
 

 

  
 
 
 

 
 It is recommended that Members consider the report and comment as appropriate.  
 
 Members are asked to consider any further actions or potential service improvements. 
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Overview  
 
The purpose of this report to the Governance, Strategy and Resources Scrutiny Board is to share 
information regarding the key findings from the Annual Review Letter from the Local Government 
and Social Care Ombudsman (LGSCO) and to set out the actions we will take to evaluate and learn 
from the findings from the letter, in addition to the LGSCO’s review report due on 24 July 2024.  
 
A more detailed report will be presented at the next meeting in October 2024 with findings and 
actions to drive improvements as part of our commitment to work with a resident focus once the 
Council is able to access and review benchmarking data outlined in the Local Government 
Complaints 2023/24 report.  

 
Recommendations  
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1. Background 
 
1.1 Oldham Council welcomes feedback from residents regarding the services it provides. 

Where complaints are raised, the Council is committed to making robust enquiries in order 
to establish whether anything could and should have been done differently. Responding to 
complaints in a fair, open and honest manner, and looking to improve services where 
problem are identified, is central to the way the Council works with a resident focus. 
 

1.2 The Council deals with complaints about the services it provides according to the 
requirements of five different sets of legislation:  

 

 The Local Government Act 1974  -  Corporate complaints 

 The Children Act 1989 - Children’s Social Care complaints 

 The Local Authority Social Services and NHS Complaints Regulations 2009 -  Adult 
Social Care complaints 

 The Housing Act 1996 -  Housing complaints 

 The Localism Act 2011 -  Housing complaints 
 
1.3 Corporate complaints, Adults Social Care complaints and Children’s Social Care complaints 

have the Local Government and Social Care Ombudsman (LGSCO) as the last stage in the 
process. The Ombudsman’s role is to enquire into cases where the Council and the 
complainant still do not agree after the Local Authority’s complaints procedure has been 
exhausted and the complainant still wants the case to be reviewed.  
 

1.4 Each year, the results of the LGSCO Annual Review of Complaints and the Council’s 
performance in this regard is submitted for scrutiny. It is the role of the Governance, 
Strategy and Resources Scrutiny Board to consider this information and this meeting is the 
first available meeting to consider this information. 

 
1.5 On 17 July 2024, the LGSCO issued its Annual Review Letter to Oldham Council. The 

Annual Review Letter provides a brief overview of the Council’s performance in respect of 
enquiries received from the LGSCO in the financial year 2023/24.  

 
1.6 Further information to allow benchmarking with other Greater Manchester Local Authorities, 

as well as the LGSCO’s Review of Local Government Complaints 2023/24 report, has not 
yet been published. The LGSCO’s review report will include key trends and statistics 
regarding the types of complaints being investigated and upheld nationally, which will allow 
for further analysis of Oldham’s complaints and performance. 

 

 
2.          Overview of the Ombudsman’s Annual Review Letter 

 
2.1 During the period 1 April 2023 to 1 April 2024, the LGSCO completed 14 investigations in 

relation to Oldham Council.  
 

2.2 Following these investigations, the LGSCO upheld 12 cases and found 2 to not be upheld, 
giving an uphold rate of 86%. This compares to an average uphold rate of 80% in similar 
organisations. 

 
2.3 In 42% of upheld cases, Oldham Council had already provided a satisfactory remedy before 

the complaint reached the Ombudsman. This compares to an average of 14% in similar 
organisations.  
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2.4 Where the LGSCO upholds a complaint, it will often make recommendations to put things 
right or help to prevent similar situations arising in the future. Oldham Council complied with 
100% of the recommendations put forward by the LGSCO. This compares to an average of 
99% in similar organisations. 

 
2.5 Over the last 2 financial years (2022/23 and 2023/24), the average uphold rate for Oldham 

Council has been 70%. This compares to an average of 78.5% in similar organisations.  
 

2.6 Over the last 2 financial years, Oldham Council has identified satisfactory remedies in 21% 
of upheld cases before they have reached the LGSCO. This compares to an average of 
12% in similar organisations.  

 
2.7 Overall, although the uphold rate has increased for Oldham Council in 2023/24, this upward 

trend has been seen across similar organisations. When looking at the Council’s 
performance over the last 2 years, the uphold rate is below average and the percentage of 
cases whereby the Council has identified suitable remedies through the its own complaints 
process is above average.   

 
 

3.        Next steps 
 

3.1 A review of benchmarking data and the LGSCO’s Review of Local Government Complaints 
2023/24 report will be undertaken once this information is published. A more in depth report 
will be provided to the Governance, Strategy and Resources Scrutiny Board at October’s 
meeting following this.  

 
           Service Improvements 
 

  3.2       The Complaints Team has recently moved directorates to the Assistant Chief Executive 
and sits within the Customer and Digital Experience service. The following service 
improvements are in delivery to improve the timeliness and quality of complaint responses. 

 
3.3 The Complaints Team has recently produced new training materials for staff investigating 

and responding to complaints to help ensure high quality responses and fair outcomes are 
provided to residents. Training sessions have been provided to Adult Social Care and 
Children’s Social Care staff, whereby the Council has a statutory duty in respect of 
complaints. Training sessions are due to be rolled out to colleagues in corporate services 
during quarter 2 of 2024/25.  

 
3.4  The Complaints Team is also working with services to provide more frequent reports, 

moving from monthly to weekly reporting in respect of ‘ongoing’ complaints, with a view to 
promote the provision of timely responses to residents. This will be in place from August. 
Regular updates will also be provided to Management Board to identify services providing 
timely responses and where more focus is needed.  

 
3.5 In addition, work is ongoing to review processes and systems within the Complaints Team, 

to ensure the team focus on effective complaint resolution focussing on quality and 
timeliness of responses and identification of service improvements. 

 
 

4.         Recommendations 
 
4.1  It is recommended that Members consider the report and comment as appropriate.  
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4.2 Members are asked to consider any further actions or potential service improvements for 
the service to consider. 

 
 

5. Appendices  
 
5.1 Appendix 1 - Oldham Council Annual Review Letter 2023 
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APPENDIX 1 
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