (o remiedy the complaint b fore we miake a
fineling om fault, 1 we have decided there was Tault and it cossed an imustice o the
complainant, usually we will kove recommended the autharity take some action 1o address
iL.

» Mot upheld; Where we have investzgated a complamt and decided that a coureil hos rol
acted with Tault, we classity these commplalats as nol upheld

 Advice given: These ame coses where we give advice-about sohy LGO would not look uta
complaint becowse the body complained shout was pot within the LGOS scope or we bl
previously lemoked st he same complaint frem the cormplalaant, or anather complaints
handling erganisation eradvice ogency was besl placed o help them.

* Closed after initial enquiries: These complamnis are where we hove mude an eurly decison
that we could not or should ned Investigate the complaint, esually becavse the complaint 15
trutside LOGEY s jurtsdiction umd we either commion low fully investigate it or we decide (bt it
woukd mot be approprate in the circumstances of the case o do s, Corearly sssessment of
a cotnplain may also show there was Litle Injustice 0 4 complamant that would necd an
LGy myvestization of the maotter, or that an imvest pation could nor achieve-anyibing, either
hecavse the evidence we soe shows ot gneearly stage there was no foult. or the putcome o
complaiman wants ks one we could schieve, lor example dyeruming o court order

Page 211

hetpefiwoww Teo org .k publicationsfannual-report/note - interpretation - statisticss (B HEOTS b



Loval Government Ombudsmin « Note an Interpicttion of Laeyl authomly sistisiics Fipe 2 of 2

* Ieompletefinvatio These are comiphalngs where the wenmpainant bas mot preos ided wy wips
eniked inlormation 1 be wble i1 decide what shoutd buppen with (heir cornplaing, or whene
1he cermplistnant tells us ar @ VETY werly stioe (b IRey mo lonzer wish 1o parsle their
coanpadne,

* Beferved back far locsl reslution: We work on (he prncipie thut 1Uis always best for
commpliinty to be resalved by the service provider whereser pessible. Furthermuore, the Ll
Government Agt 1974 tequires LG 1y give aurhnricies an UPPaTILniey 10y und resodyve g
cormplaint before we will ger invaled, Usually we tefl comphaingnrs hoa L complain to an
uuthority oad ask thiem to eomact it direet |y, In TNy Estances, authoriiies ore ALeces sy
I Tesol ving th cormplaint pad the ernplainant does nist recomtaeg s,
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