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21 September 2016 

 
REPORT OF THE HEAD OF LEGAL SERVICES 

 
 
 

SECTION B – MATTER FOR INFORMATION 
 
WARDS AFFECTED: ALL 
 
Public Services Ombudsman for Wales Annual Letter and Report 
2015/2016 
 
 Purpose of Report 
 
1. To advise Members of the receipt of the Ombudsman’s Annual 

Letter and the publication of his Annual Report. 
 
 Background 
 
2. In recent years the Public Services Ombudsman for Wales (“the 

Ombudsman”) has adopted the practice of sending an annual letter 
to each local authority which comes within his jurisdiction.  A full 
copy of the letter and Factsheet is reproduced for Members at 
Annex 1.  In table E of the Factsheet the column showing the 
performance of this Council is the column on the left. 

 
3. Comparatively little commentary is required on the Annual Letter.  

The number of service complaints received by the Ombudsman 
has decreased between the financial years 2014/15 and 2015/16 
(see Section A of the Factsheet).  As compared with a notional 
local authority average of 40 complaints (adjusted for population) 
there were 33 complaints against this Council.  This is to be 
welcomed.  However it should be noted that we are no longer a 
direct provider of general housing – a function which generally 
attracts some complaints.   

 
4. The mix of complaints is dealt with in Section B of the Factsheet.  

The numbers in the various categories are similar to the Welsh 
average overall.  The numbers are slightly higher for planning and 



  

building contract and I have asked for the cases in that area to see 
whether there is any pattern. 

 
5. As to time taken to respond, (Section E of the Factsheet) since 

there were only two cases here the figures are not statistically 
significant.  

  
6. In the remainder of this report I look at the annual report of the 

Ombudsman for the financial year 2015/16.  I have reproduced at 
Annex 2 an extract from the Ombudsman’s report intended to give 
Members a flavour of the business handled by the Ombudsman’s 
office in the year in question.  It is to be noted that there is an 
overall decrease in the number of complaints against county and 
county borough councils.  The Ombudsman comments that 
complaints about public bodies overall may be beginning to 
plateau.  I have however noted that the Ombudsman has recently 
commented that his office has seen a record   number of enquiries.  
Overall, cuts in public expenditure create an environment in which 
there is a mismatch between public expectations and the service 
which can be provided.  This will make it even more important to 
deal promptly with any complaints which arise and look for 
practical and achievable solutions. 

 
7. I have not included coloured pie charts but a link to the on-line 

version of the report appears below. 
 

http://www.ombudsman-

wales.org.uk/~/media/Files/AnnualReports_en/Annual%20Report%202015-

16%20-%20Final%20for%20web%20English.ashx 

 
8. The number of Code of Conduct complaints against members of 

county and county borough councils fell between the financial year 
2014/15 and 2015/16.  However, there was a marked increase in 
the number of complaints against community councils. This may 
be the result of substantial numbers of complaints against 
individual community councils. 

 
9. Annex 3 contains the statistics for all county and county borough 

councils in Wales in relation to service complaints.  This table 
deals with cases closed rather than cases received.   

 
10. Annex 4 contains statistics relating to code of conduct complaints 

against members of county and county borough councils in Wales.   
 

http://www.ombudsman-wales.org.uk/~/media/Files/AnnualReports_en/Annual%20Report%202015-16%20-%20Final%20for%20web%20English.ashx
http://www.ombudsman-wales.org.uk/~/media/Files/AnnualReports_en/Annual%20Report%202015-16%20-%20Final%20for%20web%20English.ashx
http://www.ombudsman-wales.org.uk/~/media/Files/AnnualReports_en/Annual%20Report%202015-16%20-%20Final%20for%20web%20English.ashx


  

 
 
 Financial Impact 
 
11. There is none as this is an information report. 
 
 Equality Impact Assessment 
 
12. None is required since this is an information report. 
 
 Workforce Impacts 
 
13. There are none. 
 
 Legal Impacts 
 
14. None arise from this report.   
 
 Risk Management 
 
15. Legal Services is required to provide statistics to the insurers from 

time to time on Ombudsman complaints. 
 
Consultation 
 
16. None is required. 
 
Appendices 
 
17. Annex 1 - Annual Letter of the Ombudsman 2015/16 
18. Annex 2 - Extract from the Ombudsman’s report  
19. Annex 3 - Statistics for all County and County Borough Councils in 

Wales in relation to service complaints 
20. Annex 4 - Statistics relating to Code of Conduct complaints against 

Members of County and County Borough Councils in Wales 
 

. List of Background Papers 
 

21. Public Services Ombudsman for Wales Annual Report 2015/2016. 
 
 Officer Contact 

 
22. Mr. David Michael – Head of Legal Services 



  

E-mail d.michael@npt.gov.uk.  Tel: 01639 763368 
 

mailto:d.michael@npt.gov.uk
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