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To:   Chair, Ladies and Gentlemen 

OMBUDSMAN ANNUAL REPORTS 
 

1.0 SUMMARY OF THE REPORT 
 
1.1 The Committee agreed at its meeting on the 27th November 2015 that part of its 

regular work programme would include a consideration of the Annual Report/Annual 
Letter of the Public Services Ombudsman for Wales.  

  
1.2 The Annual Report for this year has not yet been published but in light of the 

disruption in reporting caused by the pandemic this report contains information 
relating to the last five years and provides comparison with similar sized 
neighbouring authorities.      

 

2.0 RECOMMENDATIONS that: 
 
2.1 The Committee notes and debates the information contained with the report. 
 
2.2 An information report be scheduled to a future Standards and Council meeting to 

report on the outcomes in the Ombudsman’s Annual Letter when issued and 
including this comparison data.  

 
 

3.0 INTRODUCTION AND BACKGROUND 
 
3.1 This information is to provide members with data to allow for an overview of 

Ombudsman complaints over recent years and some comparison data with 
neighbouring authorities of similar size. It is suggested that it will be helpful to have 
this comparison and overview as a set report in future years to assist in maintaining 
a proper oversight of the Council’s position. When the Ombudsman’s report for this 
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year is produced a further report can be provided to Standards and Council 
progressing the process for monitoring. 

 
3.2 Year 2016/2017 

 
 By way of context complaints were up 3% on the previous year, there were 

10 complaints against a projected average of 16. By Comparison Blaenau Gwent 
had 12 and Torfaen 23 with 2 and 1 investigations respectively by the Ombudsman. 

 
3.3 Year 2017/2018 
 
 By way of context complaints to the Ombudsman were up 5% on the previous year, 

there were 13 complaints against a projected average of 15 by population, up from 
10 the previous year, of the 13 two were investigation by the Ombudsman.  Blaenau 
Gwent had 10 referrals and Torfaen had 15, neither had any investigations 

 
3.4 Year 2018/2019 
 
 This was the first year since the introduction of the Public Services Ombudsman 

(Wales) Act 2019, this act made is much easier and simpler to refer matters to the 
Ombudsman, such as enabling them to accept telephone referrals and to instigate 
their own investigations without referrals. As such it was envisaged that complaint 
numbers would significantly increase. This resulted in a 15% increase in complaint 
numbers across Wales. Our complaint numbers increased to 15 referrals against an 
average projection of 17 but none were deemed sufficient to be investigated by the 
Ombudsman. Blaenau Gwent had 8 referrals and Torfaen had 12, they had one 
investigation and no investigations respectively. 

 
3.5 Year 2019/2020 
 
 Cases were again expected to increase but ours decreased to 13 referrals out of 

those referrals none were investigated by the Ombudsman, 2 were listed as early 
intervention/voluntary settlement. The other referrals were either premature in that 
they had not complained to us first or were closed after an initial consideration by the 
Ombudsman. This new classification of early intervention is unhelpful in that it in one 
instance was asking us to relook at a decision with additional information being 
submitted by the service user, had the service user submitted this additional 
information in the first instance there would have been no need for an Ombudsman’s 
referral. Blaenau Gwent had 17 referrals and Torfaen had 5, they each had 1 
investigation. 

 
3.6 Year 2020/2021 
 
 We have not yet received this year’s data, however due to the pandemic we have 

seen complaints increase significantly so it would be prudent to have the same 
expectation with the Ombudsman referrals. Officers have endeavoured to work with 
the Ombudsman staff and if for instance the matter can be resolved with additional 
evidence being looked at or if complainants have not utilised stage 2 of our 
complaints process we have invited them to do so to ensure that the correct results 
are achieved and this also has the effect of limiting the investigations made against 



us. This year we have also updated our corporate complaints policy and have 
adopted the model policy set by the Ombudsman in its entirety. We now accept 
complaints by telephone and email just as the Ombudsman accepts their own 
referrals. 

 

4.0    DECISION REQUIRED 
 
4.1. Committee is asked to consider the information provided and identify whether there 

are any issues of concern that need to be highlighted for further action and agree 
that a report should be provided to Council providing this information from the 
Ombudsman. 

 
CARYS KENNEDY 
MONITORING OFFICER 
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Does the report contain any issue that may impact the Council’s 
Constitution?  
 

No 

 
Consultation has been undertaken with the Corporate Management Team in respect 

of each proposal(s) and recommendation(s) set out in this report.  


