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1. PURPOSE 

1.1 The Department for Communities and Local Government or ‘DCLG’, The 
Parliamentary and Health Services Ombudsman (‘PHSO’) and Local Government 
Ombudsman (‘LGO’) (here after referred to as the “Authority”) are seeking to procure 
a Contract to provide expert consultancy advice to assist Executives from the LGO and 
the PHSO. The advice will support the determination of the budget required to provide 
a high quality service to the public which meets the predicted level of demand and 
makes the most of opportunities to reduce costs via efficiency savings through the 
creation of a new organisation.    

2. BACKGROUND TO THE CONTRACTING AUTHORITY 

2.1 DCLG is a Ministerial Department, supported by 11 agencies and public bodies.  
DCLG’s role is to create great places to live and work, and to give more power to local 
people to shape what happens in their area. Key responsibilities include driving up 
housing supply; increasing home ownership; devolving powers and budget to boost 
local growth in England; and supporting strong communities with excellent public 
services.  

2.2 The PHSO look into complaints where an individual believes there has been injustice 
or hardship because an organisation has not acted properly or fairly or has given a 
poor service and not put things right. 

2.3 The LGO are the final stage for complaints about councils and some other 
organisations providing local public services. The LGO also look at complaints about 
adult social care providers (such as care homes and home care providers). 

3. BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT 

3.1 The Government has published its response to the consultation on creating a single 
Public Services Ombudsman (PSO) organisation which would take on the functions of 
the PHSO and LGO. It proposes to bring forward draft legislation to this effect as soon 
as is practical.  

3.2 It is a vital piece of the legislative process to understand what resources must be set 
aside to deliver a high quality, cost-effective service available to all complainants. 
Within the context of the service that the PSO must deliver, the Authority requires 
consultancy support to provide an assessment of the potential resources required to 
support the delivery of the proposed new Public Services Ombudsman organisation, 
based on the provision of the optimum ombudsman service. 

3.3 The LGO and the PHSO are now working with Government departments (Cabinet 
Office, HM Treasury and the Authority) to help to prepare for the establishment of a 
new PSO. 

3.4 The PSO will be a new organisation and not the merger of the existing LGO and PHSO 
organisations. Draft legislation is expected to be published by the end of 2016.  

  

https://www.gov.uk/government/organisations/department-for-communities-and-local-government
http://www.ombudsman.org.uk/
http://www.lgo.org.uk/
https://www.gov.uk/government/consultations/public-service-ombudsman
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3.5 The PSO must deliver the “optimum ombudsman service”, and the LGO and PHSO 
have set out a single vision for this which both organisations are actively pursuing. 
Appendix 1 to this document details the vision and mission of the optimum 
ombudsman service, which provides the context for the service to be delivered by the 
PSO and is fundamental to this Contract. 

 
3.6 A key supporting aspect of this work is to provide a high-level ‘zero-based’ assessment 

and estimate of what the steady state running costs will be for the proposed PSO 
scheme, in comparison to those of PHSO and LGO. 

3.7 The Joint Executive Team, comprising senior Executives from both organisations, has 
agreed a set of basic assumptions for approaching this assessment. Appendix 2 of 
this document outlines the agreed assumptions.  

4. SCOPE OF REQUIREMENT  

4.1 The Contractor will be required to deliver;  

4.1.1 a well-considered and high-level view of the running costs to deliver the 
optimum ombudsman service, including a breakdown of the key financial 
components and articulation of the services this will deliver; 

4.1.2 a zero-based approach to the estimate; 

4.1.3 identification of any associated business issues that might arise in 
establishing the new organisation;  

4.1.4 identification of business issues and risks arising from any changes to the 
current business model which would be required to deliver the optimum 
ombudsman service in the most cost-effective way;  

4.1.5 recommendations as to how the above two issues can be mitigated; 

4.1.6 an understanding of the key business decisions which may be necessary 
to deliver the service in the most cost-effective way; and 

4.1.7 benchmarking against other ombudsman services (see Section 5 ‘’The 
Requirement’). 

4.2 The outcome of the Contract will feed directly into discussion about the proposed PSO 
legislation in the coming months. 

4.3 A final report to be produced by the Contractor must include an analysis of the reliability 
of the data which underpins the conclusions drawn, the underpinning assumptions and 
any further work required. 

