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AUDIT COMMITTEE 
 

WEDNESDAY 4 DECEMBER 2024 
 

AGENDA 
 

 
1 APOLOGIES 
 
 
2 DECLARATIONS OF INTEREST 
 

Members are invited to declare if they have an interest in any of the items of 
business on this agenda and the reasons for such declarations. 

 
 
3 MINUTES OF PREVIOUS MEETING      
 

Submit for approval, as a correct record, the Minutes of Meeting of the Audit 
Committee held on 4 September 2024.   

 
 
4 OPEN FORUM  
 
 The Committee is asked to note that no open forum questions have been 

submitted by members of the public. 
 
 
5 2024/25 INTERNAL AUDIT ANNUAL STRATEGY AND    x - x 

PLAN 
 
 Submit report by Chief Officer – Resources advising of the planned programme of 

work for the Internal Audit Section for the year 2024/25. 
 
 
6 INTERNAL AUDIT PLAN 2023/24 – PROGRESS TO    x - x 

6 NOVEMBER 2024   
 
 Submit report by Chief Officer – Resources informing Members of the Audit Scotland 

Report “National Fraud Initiative 2022/23” published in August 2024 and to provide 
an overview of the key messages and recommendations raised in the report and how 
these issues are being addressed by the Council. 

 
 
7 NATIONAL FRAUD INITIATIVE 2022/23 EXERCISE   x - x 

  
 Submit report by Chief Officer – Resources informing Members of the Audit Scotland 

Report “National Fraud Initiative 2022/23” published in August 2024 and to provide 
an overview of the key messages and recommendations raised in the report and how 
these issues are being addressed by the Council. 

 
 



8 PUBLIC INTEREST DISCLOSURES AND OTHER    x - x 
INTERNAL AUDIT INVESTIGATIONS 27 JANUARY TO  
31 OCTOBER 2024 
  

 Submit report by Chief Officer – Resources advising of the outcome of  
 investigations into allegations and disclosures in line with public interest  
 disclosure and business irregularities policies received by Internal Audit  
 between 27 January and 31 October 2024. 
 
 
9 TREASURY MANAGEMENT ANNUAL REPORT 2023-24   x - x 

  
 Submit report by Chief Officer – Resources advising of the operation of the treasury 

function and its activities for 2023/24 and requesting that the Committee remits the 
report to the Full Council for their approval. 

 
 
10 SCOTTISH PUBLIC SERVICES OMBUDSMAN     x - x 

COMPLAINTS REPORT 2023-24            
  

 Submit report by Chief Officer – Citizen, Culture and Facilities presenting the Scottish 
Public Services Ombudsman (SPSO) report on Complaints Handling by West 
Dunbartonshire Council for the year 1 April 2023 – 31 March 2024. 

 
 
 
________________________________________________________________________ 



















































































WEST DUNBARTONSHIRE COUNCIL

Report by Chief Officer - Resources

Audit Committee: 4 December 2024

Subject: Public Interest Disclosures and other Internal Audit Investigations
27 January to 31 October 2024

1. Purpose

1.1 The purpose of this report is to advise Committee of the outcome of
investigations into allegations and disclosures in line with public interest 
disclosure and business irregularities policies received by Internal Audit 
between 27 January and 31 October 2024.

2. Recommendations

2.1 It is recommended that Members note the content of this report.

3. Background

3.1 A disclosure in the public interest is where a concern is raised by a Council 
employee about a danger or illegality that has a public interest aspect to it.   A 
confidential reporting facility is managed by Internal Audit as part of the 
Council’s Public Interest Disclosure Policy.  Internal Audit maintains a central 
record of all concerns raised under the Public Interest Disclosure Policy.  All 
such disclosures are investigated by Internal Audit, including liaising with 
Services and HR as appropriate.

3.2 Members of the public can also contact Internal Audit to raise issues of 
concern and such matters are investigated as appropriate, although they are 
not regarded as public interest disclosures in terms of legislation. 

4. Main Issues

Public Interest Disclosure Cases
4.1 There were 9 outstanding cases from the previous report to Audit Committee 

on 21 February which require an update to this meeting. 

Ref/
Date Service Area Detail Status
21/0323
41/1223

12.12.23

Housing and 
Employability

Allegation that 
employee was off
sick but running 
own business.

Closed – incorporated 
into 2024/25 Internal 
Audit Plan.

03/0523
16/0723

13.7.23

Housing and 
Employability

Allegation of 
misappropriation 
of council 
materials.

Closed - Incorporated 
into 2024/25 Internal 
Audit plan.
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Ref/
Date Service Area Detail Status
17/0723
20/0723

3.8.23

Citizen, Culture 
and 
Communications

Allegation of 
inappropriate 
behaviour.

Closed.  HR investigation 
concluded and outcome 
reached.

18/0723

27.7.23

Housing and 
Employability

Misuse of Council
vehicle.

Closed – Incorporated 
into 2024/25 Internal 
Audit Plan.

43/1223

25.12.23

Education Allegation that 
standard 
procedures are 
not being 
followed.

Closed – unfounded.

44/0124

19.01.24

Housing and 
Employability

Alleged theft of 
Council materials.

Closed – Incorporated 
into 2024/25 Internal 
Audit Plan.

4.2 There were 18 new disclosures received during the period 27 January to 31 
October 2024 as follows:

Ref/
Date Service Area Detail Status
46/0224
49/0224
50/0224

19.3.24

Housing and 
Employability

Use of council 
materials in 
property was not 
value for money.

Closed – previously 
investigated and 
unfounded.

47/0224

9.2.24

Regulatory and 
Regeneration

Allegation of 
aggressive 
behaviour.

Referred to Service.  
Closed – limited 
information provided in 
referral and no formal 
complaint received.

01/0424
14/0924
21/1024
23/1024

25.10.24

Roads & 
Neighbourhood

Drug misuse by 
employees whist 
on duty.

Referred to Service – 
ongoing.

03/0424

22.4.24

Citizen, Culture 
and Facilities

Inappropriate 
authorisation of 
overtime.

Referred to Service – 
closed - unfounded.

04/0424

24.4.24

Housing & 
Employability

Misuse of council 
materials.

Referred to Service. 
Closed – unfounded.



Ref/
Date Service Area Detail Status
08/0624

18.6.24

Citizen, Culture 
and Facilities

Misappropriation 
of funds.

Closed – unfounded.

10/0624

24.6.24

HSCP Allegation of 
unfair practices.

Closed – unfounded.

13/0824

20.8.24

Roads & 
Neighbourhood

Inappropriate use
of council 
resources.

Concluded - allegation 
substantiated and  
recommendations made to
service for action.

15/0924

14.8.24

Citizen, Culture 
and Facilities

Allegation that 
employee is 
working 
elsewhere whilst 
being off sick.

