
 

Report No: DoR68/22   

Eden District Council 

Accounts and Governance Committee 

8 September 2022 

Complaints and Compliments – Ombudsman’s Annual 
Report and the Council’s own Procedure 

Portfolio: N/A 

Report from: Assistant Director Legal and Democratic Services (Monitoring 
Officer) 

Wards: All Wards 

OPEN PUBLIC ITEM 

1 Purpose 

1.1 To advise Members of the contents of the annual report which has been 
received from the Local Government and Social Care Ombudsman (the 
Ombudsman) upon complaints relating to the Council for the year ended 31 
March 2022 and on complaints raised under the Council’s own procedure. 

2 Recommendation 

It is recommended that Members note the comments made by the Local 
Government and Social Care Ombudsman in the Annual Report. 

3 Report Details 

3.1 Attached to this report, as Appendix 1, is the annual letter which has been 
received from the Ombudsman.  Four enquiries and / or complaints were 
received by the Ombudsman in the reporting period which is 1 April 2021 to 
31 March 2022.  These related to Highways and Transport, Corporate and 
Other Services and Planning and Development.  Five decisions were made 
during the reporting period:  four complaints were closed after initial enquiries 
and one referred back for local resolution. 

3.3 The annual letter does not raise any particular concerns. The number of 
enquiries which have been referred to the Ombudsman varies over the years.  
There were three enquiries in 2020 - 2021, six enquiries in 2019 – 2020, eight 
enquires in 2018 – 2019. 

3.4 The Ombudsman has published details of complaints and enquiries received 
and decided about all local Councils in 2021 - 2022.  A comparison of the 
complaints and enquiries received by Eden and other Cumbrian authorities is 
shown in the table at Appendix 2.  

3.5 The Ombudsman, usually, would decline to consider a complaint unless the 
Council has had the opportunity of reviewing it through its own processes and 
procedures. 

3.6 Complaints are considered in accordance with the Council’s Corporate 
Complaints Policy.  There is scope within the Policy for complaints to be dealt 



 

with informally and promptly in the first instance before they reach the stage of 
a formal complaint.  We aim to respond to a formal stage one complaint in full 
within 10 working days.  If, however, a complaint is complicated and likely to 
take longer to resolve the investigating officer can set a reasonable and 
appropriate revised timescale and keep the customer informed of this and of 
the progress of the complaint. 

3.7 There is provision for certain types of issues and complaints to fall outside the 
complaints policy because there are other processes more suitable for dealing 
with them or because they are outside of the Council’s control.  These 
‘exceptions’ are listed below: 
 

 Matters of law or central government policy; 

 Complaints from staff about employment related issues; including 
appointments, dismissals, pay, pensions and discipline. These are 
dealt with separately under the Council’s HR policies and procedures; 

 Commercial or contractual matters, for example contracts for the supply 
of goods and services to the Council. Complaints about the negotiation 
of council leases, or the disposal of Council land may be dealt with 
through this policy and procedure 

 Complaints where a customer or the Council has started legal 
proceedings but not where a customer has only threatened legal action 

 Complaints that have already been decided by a court or independent 
tribunal should not be accepted but complaints about the 
implementation of a court or tribunal’s decision should be investigated. 

 Disagreement with a planning permission, enforcement decision or 
other consent under planning legislation. 

 Services for which there are alternative statutory, appeal, tribunal or 
other processes, including appeals against the refusal of planning 
permission or planning enforcement, a refusal to grant or renew a 
licence or appeals against statutory notices, parking charges and 
housing benefit decisions. 

3.8 There is attached to this report as Appendix 3, details of the complaints which 
have been considered in accordance with the Council’s complaints policy 
during the reporting period.  The report identifies the nature of the complaint 
and the outcome.  Formal complaints which are not settled in the initial stages 
may be referred to the Human Resources and Appeals Sub-Committee as an 
appeal. 

3.9 Nine complaints resulted in recommendations to improve service provision.  
Two appeals to the Human Resources and Appeals Sub-Committee were 
considered during the reporting period: one was upheld and one was not.  The 
complaint which was upheld resulted in an acknowledgement that service 
standards had fallen below what is required and the Panel reiterated 
apologies previously given. 