Out of Scope - Transitional costs  

4.4 It is anticipated that there will be significant one-off transitional staffing costs associated 
with introducing the new PSO. These will be calculated separately (by the Cabinet 
Office and DCLG) and the costings are not within the scope of this Contract. Staffing 
costs include; voluntary and compulsory redundancies, relocation, pension scheme, 
legal costs, retraining, temporary additional staff. 
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5. THE REQUIREMENT 

5.1 PHSO and LGO have already identified savings that both organisations will deliver 
over the four year period of the Government’s Spending Review, covering 2016/17 to 
2019/20. For information, 2016/17 budgets have been included at Appendix 3 of this 
document. This sees a 20% real terms reduction in the cost of both organisations. The 
submissions of both organisations, together with the summarised impact on overall 
resource requirements, are set out at Appendix 4 of this document.  

5.2 These savings reflect each organisation individually, and do not consider the potential 
service benefits (both improvements in service and productivity), and consequential 
financial efficiencies, from operating as a single organisation. A key aspect of this 
Contract will be to identify where further efficiency savings can be made. 

5.3 It must also be recognised that the LGO and PHSO are at different stages in delivering 
savings. It is important that this is considered within the analysis, to ensure savings are 
not double counted, nor costs duplicated. 

5.4 The Contractor is required to deliver a draft report and a final report summarising the 
estimated total resource requirements for the PSO, based on the high quality services 
which the PSO must deliver. The final report must highlight where opportunities exist 
to achieve efficiency savings.  

5.5 The final report must:  

5.5.1 Clearly set out the service and financial assumptions, and the rationale for 
each, which underpin the cost estimate; 

5.5.2 Provide an assessment of the reliability of the data used;  

5.5.3 Identify the actions necessary to achieve the estimated level of resources 
(for example, changes to working practices). 

5.6 The final report shall include an estimate for each major financial component of the 
PSO and clearly indicate any assumptions made in arriving at each costing.  This shall 
include: 

5.6.1 The optimal operational staffing requirement. This must take into 
account the requirements of the optimum ombudsman service, the impact 
of different types of investigations, and the impact of changes in demand. 
This would also identify opportunities to streamline operational practices to 
provide the most cost-effective service which delivers to defined high-
quality service standards. For current staff costs and caseload information, 
see Appendices 5 and 6 of this Document. 

5.6.2 The most efficient and effective resource requirement for corporate 
services, including finance, HR, and other office support services. 

5.6.3 A streamlined management structure. 

5.6.4 ICT and telephony infrastructure (for information on the current ICT 
infrastructure see Appendix 8 of this document.) 

5.6.5 Clinical advice and Professional costs 
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5.6.6 Future Accommodation. This must take into account the need to ensure 
the future location(s) ensures capacity for quality, experienced staff to 
maintain service delivery. The preferred model is a multi-site approach with 
an ongoing presence in London. The accommodation model must be 
modern, decentralised, technologically enabled, flexible and cost effective, 
utilising existing and appropriate Government estate in line with current 
Government property guidelines. Details of current accommodation, costs 
and leases for both PHSO and LGO are at Appendix 9. 

5.6.7 Investment required to deliver the new service - which is not included in 
the one-off transitional costs e.g. IT development, staff training/ 
development and accommodation (to include; terminating or breaking 
leasing arrangements, fit out and removals, rent overlap, agents and legal 
fees and dilapidations). 

5.6.8 Other costs (including depreciation).  
 

5.7 The LGO and PHSO have agreed four basic assumptions for approaching this work: 

5.7.1 The approach must be based on the creation of a new organisation - not 
the merger of two existing organisations. The first consideration must be 
the service to be provided – the financial analysis must flow from the cost-
effective provision of the service and not vice versa.  

5.7.2 The approach works within the parameters set out in the Cabinet Office’s 
response to the consultation on the creation of a PSO. 

5.7.3 The zero-based budget will be high level and indicative – not granular or 
complex. 

5.7.4 There are clear similarities between the proposed role of the PSO and the 
existing Ombudsman schemes in Scotland, Wales and Northern Ireland.  
Therefore, with reference to the information in Appendix 10, the Contractor 
will benchmark the proposed funding requirement against these 
organisations (and also draw attention to any significant differences) as a 
test of reasonableness. The Contractor may also consider whether it is 
appropriate to benchmark against other Ombudsman services provided in 
England and the UK. 

5.8 The zero-based estimate will include consideration of how costs might vary if there are 
changes in the assumed complaint volumes. Within this analysis consideration must 
be given by the Contractor to: 

5.8.1 The impact on resource requirements for the PSO of the optimum 
ombudsman service, taking into account the potential impact on demand 
for the service of removing the current MP filter for Parliamentary 
complaints;  

5.8.2 The requirement to effectively engage with Parliament and the Select 
Committee process, and ensure the PSO has the capacity and resource to 
undertake these responsibilities; 

5.8.3 The impact of governance models; and 
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5.8.4 Ensuring that the PSO can deliver greater impact on both public services 
and the complaints system through systemic change. 