Referred to Service – 
ongoing

16/0924

17.9.24

HSCP Potentially 
fraudulent 
corporate 
purchase card 
expenditure.

Closed – no fraud 
identified however 
recommendations made to
strengthen current 
process.

19/1024

23.10.24

Housing & 
Employability

Potential breach 
of code of 
conduct/social 
media policy.

Referred to Service – 
ongoing

20/1024

25.10.24

Road & 
Neighbourhood

Allegation of 
bullying

Referred to Service – 
ongoing

22/1024

25.10.24

Housing & 
Employability

Allegation of 
fraudulent 
overtime and 
allowance claims

Closed – Links to 03/0523 
and will be incorporated 
into 2024/25 Internal Audit 
Plan.

4.3 Activity relating to public interest disclosure for recent reporting periods is as 
follows:

Period No. of Cases
1st January 2017 to 30th June 2017 1
1st July 2017 to 31st December 2017 7
1st January 2018 to 30th June 2018 2
1st July 2018 to 31st December 2018 3
1st January 2019 to 30th June 2019 5
1st July 2019 to 30th June 2020 8
1st July 2020 to 31st December 2020 4
1st January 2021 to 18th August 2021 15
19th August 2021 to 31st January 2022 7
1st February 2022 to 15th July 2022 7









Background Papers: Public Interest Disclosure Policy; Business Irregularity 
Procedures

Wards Affected: All





Subject: 2023/24 Treasury Management Annual Report 

1. Purpose

1.1 The purpose of this report is to advise the Committee of the operation of the 
treasury function and its activities in 2023/24 and request that the Committee 
remits the report to the full Council for their approval.

2. Recommendations

2.1 Committee to note the contents of the 2023/24 Annual Treasury Management 
Report.

2.2 Committee to remit the 2023/24 Annual Treasury Management Report.
to full Council for approval.

3. Background

3.1 In accordance with the Treasury Policy governing the Council’s treasury 
management activities the Chief Officer - Resources is required to provide an 
Annual Report to Members regarding the Treasury function. 

3.2 One of the key clauses is that a responsible body is required to ensure effective 
scrutiny of the treasury management strategy and polices.  Within West 
Dunbartonshire Council the body identified to fulfil this role is the Audit Committee. 

4. Main Issues

2023/24 Treasury Management Annual Report

4.1 A copy of the 2023/24 Treasury Management Annual Report  is attached 
(Appendix 1) with it based upon the Council’s unaudited 2023/24 Financial 
Statements.

4.2 The report details the loans borrowed and repaid during the course of the year, 
associated interest rates and debt rescheduling undertaken.

4.3 External borrowing (excluding Public Private Partnership (PPP) borrowing) 
has increased during the year from £670.883m at the beginning of the year to 
£760.698m at the end of the year. This was mainly due to capital expenditure 
and the repayment of temporary loans. Over the year as new debt has been 
borrowed and maturing debt replaced the average interest rate on loans held 
has increased from 3.19% at 31 March 2023 to 4.48% at 31 March 2024.

ITEM 9
WEST DUNBARTONSHIRE COUNCIL

Report by Chief Officer - Resources

Audit Committee: 4 December 2024



4.4 Consideration was given to available interest rates, and mainly short-term 
borrowing has been utilised to finance the current capital programme to take 
advantage of slightly lower interest rates.  

4.5 Investments have increased as at the 31 March 2024 from £6.5m at the 
beginning of the year to £29.1m at the year-end. The average interest rate on 
these investments held as at 31 March 2024 increased from 4.00% to 4.62%.

4.6 As at 31 March 2024 fixed rate borrowing under 12 months was 36.73%. This is 
below the maximum allowable limit for short term debt and is as a result of action 
taken to reprofile the debt from short term to long loans. We will continue to take 
action with a longer term target to bring short term borrowing toward a figure less 
than 30% of the overall debt portfolio however this needs to be done prudently 
whilst monitoring projected future interest rates. All other year end indicators 
advised within Appendix 1 of this report are within the limits previously agreed by 
Council. 

5. Option Appraisal

5.1 No option appraisal was required for this report.

6. People Implications

6.1 There are no personnel issues.

7. Financial and Procurement Implications

7.1 There are no financial or procurement implications.

8. Risk Analysis

8.1 There are three main risks associated with the formulation of prudential 
indicators. These are noted below. However the Council has robust 
monitoring processes in place and provides regular reports to Council and 
ensures further scrutiny by elected Members at the Audit Committee:

(a) The risk of Counterparties default (i.e. loss of principal sum invested) 
however, the Council has robust controls included within its treasury 
management and investment strategies that will assist in mitigating this risk.

(b) Capital inflation may increase capital expenditure levels, which in turn may 
affect the capital financing and borrowing requirement leading to an increase
in borrowing, assuming no additional capital receipts or other funding are 
available.  

(c) Capital receipts which affect the capital financing and borrowing requirement
may not materialise which would require additional borrowing to fund the 
financing requirement.



9. Equalities Impact Assessment

9.1 No equalities impact assessment was required in relation to this report.

10. Environmental Sustainability

10.1 No assessment of environmental sustainability was required in relation to this 
report

11. Consultation

11.1 The views of Legal Services have been requested on this report and have 
advised there are neither any issues nor concerns.

12. Strategic Assessment

12.1 Proper budgetary control and sound financial practice are cornerstones of 
good governance and support Council and officers to pursue the 5 strategic 
priorities of the Council’s Strategic Plan.

12.2 Treasury management contributes to the Financial Strategy via the 
interdependency that exists between pro-active treasury management and the
formulation of long term financial plans.

Laurence Slavin
Chief Officer - Resources
Date:  12 December 2024

Person to Contact: Karen Shannon, 
Finance Business Partner
Council Offices, Church Street
Email: Karen.Shannon@west-dunbarton.gov.uk 

Appendix: Annual Report 2023/24 -Treasury Management and Actual 
Prudential Indicators

Background Papers: Loans register and portfolio;
Debt rescheduling schedules;
Prudential Indicators 2023/24 to 2032/33 and Treasury 
Management Strategy 2023/24 to 2032/33
(Council 27 March 2024); 
Mid-Year Monitoring Report 2023/24 - Treasury 
Management and Prudential Indicators (Council 20 
December 2023); and
Treasury Management Annual Report 2022/23 (Council 
20 December 2023)

mailto:Karen.Shannon@west-dunbarton.gov.uk


Local Government Finance Circular 5/2022 - statutory 
repayment of debt – short term financial flexibility: 
guidance

Wards Affected: No wards directly affected.
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Annual Report 2023/24
Treasury Management and Actual Prudential Indicators

1. Introduction 

1.1 The Council’s treasury management activities are regulated by a variety of   
professional codes and statutes and guidance:

 The Local Government in Scotland Act 2003 (the Act), provides the 
powers to borrow and invest as well as providing controls and limits on 
this activity.  The Act permits Scottish Ministers to set limits either on the 
Council or nationally on all local authorities restricting the amount of 
borrowing which may be undertaken (although no restrictions were made 
in 2023/24).