3.10 The complaints, by service over the last four years and their number were: 

 2021-2022 2020-2021 2019-20 2018-19 

Benefits and Tax 4 1 1 1 



 

Corporate and Other 
Services 

2 6 1 7 

Environmental 
Services 

5 5 2 3 

Housing 1 0 0 0 

Planning and 
Development 

18 7 9 14 

Other 1 1 5 2 

Total 31 20 18 27 

 

3.11 A central record is maintained of formal compliments.  The formal 
compliments are those which are made in writing.  60 compliments were 
recorded during the last financial year.  The compliments received by category 
were: 

 

 2021-2022 2020-2021 2019-20 2018-19 

Customer and 
Corporate Services 

0 8 0 38 

Environmental 
Services 

16 35 33 57 

Financial Services 0 3 0 2 

Governance 1 0 0 0 

Technical Services 8 13 5 10 

Planning and Building 
Control 

0 1 0 0 

 

3.12 Council Managers seek feedback in a variety of ways.  The formal 
compliments and complaints process is not a complete picture of customer 
response. Some enquiries and comments which are received through the 
formal complaints process are referred initially to the service department for 
resolution, following which the customer is advised they can request to pursue 
a formal complaint if they wish to do so.  

4 Policy Framework 

4.1 The Council has four corporate priorities which are: 



 

 Sustainable; 

 Healthy, safe and secure; 

 Connected; and 

 Creative 

4.2 This report meets all corporate priorities 

5 Consultation 

5.1 There has been no consultation on the contents of this report. 

6 Implications 

6.1 Financial and Resources 

6.1.1 Any decision to reduce or increase resources or alternatively increase income 
must be made within the context of the Council’s stated priorities, as set out in 
its Council Plan 2019-2023 as agreed at Council on 7 November 2019.   

6.2 Legal 

6.2.1 The Council is obliged to respond to complaints of maladministration and 
through the Ombudsman.  The Local Government Act 1974, prescribes the 
way in which the Ombudsman conducts investigations.  The provision of an 
annual report is a statutory requirement.  

6.3 Human Resources 

6.3.1 There are no specific Human Resources implications arising out of the report.  

6.4 Environmental 

6.4.1 There are no specific environmental implications arising out of the report.  

6.5 Statutory Considerations 

Consideration: Details of any implications and proposed 
measures to address: 

Equality and Diversity There are no implications arising out of the 
report. 

Health, Social 
Environmental and 
Economic Impact 

There are no implications arising out of the 
report. 

Crime and Disorder There are no implications arising out of the 
report. 

Children and 
Safeguarding 

There are no implications arising out of the 
report. 



 

6.6 Risk Management 

Risk Consequence Controls Required 

That complaints are not 
properly managed. 

Reputational damage to 
the Council. 

1. Complaints 
thoroughly and 
properly investigated. 

2. Appropriate action 
taken in the interests of 
the provision of good 
quality services to the 
public.   

3. A reasoned 
approach to issues 
raised which enables 
the Council to make 
improvements which 
are due and thereby 
minimise any 
recurrence of the 
complaint or any 
adverse finding.   

7 Other Options Considered 

7.1 Not alternatives are suggested. 

8 Reasons for the Decision/Recommendation 

8.1 To respond properly to the annual report from the Ombudsman. 

Tracking Information 

Governance Check Date Considered 

Chief Finance Officer (or Deputy) N/A 

Monitoring Officer (or Deputy) 31/08/2022 

Relevant Assistant Director  

Background Papers:  

Appendices: Appendix 1 Local Government and Social Care 
Ombudsman Annual Review Letter 

 Appendix 2 Comparison with other Authorities 
 Appendix 3 Council’s own Formal Complaints Report 

 

Contact Officer: Mrs L Tremble, Assistant Director Legal and Democratic 
Services (Monitoring Officer 

 Direct Dial – 01768 212249 

  



 

Appendix 1 



 

 



 

 



 

 

Appendix 2 

 
 

Local Government and Social Care Ombudsman - Complaints and Enquiries Received (by Category) 2021-2022 