5.9 The final report to be delivered by the Contractor will note any areas where efficiency 
savings can be identified and will estimate the scope of these savings and any changes 
to current business practice, and the associated risks that may arise. 

5.10 The Contractor will be required to attend an initial briefing in London as early as 
possible following their engagement. This will ensure that the scope and intentions of 
the Contract and the required outputs are fully explained and allow the Contractor to 
clarify any points of detail. 

5.11 During the Contract the Contractor will liaise closely with LGO and PHSO. In particular 
this should occur at any significant points during the Contract; for example, where 
clarification is required, a particular approach or method is being proposed or where 
new or significant assumptions are being made or data appears unreliable or missing.  

5.12 The Contractor will have access to relevant LGO and PHSO staff during the Contract, 
such as is necessary to successfully complete the required work. Details of LGO / 
PHSO staff that may be required to assist the Contractor will be provided during the 
initial briefing or on request. The Contractor will also have access to relevant staff from 
DCLG, HM Treasury and Cabinet Office. 

5.13 The Contractor will be required to gather any missing or additional data and business 
information from the appropriate staff, as directed.  

6. KEY MILESTONES 

6.1 The Contractor must note the following project milestones that the Authority will 
measure the quality of delivery against: 

Milestone Description Timeframe 

1 
Draft report completed and 
submitted by the Contractor 

Within 8 weeks of Contract 
Award 

2 
Draft report reviewed by PHSO 
/LGO 

Within 10 weeks of Contract 
Award 

3 
Final report completed and shared 
with Cabinet Office/the Authority 

Within 12 weeks of Contract 
Award 

 

7. AUTHORITY’S RESPONSIBILITIES 

7.1 The Authority shall provide all the funding to support this assignment.  

7.2 The Authority shall procure the appropriate services to undertake it.  

7.3 The Authority will provide any assessment of the quality of the service provided and 
liaise with the Contractor on any performance issues. 

7.4 LGO and PHSO will be responsible for arranging and managing any meetings 
schedule and logistics and will advise the Contractor with regard to their involvement 
and contribution. 
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7.5 The Authority will be the managing body for the Contract with regards to resourcing, 
expertise and the financials. Any variation to the agreed arrangements will be agreed 
in advance between the Authority’s Contract Manager and the Contractor.  

8. REPORTING 

8.1 The Contractor is required to deliver the Contract to instruction and satisfaction of the 
Director of Operations, LGO and the Executive Director of Finance and Governance, 
PHSO. The draft report and final report are subject to approval by of the Director of 
Operations (LGO) and the Executive Director of Finance and Governance (PHSO). 

9. CONTINUOUS IMPROVEMENT 

9.1 The Contractor will be expected to continually improve the way in which the required 
Services are to be delivered throughout the Contract duration. 

9.2 The Contractor should present new ways of working to the Authority during monthly 
Contract review meetings. 

9.3 Changes to the way in which the Services are to be delivered must be brought to the 
Authority’s attention and agreed prior to any changes being implemented. 

10. PRICE 

10.1 Prices are to be submitted via the e-Sourcing Suite using the Appendix E, and 
excluding VAT.  

10.2 The maximum capped budget available for the 12 week Contract is £80,000 excluding 
VAT.   

10.3 Prices submitted via Appendix E (Price Schedule) will be the total cost of the Services.  
The Contractor will make no additional charges. 

11. STAFF AND CUSTOMER SERVICE 

11.1 The Authority requires the Contractor to provide a sufficient level of resource 
throughout the duration of the Public Service Ombudsman Consultancy Services 
Contract in order to consistently deliver a quality service to all Parties. 

11.2 Contractor staff assigned to the Public Service Ombudsman Consultancy Contract 
shall have the relevant qualifications and experience to deliver the Contract. 

11.3 The Contractor shall ensure that staff understand the Authority’s vision and objectives 
and will provide excellent customer service to the Authority throughout the duration of 
the Contract. 
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12. SERVICE LEVELS AND PERFORMANCE 

12.1 The Authority will measure the quality of the Contractor’s delivery by: 

12.1.1  

KPI/SLA Service Area KPI/SLA description Target 

#1 Delivery 
Timescales 

Contractor delivers draft report 8 
weeks from Contract Award. 