 Statutory Instrument (SSI) 29 of 2004, requires the Council to undertake 
any borrowing activity with regard to the CIPFA Prudential Code for 
Capital Finance in Local Authorities, and therefore operate the overall 
treasury function with regard to the CIPFA Code of Practice for Treasury 
Management in the Public Services; and the treasury activity with regard 
to the CIPFA Code of Practice for Treasury Management in Local 
Authorities.

 Statutory Instrument (SI) 2016 No 123 requires the Council to document 
its policy on the prudent repayment of loans fund advances.

1.2 The Council has adopted the CIPFA Code of Practice for Treasury 
Management in the Public Sector and the Prudential Code and operates its 
treasury management service and capital programme in compliance with 
these Codes and the above requirements.  These require that the prime 
objective of the treasury management activity is the effective management of 
risk, and that its borrowing activities are undertaken in a prudent, affordable 
and sustainable basis.

In December 2017, the Chartered Institute of Public Finance and 
Accountancy, (CIPFA), issued a revised Treasury Management Code and a 
revised Prudential Code. 

A particular focus of these revised codes was how to deal with local authority 
investments which are not treasury type investments e.g. by investing in 
purchasing property in order to generate income for the Authority at a much 
higher level than can be attained by treasury investments.  One recommendation 
was that local authorities should produce a new report to members to give a high 
level summary of the overall capital strategy and to enable members to see how 
the cash resources of the Authority have been apportioned between treasury and 
non-treasury investments.  For 2023/24, a Capital Strategy was reported and 
approved by Council on 1 March 2023.

1.3 During 2023/24 the minimum reporting requirements were that the Council 
should receive the following reports:
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 an annual treasury strategy in advance of the new financial year (Council  
29 March 2023)

 a mid-year treasury update report (Council 20 December 2023) 
 an annual report following the financial year-end describing the activity 

compared to the strategy (this report).

1.4 This report sets out:

 A summary of the 2023/24 strategy.
 The Council’s treasury position at 31 March 2024.
 The main Prudential Indicators and compliance with limits.
 A summary of the economic factors affecting the strategy over 2023/24.
 The 2023/24 Treasury activity.
 Performance indicators set for 2023/24.
 Disclosure regarding the repayment of loan fund advances for 2023/24.
 Risk and Performance.

2.  A Summary of the 2023/24 Strategy 

2.1 Borrowing – it is forecast that the capital borrowing need (the Capital Financing 
Requirement) will be almost fully funded by external borrowing which is a mixture 
of short term and long term debt. Against this background and the risk within the 
economic forecast, caution will be adopted with the 2024/25 treasury operations.  
The Section 95 Officer will monitor interest rates in financial markets and adopt a 
pragmatic approach to changing circumstances.

2.2 Investments - with the economic background at the time, the investment climate 
had one over-riding risk consideration - counterparty security risk.  As a result of 
the underlying concerns, officers maintained an operational investment strategy 
which tightened the controls already in place in the approved investment strategy. 
The Council’s investment strategy primary objectives are safeguarding the re-
payment of the principal and interest of its investments on time first and ensuring 
adequate liquidity second – the investment return being a third objective.

2.3 Based on the above, the treasury strategy was to postpone borrowing (by not 
borrowing in advance of need) and in particular minimise longer term borrowing to
avoid the cost of holding higher levels of investments at higher interest rates and 
to reduce counterparty risk.

3. The Council’s Treasury Position at 31 March 2024

3.1 During 2023/24, the Chief Officer – Resources, in line with the Treasury 
Strategy, managed the debt position with the use of internal funds as well as a
mix of short-term and long-term external borrowing, and the treasury position 
at 31 March 2024 compared with the previous year was:
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Table 1
Treasury position – 
excluding PPP

31 March 2023 31 March 2024

Principal Average
Rate

Principal Average
Rate

Fixed Interest Rate Debt £614.160m 3.19% £718.597m 4.48%
Variable Interest Rate Debt £0.000m 0.00% £0.00m 0.00%
Total Debt £614.160m 3.19% £718.597m 4.48%
Total Investments £6.478m 4.00% £28.997m 4.62%
Net borrowing position £607.682m £689.600m

3.2 From the above table, it can be seen that the average interest rate on the debt
held as at 31 March has increased from 3.19% in 2023 to 4.48% as at 31 
March 2024.  At the same time the average rate has increased on the 
investments held as at 31 March from 4.00% in 2023 to 4.62% as at 31 March
2024.

3.3 The external debt figure included within Table 1 includes both short term and 
long term debt.  

3.4 There are four treasury prudential indicators which cover the activity of the 
treasury function.  Complying with these indicators reduces the risk of an 
adverse movement in interest rates impacting negatively on the Council’s 
overall position:

 Upper limits on variable rate exposure.
 Upper limits on fixed rate exposure.
 Maturity structures of borrowing.
 Total principal funds invested for greater than 365 days.

3.5 Table 2 shows the actual upper limits set per debt type and maturity as at 31 
March 2024.  

Table 2

 2023/24 Actual
2023/24 Revised

Indicator  
Upper Limits on Fixed Interest 
Rates 100.00% 100.00%
(Against maximum position)    
Upper Limits on Variable 
Interest Rates 0.00% 50.00%
(Against maximum position)    
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Maturity Structure Fixed Rate Year End Max Min
Borrowing (%)    
Under 12 months 36.73% 50.00% 0%
12 months to 2 years 9.36% 50.00% 0%
2 years to 5 years 17.91% 50.00% 0%
5 years to 10 years 2.52% 50.00% 0%
10 years to 20 years 2.46% 50.00% 0%
20 years to 30 years 4.72% 50.00% 0%
30 years to 40 years 2.23% 50.00% 0%
40 years to 50 years 21.54% 100.00% 0%
50 years to 60 years 2.52% 100.00% 0%
60 years to 70 years 0.00% 100.00% 0%
Maximum Principal Funds Invested £0.472m £1m Nil
> 364 Days    

4. The Main Prudential Indicators and Compliance with Limits

4.1 The Council is required by the Prudential Code to report the actual prudential 
indicators after the year end. 

4.1.1 Capital Expenditure and its Financing 

This indicator shows total capital expenditure for the year and how this was 
financed. The decrease in capital expenditure between revised estimate and 
actual as noted below in Table 3 is due to expenditure which has been 
reprofiled from 2023/24 into the 2024/25 capital programme, together with 
resources.  The indicators for 2023/24 will be revised in line with this.