 

Authority Adult 
Social 
Care 

Benefits 
and Tax 

Corporate 
and Other 
Services 

Education 
and 
Children’s 
Services 

Environmental 
Services, 
Public 
Protection and 
Regulations 

Highways 
and 
Transport 

Housing Planning and 
Development 

Other Total 

Allerdale BC 0 1 4 0 4 2 1 6 2 20 

Barrow BC 0 5 0 0 0 0 0 2 0 7 

Carlisle CC 0 0 1 0 5 1 0 4 0 11 

Copeland BC 0 0 0 0 2 0 0 2 0 4 

Eden DC 0 0 1 0 0 1 0 2 0 4 

South Lakeland 
DC 

0 0 1 0 3 2 0 10 0 16 

 
  



 

Appendix 3 
 
The Council’s own Complaints Procedure 

 

Reference Date Received Service Regarding Response 
Date 

Outcome 

210425 21/04/25 Planning and 
Development 

Failure to address a number 
of alleged serious planning 
issues, not adhering to 
policies and dissatisfaction 
with customer service. 

21/06/08 Stage 1 formal complaint 

Extended deadlines for response 
agreed with the complainant. 

Officer investigation and response. 

Apologies for delays surrounding 
enforcement action and lack of 
communication.  Undertaking given 
to consider improvements to 
customer service. 

Primarily a private and civil matter 
between the interested parties and 
therefore falls outside complaint 
process 

Complainant directed to the 
Ombudsman if they wished to 
pursue the complaint. 

210429 21/04/19 Planning and 
Development 

Concerns regarding the 
consideration of multiple 
planning applications and 
communication and 
consultation with the 

21/07/05 Stage 1 formal complaint 

Timescales for response agreed 
with the complainant. 

Officer investigation and response. 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

Complainant on those 
applications 

Apologies offered for failure to 
respond to correspondence in a 
timely manner. 

A number of recommendations 
made to improve service delivery. 

No request received to progress the 
complaint. 

210430 21/06/20 Planning and 
Development 

Allegations that officers did 
not act in a fair and 
professional manner in 
granting planning application. 

21/08/20 

 

 

 

 

 

 

 

 

21/10/27 

Stage 1 formal complaint 

Officer investigation and response.  

Apologies for delays in providing 
response.  Apologies for 
inconsistencies identified and 
assurances provided that this did 
not affect the proper consideration 
of the planning application. 

Complainant dissatisfied and 
request received to proceed to 
Stage 2 

Stage 2  

Complaint not upheld. 

 

210520 21/05/24 Planning and 
Development 

Complaint relating to the 
delays in the handing of a 
planning application. 

21/07/02 Stage 1 formal complaint 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

Timescales for response agreed 
with complainant. 

Officer investigation and response. 

Faults identified and 
recommendations put forward for 
service improvements resulting in an 
offer to waive the planning fee. 

The complainant was satisfied with 
the investigation and apologies 
provided and was content that the 
application would now be dealt with 
in a timely manner and on that basis 
declined the offer to waive the 
planning fee. 

210525 21/05/25 Planning and 
Development 

Development of a 
neighbouring property. 

30/07/21 Stage 1 formal complaint 

Officer investigation and response. 

Clarity provided on the planning 
process and apologies offered for 
the errors in the process. 

No request received to progress the 
complaint. 

210611 21/06/11 Planning and 
Development 

Delays considering an 
enforcement case. 

21/06/28 Stage1 formal complaint 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

Discussions with the complainant 
resulted in the complaint being 
resolved. 

210613 21/06/13 Corporate and 
Other 

Alleged data breach 21/06/25 Stage 1 

Officer investigation and response. 

No breach identified. 

No request received to progress the 
complaint. 

210717 21/07/17 Planning and 
Development 

Lack of communication 
regarding pre-planning 
advice. 

21/07/28 Resolved informally. 

Concerns addressed and 
recognition that service standards 
have fallen below what is expected 
on this occasion. Appropriate 
measures taken to improve service 
delivery. 

Partial refund of fees offered 

Complainant content with the 
resolution. 

No request received to progress the 
complaint. 

