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Who we are

The Local Government Ombudsman
looks at complaints about councils 
and some other authorities, including
education admissions appeal panels.
It is a free service. Our job is to 
investigate complaints in a fair and
independent way – we do not take
sides.

If you have a problem with a council 
service, you should first complain to the
council. But if you are still not satisfied,
we may be able to help. Call the LGO
Advice Team on 0845 602 1983 or
go to our website at www.lgo.org.uk

One of our advisers will listen to you 
and say whether we can consider your 
complaint. If we can the adviser will 
take the details, explain our role and 
tell you what will happen next.

What we can do

We can look at complaints about most
council services, including:

> housing > social care
> planning > housing benefit
> education > council tax
> transport and highways
> environmental health
> neighbourhood nuisance 

and anti-social behaviour 

We can consider complaints about things
that have gone wrong in the way a service
has been given or the way a decision has
been made, if this has caused problems 
for you. For example, you may want to
complain about:

> administrative fault, such as the 
council making a mistake or not 
following its own rules;

> poor service or no service;
> delay; or 
> bad advice.

If we find that the council has done 
something wrong, we try to get it to 
put the matter right. We do this in more
than a quarter of the cases we investigate.
The action we ask the council to take will
depend on the particular complaint; how
serious the fault was; and how you have
been affected by what the council has
done wrong.Note – where this leaflet refers to ‘councils’ and ‘councillors’,

it applies to all the authorities that the Local Government
Ombudsman can investigate (for a full list, phone the 
LGO Advice Team or see our website at www.lgo.org.uk).



What we can’t do

We cannot usually question what a 
council has done simply because you 
do not agree with it. There must be 
some fault by the council. But even 
then we may not investigate your 
complaint if you’re only slightly 
affected by what has gone wrong.

There are some things we may not 
investigate because there is a more 
appropriate body to deal with your 
complaint, or because we don’t have 
the legal power to do so. If we can’t 
help, we will tell you about other 
organisations that may be able 
to help.

When to complain

If you have a complaint, the first thing 
to do is complain to the council.
You can find out how to complain from
the council, or you can ask a councillor 
to help. In most cases, the council must
have a chance to sort out the complaint
before we can consider it.

If you are not satisfied with the council’s
answer, or if it does not give you an
answer within a reasonable time, you 
can complain to us. We think up to 
12 weeks is a reasonable time for the
council to investigate your complaint 
and reply to you.

But where the complaint is urgent, for
example, because it is about a school 
place for next term or because you are
particularly at risk, we may be able to 
deal with it straight away.

You should normally complain to us 
within 12 months of when you first 
knew about the problem you are 
complaining about. If you leave 
it any later, we may not be able 
to help.



Key facts about the Ombudsmen

> There are three Local Government Ombudsmen in England.

> We are independent of all government departments, councils and politicians.

> We examine complaints without taking sides. We are not consumer champions.

> We are appointed by Her Majesty the Queen.

> We have the same powers as the High Court to obtain information and 
documents.

> Our decisions are final and cannot be appealed. However, you can challenge 
them in the High Court if you think our reasoning has a legal flaw.

> We do not have to investigate every complaint received, even if we have the 
power to do so. If we think you have been very little affected we may decide 
not to consider your complaint.

> We are committed to providing a fair service and spending public money 
effectively.

> We do not charge for using our service.

> When we find that a council has done something wrong, we will recommend 
how it should put it right. Although we cannot make councils do what we 
recommend, they are almost always willing to act on what we say.



How to contact us

Call the LGO Advice Team on 0845 602 1983
or 024 7682 1960 to discuss your complaint.
We can take all the details by phone instead 
of in writing, if you wish. We welcome calls 
from textphone users using Typetalk.

Go to our website at www.lgo.org.uk,
where you will find more detailed information 
about our service and an online complaint form.

Email advice@lgo.org.uk

Fax us on 024 7682 0001.

Text ‘call back’ on 0762 480 4323.

Write to the Local Government Ombudsman,
PO Box 4771, Coventry CV4 0EH.

Please include a daytime telephone number so 
we can contact you to discuss your complaint.

Other contact details

To find out about other ombudsmen, contact 
the British and Irish Ombudsman Association.
Call 020 8894 9272 or see their website:
www.bioa.org.uk

To find contact details for your council, go to
www.direct.gov.uk

Please note that calls may be recorded for training and quality purposes.