   
Table 3

 2023/24
2023/24 Revised 
Actual Estimate*

Capital expenditure: £87.383m £88.479m
Resourced by:   

Capital receipts and grants £26.331m £29.377m
Revenue £0.077m £0.250m

  Capital expenditure - additional need to 
borrow for in-year capital spend £60.975m £55.852m

* From the Treasury Strategy Report

4.1.2 Gross Borrowing and the Capital Financing Requirement (CFR) 

In order to ensure that borrowing levels are prudent, over the medium term 
the Council’s gross borrowing must only be used for capital purposes.  Gross 
borrowing should not therefore, except in the short term, exceed the total of 
the capital financing requirement in the preceding year (2023/24) plus the 
estimates of any additional capital financing requirement for the current 
(2024/25) and next two financial years.  This essentially means that the 



Appendix 1

Council is not borrowing to support revenue expenditure.  This indicator 
allows the Council some flexibility to borrow in advance of its immediate 
capital needs in 2023/24.     

4.1.3 The Chief Officer Resources can confirm the Council has complied with this 
indicator over the medium term (as can be seen by comparing the gross debt 
figure at 31 March 2024 with the anticipated CFR at 31 March 2027 as 
detailed in Table 4 below), and in the short term, the adjusted gross borrowing
position also under the CFR as at 31 March 2023.  

Table 4

2023/24
Actual

2023/24
Revised

Indicator*
Gross borrowing position per Table1 £718.597m £670.883m
PPP Liability £87.449m £89.815m
Adjusted gross borrowing position £806.046m £760.698m
Capital Financing Requirement £794.231m £792.123m

* From the Treasury Strategy – Council 27 March 2024

 2023/24
Actual

CFR at 31 March 2024  
2023/24 Actual £794.231m
Estimated Movement in CFR*  
2024/25 £99.415m
2025/26 £94.129m
2026/27 £49.419m

Anticipated CFR at 31 March 2027 £1,037.194m

Gross Debt at 31 March 2024 £806.046m

* Estimated movements from treasury Management Strategy 2024/25 – March 2024

4.1.4 The Authorised Limit 

The Authorised Limit is the “Affordable Borrowing Limit” required by Section 
35 of the Local Government in Scotland Act 2003.  The Council does not have
the power to borrow above this level.  The information in Table 5 
demonstrates that during 2023/24 the Council has maintained gross 
borrowing within its Authorised Limit. 

4.1.5 The Operational Boundary 

The operational boundary is an indicator against which the Council monitors 
its external debt position. It is based on the Council’s estimate of the most 
likely (i.e. prudent but not worst case) scenario for external debt. Periods 
where the actual position is either below or over the Operational Boundary are
acceptable subject to the Authorised Limit not being breached.  The 
information in Table 5 demonstrates that during 2023/24 the Council has 
maintained gross borrowing within its Operational Boundary.
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4.1.6 Actual financing costs as a proportion of net revenue stream 

This indicator shows the actual impact of capital expenditure in 2023/24 
compared to the projected impact of the General Services Capital Plan 
Refresh and the HRA Capital Plan Update as approved by Members on 1 
March 2023. The cost of capital is described as loan charges within the 
revenue budgets.

Table 5 *

 2023/24

Revised Indicator - Authorised Limit
£898.992
m

Revised Indicator - Operational Boundary
£824.012
m

Maximum gross borrowing position during 2022/23
£717.577
m

Minimum gross borrowing position during 2022/23
£602.573
m

 
Estimate
d Actual

Financing Costs as a proportion of net revenue stream   

General Fund 8.53%
10.90

%

Housing (HRA) 28.30%
41.90

%
* From Mid Year Report 20 December 2023

5. Summary of the Economic Factors affecting the Strategy during 2023/24

5.1 The Economy and Interest Rates 2023/24 – to March 2024 

(Source: Link Treasury Management Annual Report Template 2023/24
Scotland April 2024 )

            UK Economy 

Against a backdrop of stubborn inflationary pressures, the Russian invasion of
Ukraine, and war in the Middle East, UK interest rates have continued to be
volatile from Bank Rate through to 50-year gilt yields, for all of 2023/24.
Markets have sought an end to central banks’ on-going phase of keeping
restrictive monetary policy in place on at least one occasion during 2023/24
but to date only the Swiss National Bank has cut rates and that was at the end
of March 2024.
UK, Eurozone and US 10-year yields have all stayed high throughout
2023/24.  The table below provides a snapshot of the conundrum facing
central banks: inflation is easing, albeit gradually, but labour markets remain
very tight by historical comparisons, making it an issue of fine judgment as to
when rates can be cut.  
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UK Eurozone US
Bank Rate 5.25% 4% 5.25%-5.5%
Inflation 3.4% 

year on year (Feb)
2.4%

year on year (Mar)
3.2%

year on year (Feb)
Unemployment 

Rate
3.9% 
(Jan)

6.4% 
(Feb)

3.9% 
(Feb)

The Bank of England, in their March meeting, left interest rates at 5.25% for
the fifth time in a row. The Bank’s communications suggest the Monetary
Policy Committee (MPC) is gaining confidence that inflation will fall
sustainably back to the 2.0% target. However, although the MPC noted that
“the restrictive stance of monetary policy is weighing on activity in the real
economy, is leading to a looser labour market and is bearing down on
inflationary pressures”, conversely it noted that key indicators of inflation
persistence remain elevated and policy will be “restrictive for sufficiently long”
and “restrictive for an extended period”.
The UK economy has started to perform a little better in Q1 2024 but is still
recovering from a shallow recession through the second half of 2023.  Indeed,
Q4 2023 saw negative GDP growth of -0.3% while year on year growth was
also negative at -0.2%.
Unemployment is currently sub 4%, against a backdrop of still over 900,000 of
job vacancies, and annual wage inflation is running at above 5%.  With gas
and electricity price caps falling in April 2024, the CPI measure of inflation -
which peaked at 11.1% in October 2022 – is now due to slide below the 2%
target rate in April and to remain below that Bank of England benchmark for
the next couple of years, according to Capital Economics.  The Bank of
England still needs some convincing on that score.  It is noted that core CPI
was still 4.5% in February and, ideally, needs to fall further.
From a fiscal perspective, the further cuts to national insurance tax (from
April) announced in the March Budget will boost real household disposable
income by 0.5 - 1.0%.  After real household disposable income rose by 1.9%
in 2023, Capital Economics forecast it will rise by 1.7% in 2024 and by 2.4%
in 2025. These rises in real household disposable income, combined with the
earlier fading of the drag from previous rises in interest rates, means GDP
growth of 0.5% is envisaged in 2024 and 1.5% in 2025.  The Bank of England
is less optimistic than that, seeing growth struggling to get near 1% over the
next two to three years.

           USA Economy

Despite the markets willing the Federal Open Market Committee to cut rates
as soon as June 2024, the continued resilience of the economy, married to
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sticky inflation, is providing a significant headwind to a change in monetary
policy.  Markets currently anticipate three rate cuts this calendar year, but two
or less would not be out of the question.  Currently, policy remains flexible but
primarily data driven.