21/08/17 21/08/17 Environmental 
Services 

Handling of service complaint 
about a wasp infestation 

21/09/10 Stage 1 formal complaint 

Officer investigation and response. 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

Finding that the initial service 
complaint had been dealt with in a 
professional manner and the correct 
advice and information was 
provided. 

Complainant dissatisfied with the 
response and requested to progress 
to Stage 2 upon which clarification 
was sought. 

Request put on hold by the 
complainant and not progressed to 
date.  

21/08/23 21/08/23 Planning and 
Development 

Management of a planning 
application for a neighbouring 
property 

21/09/23 Stage 1 formal complaint 

Officer response and investigation. 

Clarification provided on the process 
followed. 

No request received to progress the 
complaint. 

210825 21/08/25 Other Penrith Leisure Centre and 
use of BETTER App 

22/01/14 Resolved informally. 

Apologies for the delay in providing 
a response. 

Clarification provided on the reasons 
for the use of the App and 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

commitment given to continue to 
look at service improvements. 

No request received to progress the 
complaint. 

210901 21/09/01 Housing Green Homes Grant 21/10/20 Stage 1 formal complaint 

Officer investigation and response. 

Clarification provided that the 
substance of the complaint relates 
to third parties and cannot therefore 
be considered under the complaint 
procedure. Notwithstanding this an 
undertaking was provided that the 
Council will contact the third parties 
directly and raise the matters set out 
within the complaint. 

Complainant satisfied with the 
response and no request received to 
progress the complaint. 

210929 12/09/29 Environmental 
Services 

Assisted Collections 21/12/17 Timescales for response agreed 
with complainant. 

Stage 1 formal complaint 

Officer investigation and response. 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

Apologies given for level of service 
provided and recommendations put 
forward for service improvements. 

Complainant offered compensation 
payment in recognition of 
embarrassment, stress and lost 
time. 

Complainant satisfied with the 
response and appreciative of the 
help provided by the investigating 
officer. 

211004 21/10/04 Planning and 
Development 

Handling of a planning 
application and the process 
for consideration at Planning 
Committee 

21/10/25 Stage 1 formal complaint 

Officer investigation and response. 

Recommendations put forward for 
service improvements. 

No request received to progress the 
complaint. 

211006 21/10/06 Planning and 
Development 

Handling of a planning 
application and the process 
for consideration at Planning 
Committee 

21/10/21 Stage 1 formal complaint 

Officer investigation and response 

Recommendations put forward for 
service improvements. 

No request received to progress the 
complaint. 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

211008 21/10/08 Planning and 
Development 

Lack of investigation into 
alleged breaches of planning 
control. 

21/10/15 Stage 1 formal complaint. 

Officer investigation and response. 

Apologies offered for the time it has 
taken to investigate the allegations 
of planning breaches and 
assurances given in terms of 
progressing the investigation and 
providing updates to the 
complainant. 

No request received to progress the 
complaint. 

21/10/12 21/10/12 Planning and 
Development 

Handling of a planning 
application and the process 
for consideration at Planning 
Committee 

26/10/21 Stage 1 formal complaint 

Officer investigation and response 

Recommendations put forward for 
service improvements. 

No request received to progress the 
complaint. 

21/11/23 21/11/24 Planning and 
Development 

Planning applications relating 
to a neighbouring 
development 

22/01/24 Stage 1 formal complaint 

Extensive investigation and officer 
response. 

Clarification provided that there is no 
scope for the complaints process to 
set aside a planning permission, 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

enforcement decision or other 
consent under planning legislation. 

Recommendations put forward to 
help progress matters. 

Complainant dissatisfied with 
response and request for Stage 2. 

Ongoing. 

211130 21/11/30 Planning and 
Development 

Planning applications relating 
to a neighbouring 
development 

22/01/25 Stage 1 formal complaint 

Extensive investigation and officer 
response. 

Clarification provided that there is no 
scope for the complaints process to 
set aside a planning permission, 
enforcement decision or other 
consent under planning legislation. 

Recommendations put forward to 
help progress matters. 

