     

APPENDIX 8
External Review by the Local Government Ombudsman

The Local Government Ombudsman provides a free independent and impartial service to the public. They provide an initial point of contact for those wishing to make a complaint through a telephone contact centre in Coventry, or if a person remains dissatisfied following the examination of a particular matter by the Council. Protocols are in place between the Council and the Local Government Ombudsman that provide for the majority of cases to be considered through the Council’s own procedures before any investigation is considered by their office. The LGO can be contacted on:

Tel: 
0845 602 1983 or 024 7682 1960 
Fax:
024 7682 0001
Text 
‘call back’ to 0762 480 4323

At www.lgo.org.uk
Or write to:

Local Government Ombudsman

PO Box 4771, Coventry

CV4 OEH

Leaflets and information about the LGO are available at Council offices and all those who exhaust the Council’s and the Gateshead Housing Company’s procedures are provided with the leaflet. The day to day management of the relationship with the LGO is vested in the Customer Services Manager who acts on behalf of the Chief Executive in this respect.

In their Annual Review for 2008/09 the LGO notes that as a consequence of the introduction of the LGO call centre in Coventry, comparisons with previous year’s statistics could be misleading so the 2008/09 report does not seek to draw comparisons.

During the year the Local Government Ombudsman reached decisions on 40 complaints (this includes complaints from both 2007/08 and 2008/09). Of these cases 32 were investigated. No cases of maladministration with injustice were found and18 local settlements were agreed. The Ombudsman stated that it reflects well on the Council that it is willing to offer a local settlement when it is clear that the complainant has suffered some injustice.
The Ombudsman noted that “no complaints about planning or building control were received which, for an authority the size of Gateshead is extremely unusual and something the Council will be heartened by.”  
The Ombudsman also stated that no trends emerged to cause any concerns.

The Council responded to LGO enquiries within an average of 21.7 days well within the required 28 days. The Local Government Ombudsman again recorded the fact that her office remains impressed by the hard work and conscientiousness of the Council’s representative.
The LGO has delivered a number of training courses to a very wide range of employees across the Council. These have all been presented by experienced investigators and are designed to fully equip officers to deal with complaints positively and efficiently. Following on from this training detailed guidance is currently being developed to reflect the Ombudsman’s best practice guidance published in August 2009.
The Local Government Ombudsman’s Annual Review is available on their website. 