100% 

#2 Delivery 
Timescales 

Contractor delivers final report 12 
weeks from Contract Award 

100% 

#3 Customer 
Service 

Contractor responds to all Authority, 
PHSO and LGO communications 
within 1 Working Day 

95% 

#4 Customer 
Service 

Contractor attends monthly Contract 
meetings 

100% 

#5 Reporting Contractor delivers progress report 
prior to each Contract meeting 

100% 

 

13. INTELLECTUAL PROPERTY RIGHTS (IPR) 

13.1 All analysis (including any calculations and models) used to generate the output should 
be provided to the Authority for future use. This analysis, and the draft and final reports, 
will be the property of the Authority, equally. The Contractor must not disclose the 
report (either in part or in full) to any third parties prior to publication by the Authority, 
unless the Authority gives express consent to do so.  

14. PAYMENT 

14.1 Payment will only be made following satisfactory delivery by the Contractor of the 
products and deliverables outlined in 12.1.1. In addition, the final report must be 
approved by of the Director of Operations, LGO and the Executive Director of Finance 
and Governance, PHSO before payment is made. 

14.2 All Invoices are to be sent on a monthly basis to FSSD CIP Team, 4th Floor, High 
Trees, Hillfield Road, Hemel Hempstead, Hertfordshire, HP2 4XN. 

14.3 Payment will be made in arrears, subject to invoice(s) being submitted for work carried 
out. 

14.4 Before payment can be considered, each invoice must include a detailed elemental 
breakdown of work completed and the associated costs.  The invoice must also include 
the purchase order number. 
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Appendices: 

Appendix 1 - The Optimum Ombudsman Service 

LGO and PHSO agree that there would be benefits to amending and updating the legislative 
framework within which our organisations operate, to make it easier for the public to use a 
single clear system for complaints.  Until such changes are introduced, we are committed to 
working together to provide the optimum ombudsman service without legislative change, and 
have set out a single vision for this which both organisations are actively pursuing. 
 
Vision: The optimum ombudsman service is independent, available to all complainants, 
providing the best service to the public in the most cost effective way, within the current 
legislative framework. 
 
Mission: To harmonise and/or develop the services currently offered by LGO and PHSO, so 
that, together, we meet the requirements of an optimum ombudsman service. 

 
The optimum ombudsman service is:  
 

1. Easy to use 

 We can be easily found via prominent, well publicised access points (whether using 

web, email, telephone, social media or post). 

 We provide a simple, seamless and customer-focused service, regardless of the 

nature of your complaint, even if spans different areas of our jurisdiction.  

 We make reasonable adjustments where necessary and are flexible to support our 

most vulnerable users. 

 We explain every stage of our process and all of our staff communicate in plain 

language. 

 

2. Able to remedy injustice 

 Our recommendations are specific, clear and proportionate.   

 We check to ensure that all recommendations are complied with by the bodies 

concerned, working with regulators, Parliament, local government and others where 

necessary, and publish the outcomes. 

 Our remedies are consistent with our published guidance. 

 

3. Fair and transparent 

 We have a clear end-to-end business process and guidance used by staff to reach 

decisions.  Both of these can be understood by the public. 

 We publish all of our complaint decisions, subject to them being anonymised to 

protect individuals’ identities. 

 We adhere to the same published quality standards and apply the same policies, 

irrespective of where you live or the nature of your complaint(s). 
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4. Responsive  

 All enquiries dealt with promptly:  within three weeks, complainants either receive a 

formal decision or are told that we will investigate in detail. 

 Investigations are concluded within 90 days of receiving responses to our enquiries 

(this can be extended only in the most complex cases).  

 At least 99% of all cases are completed within 52 weeks. 

 

5. Efficient and cost-effective 

 Back office costs are in line with the costs of similar, comparable, organisations. 

 We will measure and publish our overall cost per complaint  

 We use new technology and innovative solutions to continuously improve our 

services. 

 

6. A respected independent voice 

 We are recognised as an authoritative, expert, body in each of the areas within our 

jurisdiction. 

 We encourage improvement in publicly funded services by highlighting learning from 

complaints and working with others to improve services and local complaint handling. 

 Where there appear to be serious systemic failures, we will undertake in-depth 

investigations to get to the root of problems and to publicise our findings where we 

consider it necessary to effect change.  
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Key characteristics of the proposed business model for handling complaints in 
the new PSO: 
1. Three-stages of seamless one-touch casework management: Intake; 

Assessment; and Investigation. 
 

 
 

2. Paper-free, centralised case management system: all case related 
documentation is scanned to a bespoke database and attached to a case in less 
than 24 hours of receipt. 
 