211130 21/11/30 Planning and 
Development 

Planning applications relating 
to a neighbouring 
development 

22/01/25 Stage 1 formal complaint 

Extensive investigation and officer 
response. 

Clarification provided that there is no 
scope for the complaints process to 
set aside a planning permission, 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

enforcement decision or other 
consent under planning legislation. 

Recommendations put forward to 
help progress matters. 

211129 21/11/29 Benefits and 
Tax 

Small Business Grant 
Application 

21/12/21 

 

 

 

 

 

 

22/05/25 

Informal 

Clarification provided as to why the 
applicant did not meet the criteria 
and assurance provided that the 
application had been considered in 
accordance with legislation and 
guidance. 

Complainant dissatisfied with the 
response. 

Stage 1 

Officer investigation and response. 

Acknowledgement that 
correspondence on this matter could 
have been clearer and apology for 
that offered.  Notwithstanding this 
the application had been considered 
in accordance with relevant 
guidance. 

Complainant dissatisfied with the 
response and request to progress 
the complaint. 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

As the complaint primarily relates to 
the application of relevant guidance 
and legislation the complainant was 
directed to the Ombudsman if they 
wished to pursue the complaint. 

211221 21/12/21 Corporate and 
Other 

FoI Review 22/04/14 Acknowledgment that further 
searches could have been 
undertaken.  Additional information 
provided. 

220110 22/01/10 Planning and 
Development 

Handling of a planning 
application 

22/01/31 Resolved informally 

Apologies for the delays and update 
on timescales. 

No request received to progress the 
complaint. 

220111 22/01/11 Environmental 
Services 

Market held at Appleby Fair 
and caravan and camping 
facilities 

22/03/11 Stage 1 formal complaint 

Partially upheld and apologies given 
for delay in providing responses to 
questions.  Timescales given to 
provide the information requested. 

220112 22/01/12 Benefits and 
Tax 

Council Tax and customer 
service 

22/02/04 Resolved informally. 

New information considered and 
appropriate action taken. 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

No request received to progress the 
complaint. 

220125 22/01/25 Environmental 
Services 

Footway Lighting 22/02/03 

 

 

 

 

22/03/14 

Informal 

Clarification provided in respect of 
the status of the lighting and the 
reasons for the disconnection 

Complainant dissatisfied and 
request received to progress the 
complaint. 

Stage 1 

Clarification provided on policy.  
Arrangements made to re-assess 
the lighting. 

No request received to progress the 
complaint. 

 

220128 22/01/28 Benefits and 
Tax 

Council tax and customer 
service 

22/02/08 Resolved informally 

Satisfied that correct advice 
provided and staff dealt with the 
matter appropriately. 

No request received to progress 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

220208 22/02/08 Planning and 
Development 

Engagement with Planning 
Officer and standard of 
service 

22/02/22 

 

 

 

 

 

 

22/06/01 

Stage 1 formal complaint 

Officer investigation and response.   

Finding that standard of service did 
fall below what was expected on this 
occasion and apology given. 

Complainant not satisfied with 
response and request received to 
progress. 

Stage 2 

Timescales for consideration agreed 
with complainant. 

Complaint upheld and 
acknowledgement that service fell 
below standard. The Panel 
reiterated the apologies previously 
given. 

 

220209  22/02/09 Environmental 
Services 

Missed waste collection 22/02/18 Resolved informally. 

Apologies given for inconvenience 
caused and recognition that the 
issues experience should not have 
persisted for so long.  Steps taken to 
resolve matters. 



 

Reference Date Received Service Regarding Response 
Date 

Outcome 

No request received to progress the 
complaint. 

220216 22/02/16 Planning and 
Development 

Various issues relating to a 
planning matter and s106 
Agreement 

22/07/29 Officer investigation and response. 

No evidence found to support the 
complainants assertions. 

Complainant directed to the 
Ombudsman if they wished to 
pursue the complaint. 

Complainant not satisfied and 
request received to review 
response. 

Review in progress. 

220309 22/03/09 Benefits and 
Tax 

Local Taxation Team 22/03/31 Informal 

Satisfied that correct process has 
been followed and right advice 
given. 

Request received to review 
complaint – in progress. 

 

 