In addition, the Fed will want to shrink its $16 trillion balance sheet at some
point.  Just because the $ is the world’s foremost reserve currency (China
owns over $1 trillion) does not mean the US can continually run a budget
deficit.  The mix of stubborn inflation and significant treasury issuance is
keeping treasury yields high.  The 10 year stands at 4.4%.  

Inflation is currently a little above 3%.  The market is not expecting a
recession, but whether rates staying high for longer is conducive to a soft
landing for the economy is uncertain, hence why the consensus is for rate
cuts this year and into 2025.

EZ Economy. 

Although the Euro-zone inflation rate has fallen to 2.4%, the European Central
Bank will still be mindful that it has further work to do to dampen inflation
expectations.  However, with growth steadfastly in the slow lane (GDP
flatlined in 2023), a June rate cut from the current 4% looks probable. 

5.2 Borrowing Rates in 2023/24

The graph for Public Works Loan Board (PWLB) interest rates below shows that 
interest rates have continued to increase and most PWLB rates have been on a 
general upward trend since December 2023. 

Source: Link Treasury Management Annual Report Template 2023/24 (Scotland)
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6. 2023/24 Treasury Activity 

6.1 Borrowing – The Council raised new short term loans of £248.000m during 
2023/24 for the replacement of naturally maturing debt and to finance the 
Council’s capital programme.

6.2 Rescheduling – No debt rescheduling has taken place in 2023/24.

6.3 Repayment – The Council repaid naturally maturing debt of £279.186m.

6.4 Summary of Debt Transactions – The overall position of the debt activity 
resulted in the average annual interest rate paid throughout the year, year on 
year increasing from 3.19% (2022/23) to 4.48% (2023/24)

6.5 Investment Policy – The Scottish Government issued The Local Government
Investments (Scotland) Regulations 2010 on 1 April 2010.  

6.6 The investment activity during the year conformed to the approved strategy, 
and the Council had no liquidity difficulties.

6.7 The Council’s short term cash investments increased from £6.478m at the 
beginning of the year to £29.097m at the end of the year with an average 
balance of £11.093m and received an average return of 4.62% over the year. 
In addition to the short term cash investments the Council also had 2 long 
term investments in Clydebank Property Company and Hub West Scotland 
with a total value of £0.472m as at 31 March 2024 as identified in table 2 
above (investments over 364 days).  

7. Performance Indicators set for 2023/24

7.1 The treasury strategy defined a set of performance indicators covering the 
following areas:  

7.1.1 Security - In the context of benchmarking, assessing security is a very 
subjective area.  Security is currently evidenced by the application of minimum
quality criteria to financial institutions that the Council may choose to invest in,
primarily through the use of credit ratings supplied by the three main credit 
rating agencies (Fitch, Moody’s and Standard & Poors).  The Council has 
benchmarked security risk by assessing the historical likelihood of default for 
investments placed with any institution with a long term credit rating of A- (this
is the minimum long term credit rating used in the Council’s investment 
strategy).  The Council’s maximum security risk is that 0.05% of investments 
placed with financial institutions could theoretically default based on global 
historical data.  During the year all investments within the Council’s portfolio 
were repaid on their due dates with no defaults of the principal sums 
recorded. 
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7.1.2 Liquidity – As required by the CIPFA Treasury Management Code of Practice
the Council has stated that it will “ensure that it has adequate, though not 
excessive, cash resources, borrowing arrangements, overdrafts or standby 
facilities to enable it at all times to have the level of funds available to it which 
are necessary for the achievement of its business/service objectives”.  In 
respect to liquidity as defined above the liquidity arrangements during the year
were maintained in line with the facilities and benchmarks previously set by 
the Council as follows:

o Bank overdraft - £1.000m
o Liquid short term deposits of at least £5.000m available overnight.

7.1.3 Return – For the financial year the investment return averaged 4.569% which 
is an increase of 2.585% from the previous year.  Table 6 illustrates that the 
Council’s average return identified of 4.57% was less than the average return 
from the Council’s bankers investment account (5.14%) and less than the 
Money Market Funds rate (noted in table 6) which are the local measures of 
return investment benchmarks approved in March 2012.  

The Council’s bankers (and therefore the bank with which the investment 
account is held) are currently Virgin money (formerly Clydesdale Bank plc) 
which falls within the Category 3 Investment Category approved in the 
investment strategy approved in February 2017.  Due to the credit rating of 
this bank this category specified a maximum limit £5million which may be held
on an overnight basis only thus limiting the ability to attract interest on this 
account.

Table 6
Benchmark Benchmark

Return
Average 

Return
Compound 12 month SONIA* 4.98% 4.57%

* SONIA is Sterling Overnight Index Average and has replaced LIBOR & LIBID

8. Disclosure regarding the repayment of loans fund advances for 2023/24

8.1 The policy on the prudent repayment of loans fund advances was detailed in 
the Mid-Year Monitoring Report 2023/24 - Treasury Management and 
Prudential Indicators reported to Council on 20 December 2023.   

8.2 Table 7 shows the movement in the level of loan fund advances between 1 
April 2023 and 31 March 2024 (excluding PPP).

Table 7
General 

Fund Housing
Opening Balance at 1 April 2023 £357.520m £301.210m
New Advances in 2023/24 £7.223m £44.618m
Repayments in 2023/24 (£4.023m) (£7.662m)
Closing Balance at 31 March 2024 £360.720m £338.166m
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8.3 Table 8 details the anticipated repayment profile of the balance on the internal
loans fund advances (excluding PPP) for both General Services and Housing 
held at 31 March 2024 (note, this is not external debt).

Table 8

Future Repayment Profile at 31 

March 2024 General Fund Housing Total

£m £m £m

Under 12 months 4.551                    9.502      14.053    

2 years to 5 years 13.800                  28.363    42.163    

6 years to 10 years 25.637                  49.888    75.525    

11 years to 15 years 29.292                  44.056    73.347    

16 years to 20 years 25.043                  50.144    75.187    

21 years to 25 years 17.621                  48.454    66.075    

26 years to 30 years 12.166                  28.263    40.429    

31 years to 35 years 10.438                  7.010      17.448    

36 years to 40 years 12.097                  5.568      17.665    

41 years to 45 years 12.840                  4.553      17.393    

46 years to 50 years 15.130                  6.178      21.308    

51 years to 55 years 20.586                  8.705      29.291    

56 years to 60 years 25.425                  7.739      33.164    

61 year + 136.094                39.744    175.838  

Total 360.720                338.166  698.886  

9. Risk and Performance

9.1 The Council has complied with all relevant statutory and regulatory 
requirements which require the Council to identify and, where possible, 
quantify the levels of risk associated with its treasury management activities.  
In particular its adoption and implementation of both the Prudential Code and 
the Code of Practice for Treasury Management means both that its capital 
expenditure is prudent, affordable and sustainable, and its treasury practices 
demonstrate a low risk approach. Ongoing consideration of future affordability
and sustainability are reported and considered by Members each year when 
setting the Council’s General Fund and HRA capital and revenue budgets.

