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1. EXECUTIVE SUMMARY 

 

1.1 This report provides a summary of council performance in dealing with 
enquiries received from the Local Government Ombudsman (LGO), covering 
the period 01 April 2009 to 31 December 2009 as well as the last comparator 
period with other North West Authorities.  The report is for noting. 

 
2. WIRRAL’S PERFORMANCE COMPARED TO OTHER NORTH WEST 

LOCAL AUTHORITIES 

 

2.1 The latest figures available from the LGO (01 April 2008 to 31 March 2009) 
show Wirral as a top performing council in comparison with other North West 
authorities, despite the Strategic Asset Review contributing to the high volume 
of contacts.  As shown in the table below, the LGO filter initial enquiries through 
an advice team before deciding to instigate an investigation; the council is 
measured against a standard timescale of 28 calendar days. 

 

LGO Contacts for the period 01 April 2008 – 31 March 

2009 

 

Total 

Enquiries by 

advice 

team 

Investigatio

ns 

instigated  

Average 

response 

rate (days) 

Halton 23 13 31 

Liverpool 187 81 18.2 

Knowsley 25 8 38 

Sefton 52 32 21.7 

St Helens 30 17 17.4 

Wirral 215 180 16.2 

 

3. BACKGROUND 

 

3.1 Outline performance analysis of LGO enquiries is provided as part of the 
quarterly corporate performance reports to Cabinet but this review aims to 
provide a more detailed summary of how effectively the council liaises with the 
LGO to Standards Committee.  

 
 



3.2 This report focuses on the enquiries received in the period (01 April 2009 to 31 
December 2009), the response times along with service area analysis and 
determinations made by the LGO. 

 
4. NUMBER OF ENQUIRIES 

 
4.1 The Director of Finance from 1 April 2009 is responsible for the administration 

of complaint handling as well as liaising with the LGO. All contacts are 
recorded and categorised as preliminary requests for information, follow-up 
enquiries or full investigations. Increasingly the LGO is using requests for 
information and subsequent enquiries to make a determination, rather than 
instigating a full investigation.  

 
4.2 The council received 62 contacts from the LGO between 01 April 2009 and 31 

December 2009.  Of these, 47 were preliminary requests for information; 13 
were follow-up enquires and 2 were full investigations.   

 
4.3 Due to changes in working practices implemented by the LGO (2.1 above – 

use of LGO advice team and reduced number of full investigations being 
initiated) and Wirral’s internal amendments in how LGO contacts are recorded, 
meaningful comparison with previous periods is not possible. However once 
the end of year is reached we will be able to offer future years and quarters 
comparisons. 

 
5. RESPONSE TIMES 

 

5.1 Response times are measured against a target timescale of 28 calendar days, 
unless the LGO specifies otherwise. The only exception to this are enquires 
about Schools which have a standard response of 14 calendar days. 

 
5.2 The average response time for 2008/09 was 16.2 calendar days (as shown in 

2.1), which was a marked improvement on previous years.  
 
5.3 For the period 01April 2009 to 31 December 2009 the average response has 

been 18.4 calendar days, an increase of 2.2 days but still well within the target.  
 
5.4. The table below gives a breakdown by department of numbers and average 

days for response. This is followed by a commentary on these results for the 
first three quarters of 2009/10 to give members some idea of the reasons that 
lie behind these figures. 



 

LGO Contacts for the period 01 April 2009 – 31 December 2009 

Departmen

t 

Service 

Area 

Preliminar

y 

Requests 

Follow-

up 

Enquirie

s 

Full 

Investigatio

ns 

Total 

Conta

cts 

Averag

e Days 

respons

e 

Schools 13 4 0 17 14 

Social 

Care 
1 0 0 1 1 

Support 

Services 
0 1 0 1 13 

CYPD 

Youth 

Service 
2 0 0 2 26.5 

DASS 
Care 

Services 
8 4 1 13 34 

Benefits 3 1 0 4 41 

Finance Revenue

s 
3 2 0 5 3.5 

Licensin

g 
3 0 0 3 45 

Regenerati

on 
Sports 

and 

Recreati

on 

1 0 0 1 1 

Planning 10 1 1 12 11 

Resident

s Parking 
1 0 0 1 7 

Support 

Services 
1 0 0 1 27 

Technical 

Services 

Traffic 

Issues 
1 0 0 1 15 

Total 47 13 2 62 18.4 

 
5.5 From the above table the service areas with an average response outside the 

standard LGO 28 day limit are: 
 
5.5.1 Adult Social Services - Care Services (34 days).  This particular service area 

attracts detailed enquiries from the LGO.  The LGO increasingly relies on 
preliminary or follow-up contacts to reach a decision on individual cases, 
requiring extensive investigation by the service. The service also accounted for 
21% of all LGO contacts across the council which places further pressure on 
available resources to respond to LGO contacts.  It is significant that three 
complex cases took an average of 65.7 days to respond to, concerning 
standard of care provided by an ‘elderly mentally infirm’ care home (preliminary 
request and follow-up enquiry) and a contact regarding financial assessment 
for a care package.  The complexity of the response required is not taken 
account of by the LGO in assessing time taken to reply. 

 



5.5.2 Finance – Benefits (41 days).  One particularly complex case, which was jointly 
investigated with DASS and assisted by Legal Services due to the scope of the 
enquiry (involving discretionary housing payments), took 90 days for a 
response to be collated and sent. 

