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Introduction 
 
Under the Terms of Reference of the Council’s Standards Committee, regular 
reports are required to be submitted to that Committee on Local Government 
Ombudsman complaints and outcomes, as the Standards Committee is 
responsible for the monitoring of any issues of probity raised in Ombudsman 
investigations. 
 
It was originally intended that reports would be submitted twice yearly, but due 
to the dates of the Standards Committees this report covers the period from 
1st April 2005 to March 31st 2006.   
 
This report details those complaints where the Ombudsman has made a 
finding against the Council, either with an official report, or under the terms of 
‘local settlement’.  The categories by which the Ombudsman can find against 
the Council are: 
 

- Maladministration (with or without injustice) 
- Local Settlement 

 
The information in this report has, in line with the Local Government 
Ombudsman’s standards, been made anonymous, so that neither 
complainants nor sites can be identified.  This is also in line with the Council’s 
own recommended good practice on customer care. 
 
The Ombudsman made decisions on 31 complaints against Ashford Borough 
Council within the period 1st April 2005 to 31st March 2006.  Of those 
decisions five fell into the category of ‘local settlement’, as detailed below.  No 
complaints were ruled as maladministration by this Council in the above 
period.   
 
In addition to the five ‘local settlement’ complaints, the Ombudsman rejected 
three on the grounds of ‘no or insufficient evidence of maladministration’, eight 
on the grounds of ‘Ombudsman’s discretion’ and six were outside the 
jurisdiction of the Ombudsman.  Nine were ‘premature’ complaints, which the 
Ombudsman has required to be put through the Council’s own complaints 
procedure. 
 
There are in addition to these, two Ombudsman complaints outstanding for 
this period, which means that the Council has responded to the 
Ombudsman’s investigations but determination by the Ombudsman is still 
awaited.  These will be reported in the next complaints report to the Standards 
Committee, either in detail, (if findings are made against the Council), or as 
simple statistics.  Two charts are appended for the Committee’s information:  
 

- Ombudsman complaints by service  
- Outcome of Ombudsman Complaints 

 
I have also attached the Ombudsman’s Annual Letter 2005/06 for information. 
 



Included within the Ombudsman’s yearly statistics is some information relating 
to response times to first enquiries.  A table showing the number of first 
enquiries received by this Council, and the average number of days to 
respond, is shown below to demonstrate the improvement this Council has 
shown since 2003.   
 
  

 
First Enquiries 

 

 
 
 
Response Times No. of First 

Enquiries 
Average No. of Days 

to Respond 
 
2003 / 2004 
 

 
6 

 
51.2 

 
2004 / 2005 
 

 
10 

 
26.7 

 
01/04/2005 – 31/03/2006 
 

 
10 

 
21.9 

 
 



Local Government Ombudsman Complaints: April 2005 to March 2006. 

 
 
 
 
 
  

ABC Service/ Nature of 
Complaint.  

Ombudsman’s Ruling Outcome/Comment Probity Issues Raised 

Revenues and Benefits 
Council’s decision to cancel 
claim for Housing and Council 
Tax Benefits  

Local Settlement (No Report) Council agreed to ensure that 
applicants are aware of their 
appeal rights and how to 
exercise them 

None 

Parking 
Failure to implement a parking 
scheme within a reasonable 
timescale 

Local Settlement (No Report) Council sent a written apology 
for the delays to the parking 
scheme. 

None 

Housing 
Council’s failure to deal 
properly with application for 
housing 

Local Settlement (No Report) ABC amended the wording on 
the Housing Offer letter to 
better reflect the applicants 
rights 

None 

Housing  
Council’s failure to deal 
properly with application for 
housing.   

Local Settlement (No Report) ABC revised the Housing 
Allocations Policy.    
 

None 

Planning 
Council’s failure to respond to 
a purchase notice on a site 

Local Settlement (No Report) Council paid £50 for 
inconvenience caused 

None 



Ombudsman Complaints by Service 
Decision between April 2005 - March 2006

Neighbour 
Nuisance, 
5, (16%)

Parking, 
2, (6%)

Revenues and 
Benefits, 
9, (29%)

Planning, 
9, (30%)

Environmental 
Services, 
1, (3%)

Finance, 
1, (3%)

Housing, 
4, (13%)

 
 

Decision made on Ombudsman Complaints

Maladministration 
0, (0%)

Premature 
Complaint,
     9, (29%)

Ombudsman's 
Discretion,    
8, (26%)

Local Settlement, 
5, (16%)

Outside 
Jurisdiction, 

6, (19%)

No or Insufficient 
Evidence of 

Maladministration 
3, (10%)
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