9.2 The Council is aware of the risks of passive management of the treasury 
portfolio and, with the support of the Council’s treasury advisers, has 
proactively managed its treasury position within the current economic climate 
taking advantage of lower interest rates where it is deemed appropriate.  The 
Council has complied with its internal and external procedural requirements.   
There is little risk of volatility of costs in the current debt portfolio as the 
interest rates are predominantly fixed, with the majority of debt comprised of 
long-term loans. 
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9.3 Shorter-term rates and likely future movements in these rates predominantly 
determine the Council’s investment return.  These returns can therefore be 
volatile and, whilst the risk of loss of principal is minimised through the annual 
investment strategy, accurately forecasting future returns can be difficult.



WEST DUNBARTONSHIRE COUNCIL 

Report by Chief Officer - Citizen, Culture & Facilities 

Audit Committee:  4 December 2024 
___________________________________________________________________ 

Subject: Scottish Public Services Ombudsman Complaints Report 2023-24 

1. Purpose

1.1 The purpose of this report is to present the Scottish Public Services 
Ombudsman (SPSO) report on complaints handling by West Dunbartonshire 
Council for the year 1 April 2023 – 31 March 2024.  

2. Recommendations

2.1 It is recommended that Committee: 

• Notes the contents of the report and the ongoing commitment at a service
and strategic level to monitor complaints and ensure compliance with
Scottish Public Services Ombudsman (SPSO) timelines.

3. Background

3.1 West Dunbartonshire Council administer the SPSO complaint handling model 
operating in line with all other Local Authorities.  Complaints continue to be 
managed centrally by the Customer Relations team for all Council services. 
Complaints regarding West Dunbartonshire Health and Social Care 
Partnership (HSCP) are managed independently by the partnership.  

3.2 Statutory appeals and reviews, such as planning decision appeals, continue 
to be directed to the relevant decision making body, and are not processed 
through the SPSO office. 

3.3 The Complaints Handling Process is well established and understood by both 
Citizens and staff. Centralised complaints handling ensures an open and 
transparent process. Complaints are valued because they provide an insight 
into services, and how the Council is performing. The feedback offers 
valuable information helping to inform service planning, improve how services 
are delivered and ensure customer’s voices are heard and views considered.  
Customers who remain dissatisfied with the final outcome of their complaint 
are openly directed to the SPSO to have their case considered for review. 

3.4 In 2023 an audit of the complaints process was carried out by Internal Audit 
with a report provided to Audit Committee in December 2023.  The objective 
of the audit was to assess the adequacy and effectiveness of the governance, 
risk management and control procedures in relation to the corporate 
complaints process.  Following the audit report Customer Relations have 
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ensured all staff are aware of the complaints process and their responsibility 
to record and report all complaints.  Work also has been undertaken with 
services to ensure central logging of complaints across all services.   

3.5 West Dunbartonshire Council acts as factor for the buildings where we retain 
an interest with tenanted properties.  Anyone who remains dissatisfied with 
the outcome of their complaint may also be signposted to the First-tier 
Tribunal for Scotland (Housing and Property Chamber). The Tribunal is an 
independent and impartial judicial body whose function is to review complaints 
from homeowners who consider their property factor has failed to perform its 
factoring duties or failed to comply with the Property Factors’ Code of 
Conduct.   

3.6      As a member of the Local Authority Complaints Handlers Network, the 
Council continues to fully engage in sharing of good practice and developing 
consistent approaches to complaints handling and reporting. Network 
meetings are held regularly, with SPSO in attendance at each meeting.   

4. Main Issues

4.1 The SPSO delivers an annual report to each Local Authority detailing the 
number of complaints reported to its office.  Appendix 1 provides a 
breakdown of enquiries handled by SPSO relating to West Dunbartonshire 
Council for 2023-24 together with comparison data for 2022-23.  Appendix 2 
is a summary breakdown of complaints received by the Council in 2023-24.  
Appendix 3 shows Social Work complaints handled by the HSCP for the 
same period.  Appendix 4 offers a summary of 3 complaints which were fully 
investigated by the SPSO.   

4.2 In the year 2023-24, SPSO received 29 complaints regarding the Council, an 
increase of 12 from 2022-23. The highest proportion of complaints made by 
West Dunbartonshire Citizens related to housing matters.  

4.3 Of the 29 complaints to SPSO, 16 were handled at the Advice & Guidance 
stage.  This is the initial receipt stage at SPSO where all enquiries are 
assessed.  At this stage 10 were deemed as premature, which is terminology 
used by the SPSO when the complainant has not exhausted the Council’s 
complaints process.  A further 6 were handled as enquiries where SPSO 
would have offered information and support and can refer people to other 
organisations that may be better places to help such as the Financial Services 
Ombudsman.   

4.4 The SPSO’s Early Resolution stage is where SPSO start to gather the 
information they need for an investigation.  Of complaints considered by 
SPSO at this stage 1 was closed as the subject matter was not in SPSO 
jurisdiction.  A further 1 complaint failed the member of the public test, 1 was 
deemed out of time, i.e. it was not taken to SPSO within 12 months of 
becoming aware of the matter.  A further 1 complaint was referred back to the 
Council.   



4.5 A further 6 complaints were handled by the SPSO at the Early Resolution 
Stage.  At this stage the SPSO applied discretion in 2 cases where it deemed 
insufficient benefit would be achieved by investigation.  A further 4 complaints 
were closed by SPSO under good complaints handling meaning SPSO were 
satisfied complaints had been fully and appropriately investigated and 
responded to by the Council and SPSO could not achieve a better outcome.   

4.6 The SPSO carried out full investigations into 3 complaints raised against West 
Dunbartonshire Council. Following a full investigation by SPSO 1 complaint 
was fully upheld. 1 complaint was deemed resolved as the SPSO had spoken 
with both the Council and the customer and the outcome sought was agreed 
without the need for a full investigation.  The remaining 1 complaint was 
deemed not upheld.  Appendix 4 provides a brief summary of each of the 3 
fully investigated complaints.    

4.7 The low number of complaints considered by SPSO is positive and reflects on 
the high level of effective complaints handling within West Dunbartonshire 
Council.   

4.8 As outlined in Appendix 2, the Council handled 628 complaints internally in 
2023-24.  Of these, 543 were closed within 2023-24.  The difference in 
complaints handled and closed is due to complaints being received during the 
reporting period, but still being worked on.  The remaining 85 were closed in 
2024-25 and will be included in appropriate reporting periods.  When 
registering a complaint, residents preferred method is the online complaints 
form which accounted for 50% of all complaints received.  The telephone is 
the next preferred method accounting for 35%.     