 
5.5.3 Regeneration – Licensing (45 days).  One enquiry took 86 days for a response 

to be sent out, though it was still within the target date specified by the LGO. 
The issue concerned how effectively a complaint was dealt with leading up to 
the referral to the LGO and clarification on the corporate complaints process 
was sought. 

 
5.6 The highest proportion of LGO contacts (27%) were received by the CYPD 

service area of schools.  The majority of these contacts (13 preliminary 
requests and 4 follow-up enquires) concerned schools admissions and tend to 
be seasonal (all but 2 of these contacts for this service area were received 
between 01June2009 and 14 July 2009) which highlights the effort made by 
staff to achieve an average response of 14 days per contact.  For this service 
area the standard timescale required by the LGO is 14 calendar days. 

 
6. COMPLAINT OUTCOMES 

 
6.1 The two investigations resolved in the reporting period concerned Adult Social 

Services (Care Services) and Technical Services (Planning).  The Care 
Services investigation was responded to in 18 days and resulted in a LGO 
finding of no evidence of maladministration.  The Planning investigation was 
responded to in 15 days and resulted in the LGO using their discretion to 
discontinue the investigation due to insufficient evidence of wrongdoing.  

 
6.2 Of the remaining contacts (preliminary requests and follow-up enquiries) the 

LGO has communicated a decision in 37 cases.  All of these decisions have 
been made without recourse to a ‘full investigation’ from the LGO though a 
significant amount of service resource have been used in collating responses 
for the LGO. 

 
6.3 The range of LGO decision categories are as follows: 
 

• Premature complaints  - council has not had a reasonable opportunity to 
consider complaint first 

• Outside jurisdiction - precluded from investigation by LGO due to legal 
statute 

• Local settlement – during course of LGO investigation the council takes 
some course of action which the LGO considers a satisfactory resolution 
of issue(s) 

• Ombudsman’s discretion – discontinued as complainant withdraws 
complaint; LGO unable to maintain contact with complainant; the 
complainant takes court action or insufficient injustice found to continue 
the investigation 

• No evidence of maladministration – council has acted appropriately and 
no  indication of any wrong-doing 

 



6.4 The table below breaks down the LGO decisions received so far in the 
reporting period by service area: 

  

LGO Decisions received for the period 01 April 2009 – 31 December 2009 

Service 

Area 

Local 

Settleme

nt 

No evidence of 

maladministrati

on 

Ombudsma

n's 

discretion 

Outside 

of 

jurisdictio

n 

Prematur

e 

applicati

on 

Schools 1 5 10     

Support 

Services 
  1       

Youth 

Service 
1         

Care 

Services 
2 1 1   1 

Benefits   2       

Revenue

s 
  1 1 1   

Licensin

g 
    1 1   

Sports 

and 

Recreati

on 

        1 

Planning   3 1 1   

Resident

s Parking 
  1       

Total 4 14 14 3 2 

 
7. FUTURE DEVELOPMENT 

 

7.1 In support of the Customer Focus work stream within the Corporate Customer 
Access Strategy, the analysis of customer feedback, which includes LGO 
contact outcomes will help inform how the council delivers services. 

 
7.2 The LGO see the purpose of a complaints system as to “…put right what has 

gone wrong and to learn from it.” – the council has to make use of this 
invaluable feedback provided through both corporate complaints and LGO 
contacts to shape future service delivery.  

 
7.3 Work is progressing to ‘benchmark’ the corporate complaints system against 

LGO best practice, with the intention to improve customer satisfaction and 
learn from complaint outcomes.  A consequence of this should be to minimise 
the number of cases being referred to the LGO. 

 
8. CORPORATE OBJECTIVES 

 

8.1. The manner in which the Council responds to the LGO contributes towards the 
Council’s objective to be an excellent council.  Maintaining the standard set in 



response times is a significant step towards that objective, with Wirral out-
performing other North West local authorities in 2008/09.  We are continuing 
during the final quarter of the year to ensure we respond in as fast as possible 
a time while ensuring full and accurate responses are given to assist the LGO.  
The ability to effectively review LGO contacts and make informed decisions 
based on this data further supports this objective. 

 
9. FINANCIAL AND STAFFING IMPLICATIONS 

 
9.1 There are none arising directly from this report. 
 
10. LOCAL MEMBER SUPPORT 

 
10.1 There are no implications for individual wards arising directly from this report. 
 
11. EQUAL OPPORTUNITY IMPLICATIONS 

 

11.1 There are none arising directly from this report. 
 
12. HUMAN RIGHT IMPLICATIONS 

 

12.1 There are none arising directly from this report. 
 
13. LOCAL AGENDA 21 IMPLICATIONS 

 

13.1 There are none arising directly from this report. 
 
14. COMMUNITY SAFETY IMPLICATIONS 

 

14.1 There are none arising directly from this report. 
 
15. PLANNING IMPLICATIONS 

 

15.1 There are none arising directly from this report. 
 
16. BACKGROUND PAPERS 

 

16.1 There were no background papers used in the preparation of this report. 
 
17. RECOMMENDATION 

 

17.1 That the report be noted. 
 
 
 

IAN COLEMAN 
DIRECTOR OF FINANCE 

 
 
 
FNCE/57/10 