4.9 As noted above, the number of complaints received in 2023-24 was 628. This 
represents a decrease of 2% when compared to complaints received in 2022-
23 (642).  It is important to continue to encourage capturing expressions of 
dissatisfaction.  Complaints data provides services with valuable information 
to inform service improvement and understand the expectations of 
Customers. 

4.10 Of the 543 complaints closed, 83% were resolved within SPSO timescales, 
including with extension where applicable, representing an increase of 3% 
from 2022-23 (80%). Customer Relations maintain a focus on right first time 
and is committed to ensuring the quality of responses remains high whilst 
seeking to improve response times again in 2024-25.   

4.11 In line with this, the service continues to work to encourage a culture of 
welcoming complaints and ensuring services across the Council use the data 
provided to identify and progress complaints improvement activity.    



5. People Implications

5.1 There are no people implications arising from this report. 

6. Financial and Procurement Implications

6.1 There are no financial implications arising from this report. 

7. Risk Analysis

7.1 There is a reputational risk in not responding to complaints in defined time 
periods within the two stage process.  Complaints data is closely monitored, 
including response times and quality of response from services.  Customer 
Relations continue to work to support services to improve response 
timescales and maintain quality of complaints management.   

7.2 There is a risk that services do not learn from the complaints received and do 
not adapt processes or policies to stop it happening again. To reduce this risk 
complaints data is reported quarterly to Performance & Monitoring Group.  
Complaints data is also shared with Chief Officers and included within service 
Delivery Plans to ensure visibility and to assist in informing service 
improvements.  

8. Equalities Impact Assessment (EIA)

8.1 The two stage process has been equality impact assessed at a National level. 
Locally, all aspects have been considered and assistance to navigate the 
complaints process is available for all customers. 

9. Consultation

9.1 Not applicable to this report. 

10. Strategic Assessment

10.1 Effective complaints handling contributes to all five Council strategic priorities.

Amanda Graham 
Chief Officer - Citizen, Culture and Facilities 
Date: 1 November 2024

__________________________________________________________________



Person to Contact: Stephen Daly 
Citizen & Library Manager 
Citizen, Culture and Facilities  
Council Offices, 16 Church Street, Dumbarton 
01389 737263 

Appendices: Appendix 1 – SPSO Complaints Data 

Appendix 2 - Summary of Council Complaints 2023-24 

Appendix 3 -  Summary of HSCP Complaints 2023-24 

Appendix 4 – Summary of SPSO Complaints 2023-24 

Background Papers: None 

Wards Affected: All Wards 
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West Dunbartonshire Council complaints closed 2023-24 

Stage Outcome Group Total 
Advice A&G - Complaint submissions - mature 0 

A&G - Complaint submissions - premature 10 
A&G - Enquiries 6 
Organisation not in jurisdiction 0 
Total 16 

Early 
Resolution 

Cause and impact test not met (s 5 (3)) 0 
Discretion – Insufficient benefit would be achieved by 
investigation 

2 

Discretion – Alternative action proposed 0 
Discretion – Alternative route used or available 0 
Discretion – Good complaint handling 4 
Discretion – Referred back 1 
Discretion – Resolved - both parties satisfied with 
proposed outcome 

0 

Member of the public test not met (s 5 (6)) 1 
No response to contact 0 
Organisation not in jurisdiction 0 
Premature 0 
Right of appeal to court/tribunal/Scottish ministers (s 7 
(8)) 

0 

Subject matter not in jurisdiction 1 
Time limit (s 10) 1 
Unable to proceed 0 
Total 10 

Investigation Fully upheld 1 
Not duly made or withdrawn 0 
Not upheld 1 
Resolved 1 
Some upheld 0 
Total 3 

Total 29 
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West Dunbartonshire Council complaints closed 2022-23 

Stage Outcome Group Total 
Advice A&G - Complaint submissions - mature 1 

A&G - Complaint submissions - premature 3 
A&G - Enquiries 6 
Organisation not in jurisdiction 0 
Unable to proceed 0 
Total 10 

Early 
Resolution 

Cause and impact test not met (s 5 (3)) 0 
Discretion – Insufficient benefit would be achieved by 
investigation 

2 

Discretion – alternative action proposed 0 
Discretion – Alternative route used or available 0 
Discretion - Good complaint handling 0 
Discretion – referred back 1 
Discretion - Resolved - both parties satisfied with 
proposed outcome 

0 

Member of the public test not met (s 5 (6)) 0 
Organisation not in jurisdiction 0 
Premature 0 
Right of appeal to court/tribunal/Scottish ministers (s 7 
(8)) 

0 

Subject matter not in jurisdiction 3 
Time limit (s 10) 0 
Unable to proceed 0 
Total 6 

Investigation Fully upheld 1 
Not duly made or withdrawn 0 
Not upheld 0 
Resolved 0 
Some upheld 0 
Total 1 

Total 17 



Year 2023-24 Outcome 

Performance & Monitoring 

Total Complaints 
Received

Complaints 
Received Stage 1

Complaints 
Received Stage 2

Total 
complaints 
closed

Closed at Stage 
1

Closed within  
5 Working 
Days

Extension Stage 
1 

Exceeded S1 
deadline after 
extension ie 
+10days

Total working 
days to close 
Stage 1 
complaints

Average 
working days 
to close S1

Closed at 
Stage 2

Closed within 
20 working 
days

Extension 
Stage 2

Exceeded S2 
deadline after 
extention ie 
+25

Total working 
days to close 
Stage 2 
complaints

Average 
working days 
to close S2

Escalated from 
Stage 1 to 2

Upheld 
Stage 1

Not Upheld 
Stage 1

Upheld 
Stage 2 

Not upheld 
Stage 2

Resolved

Citizen, Culture & Facilities 19 19 0 20 17 11 3 3 82 5 2 2 0 0 23 11.5 0 11 6 1 1 1
Education, Learning & Attainment 26 26 0 14 11 7 1 3 84 8 1 1 0 0 14 14 0 8 3 1 0 2
Housing & Employability 337 318 19 311 298 200 53 45 1826 6 13 7 3 3 259 20 0 172 126 4 9 0
People & Technology  0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Regulatory & Regeneration 13 12 1 11 10 7 2 1 48 5 1 0 0 1 94 94 0 2 8 0 1 0
Resources 60 57 3 50 45 21 10 14 423 9 2 1 0 1 59 30 0 25 20 1 1 3
Roads & Neighbourhood 173 170 3 137 107 79 12 16 648 6 0 0 0 0 0 0 0 45 62 0 0 30

Totals 628 602 26 543 488 325 81 82 3111 6 19 11 3 5 449 24 0 263 225 7 12 36

83%
0 6

414 24
146 54%

9 37%
0
1 Channel Received
0 94 0

40 314
1 0
9 0
0 220
8 0

Social Media 0
628 628Total 263 7 TOTAL

Contractor 5 0 Face to Face 

Failure to deliver service 1 0 In Writing 
Service standards not declared 0 0 By telephone

Error in Service Delivery 1 0 Internal Complaints form

Council policy – level of service provision 0 0

Employee behaviour 22 1 Online Complaints form

Equalities
Delay in service delivery 0 0 E-mail Equality concern raised

Council policy – charges 3 0 % of Stage 2 complaints upheld
Council policy – does not meet criteria 0 0

Citizen expectation not met – timescales 83 2 % of Stage 1 complaints upheld

Below declared service standard 0 0 average working days to close Stage 1 complaints
Citizen expectation not met - quality of service 148 4 average working days to close Stage 2 complaints

Complaints Received Complaints Closed 

Complaint Category
Upheld per category Stage 1 Upheld per category Stage 2 

Performance
% of complaints closed within SPSO timescales





WDHSCP - SMT 

Period: 1st April 2023 - 31st March 2024 

Social Work Services Total 
Children’s Health, Care & Criminal Justice 14 
Community Health and Care Services 25 
Mental Health, Learning Disability & Addictions 11 
Total 50 

Subject – a complaint can cover more than one subject 
Communication 6 
Failure to fulfil statutory responsibilities 1 
Failure to provide service 20 
Failure to Achieve Standards 28 
Data Breach 1 
Bias or unfair discrimination 1 
Employee Attitude 11 
Withdrawn 

Ongoing 

Response 
Acknowledged within 3 days 45 
Response within 28 days 21 

Outcomes 
Upheld 5 
Partially Upheld 10 
Not Upheld 32 
Withdrawn 1 
Complaint received but responded via a different policy 2 
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• Case ref:   202109366
• Date: September 2023 
• Outcome: Upheld, recommendations
• Subject: Secondary School 

Summary 

C’s child (A) was assaulted at school by other pupils. C complained that the council 
had failed to protect their child, failed to provide appropriate first aid and failed to 
provide a reasonable level of support to them following the incident. C also 
complained that the council failed to safeguard A from the bullying they subsequently 
experienced. 
In their response to C’s complaint, the council provided details of the first aid 
provided and the steps taken to notify C’s spouse of what had happened. They said 
that the school had introduced a number of measures to help keep child A safe after 
the incident. The council initially said that C had refused to take part in restorative 
meetings, which they considered would have helped to resolve matters. After C 
complained about the council’s response, the council conceded that C had not been 
invited to a restorative meeting and apologised for this inaccurate information in their 
response. 

We reviewed the council’s actions with reference to the relevant council policies. We 
considered that the assault had been taken seriously and acted upon swiftly. 
However, we found that although the council endeavoured to put in place a number 
of arrangements aimed at keeping A safe, these did not appear to have been fully 
implemented. We found that certain aspects of the council’s policies were not 
followed, that the council acknowledged that no restorative meetings took place and 
that counselling was not available to child A. We found that the council failed to 
ensure A was sufficiently supported after the incident and we also found 
shortcomings in the council’s complaints handling. We therefore upheld this 
complaint. 

Recommendations 

What we asked the organisation to do in this case: 

• Apologise to C and C’s family for the reliance on inaccurate information when
reaching conclusions in the stage one response, with an acknowledgement of
the impact this had on them. The apology should meet the standards set out
in the SPSO guidelines on apology available at www.spso.org.uk/information-
leaflets.

• Apologise to C for the issues highlighted in this decision notice. The apology
should meet the standards set out in the SPSO guidelines on apology
available at www.spso.org.uk/information-leaflets.

What we said should change to put things right in future: 
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• That the council consider creating a structured procedure and guidance for 
dealing with serious unacceptable behaviour and ensuring that the parties 
involved receive a full suite of support if required. 
 
 

In relation to complaints handling, we recommended: 
 

• Information contained within complaint responses should be accurate. In 
terms of good practice, complaint responses should be person-centred and 
non-confrontational. 
 

We have asked the organisation to provide us with evidence that they have 
implemented the recommendations we have made on this case by the deadline we 
set. 
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• Case ref: 202007481 
• Date:  September 2023 
• Outcome: Upheld, recommendations 
• Subject: Council Tax 

 
 
Summary 
 
C complained about the council’s handling of their council tax account. They had 
applied for a single person discount and a council tax reduction. C complained that 
the council failed to manage their account properly, did not communicate with them 
and issued warning notices for payment while the account was in dispute. C said that 
the council’s handling of their account amounted to discrimination. 
 
We found that there were significant delays throughout the council’s assessment. 
However, we noted that this took place during the COVID-19 pandemic when 
services were disrupted. We found nothing to suggest the council were 
discriminating against C but considered that their communication was generally poor. 
 
We were satisfied that C’s council tax reduction entitlement was assessed 
reasonably, but we considered more could have been done to obtain the relevant 
information for the purposes of assessing C’s application for single person discount. 
We upheld C's complaint. 
 
Recommendations 
 
What we asked the organisation to do in this case: 
 

• Apologise to C for the issues highlighted in this decision. The apology should 
meet the standards set out in the SPSO guidelines on apology available at 
www.spso.org.uk/information-leaflets. 

• Invite C to provide evidence of the date that they moved into the property and 
reassess the start date for their single person discount accordingly. The 
council should confirm to C what type of evidence they would accept as proof 
of the date of entry. 
 

We have asked the organisation to provide us with evidence that they have 
implemented the recommendations we have made on this case by the deadline we 
set. 
 
 
 
 
 
 
 
 



 
 
 

Appendix 4 (Cont’d) 
 
 

• Case ref: 202005474 
• Date:  October 2023 
• Outcome: Not upheld, no recommendations 
• Subject: Adoption / Fostering 

 
 
Summary 
 
C complained that the council failed to undertake a proper assessment of them as a 
prospective adoptive parent for a foster child placed in their care (A). C also 
complained that the transition of A from foster care to their adoptive family was 
unreasonable. 
 
The council said that it was decided that C would not be considered further as a 
prospective adoptive parent for A based on C's responses to enquiries made of them 
at the early screening stage and their circumstances at the time. C did not agree with 
the council's response and brought their complaint to the SPSO. 
 
We took independent advice from a social worker. We noted that the council had 
acknowledged their failure to ensure sufficient visits with C had taken place. 
However, we found that the council's decision not to consider C further as an 
adoptive parent was reasonable and did not uphold this part of C's complaint. 
In relation to the transition of A to their adoptive family, we found that this was 
reasonable and decisions were made with the best interests of A in mind. Therefore, 
we did not uphold this part of C's complaint. 
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