3. An end-to-end quality monitoring system, owned and operated by frontline 
business managers, to generate real-time improvements before more serious 
problems arise. 
 

4. Decisions published (identifiable details anonymised) to improve transparency 
and facilitate learning; all remedies followed up to ensure they are properly 
implemented. 
 

Intake

•Confirm and record details of every complaint within 24 hours
•Key question: Is it for the PSO? 

•Key task: Help the public to make their complaint

•Key decisions: Premature and signposts to other bodies

Assessment

•Decide formally whether to investigate within 20 working days
•Key question: Can we and should we investigate? 

•Key task: Clear and consistent triage  

•Key decisions: In time? In jurisdiction? Alternative Remedy? Sufficient  fault and Injustice?

Investigation

•Complete investigations rapidly, with negligible cases over 52 weeks
•Key question: Was there fault (maladministration) causing injustice? 

•Key task: Impartial investigations and appropriate remedies 

•Key decisions: Upheld/Not upheld; recommendations
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Appendix 2 – Basic assumptions agreed for the high level estimate for the new 
PSO organisation  

In preparation for the introduction of a new Public Services Ombudsman (PSO) scheme, 
LGO and PHSO have been working together to frame the assumptions which underpin a 
high level estimate of the likely costs of such a scheme.  This has been done through the 
joint working of both Executive Teams. 

Basic assumptions 

The Joint Executive Team has agreed a set of basic assumptions for approaching this work: 

1. Our approach is based on the creation of a new organisation - not the merger of two 
existing organisations. 
 

2. The zero-based budget will be high level and indicative – not granular or complex. 
 

3. We assume that the new Public Services Ombudsman will be designed to deliver the 
optimum ombudsman service. 
 

4. The zero-based budget will be focused on the major areas of spend: primarily staffing 
costs and accommodation but also including back office costs, IT, and any distinct 
significant spending areas (e.g. clinical advice). 
 

5. We will work within the parameters already set out by the Cabinet Office: the Public 
Services Ombudsman will cover all areas currently served by LGO and PHSO but will 
not be extended to cover private healthcare, education, housing, or “own initiative” 
investigations. 
 

6. There are clear similarities between the proposed role of the Public Services 
Ombudsman and the existing ombudsman schemes in Scotland, Wales and Northern 
Ireland.  Therefore, we will benchmark our budget against these organisations (and also 
draw attention to any significant differences). 
 

7. The zero-based budget will cover the running costs of the organisation in steady state.  
One-off transformational costs to be highlighted separately.  We expect that these will be 
substantial. 
 

8. In terms of demands on the new organisation, we will base our estimates on the current 
volume of complaints dealt with by PHSO and LGO plus an increase of 20%, to 
recognise that the creation and promotion of a single body with improved public access 
will inevitably raise demand. 
 

9. Accommodation costs will be a key part of our analysis so we will meet separately to 
agree assumptions and ensure that our long-term plans for accommodation in no way 
jeopardise the efficient running of the new organisation. [Note – the brief clarifies the 
approach to accommodation] 

 
10. We are cautious not to base our budget on any notional fixed spending cap.  However, 

we will be realistic about the need for cost savings and, if we present different cost 
options, we will be clear about the risks and benefits associated with these. 
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Appendix 3 - Resource and capital budgets for 2016/17  

 Current allocation of LGO resources 

Most of LGO expenditure is on staffing (82.4%) and accommodation (7.2%). 
The chart below illustrates the budgeted spending profile in 2016/17: 
 

Breakdown of LGO expenditure 
 

 
 

 
LGO staff costs:  

 85% of LGO’s staff (138.4 FTE) are committed to casework (i.e. the management 
and resolution of complaints). 
 

 9% of staff (15.4 FTE) deliver LGO’s corporate services.   
 

 6% of staff (9.6 FTE) are responsible for sharing the learning from complaints. 
 
 

  

82.4%

7.2%

3.5%

2.6% 2.5%
1.8%

STAFFING

ACCOMMODATION

PROFESSIONAL COSTS

OFFICE EXPENSES

INFORMATION
TECHNOLOGY

DEPRECIATION
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LGO functions and staffing levels: 

        

Ombudsman 1.0 

Executive 2.0 

Intake 16.2 

Assessment 29.6 

Investigation 89.6 

Learning from Complaints 9.6 

Corporate 15.4 

Legal 0 

  

TOTAL 163.4 
Figures shown are for July 2016 (actual).   
 

  

LGO’s 2016/17 budget excluding capital: 

Business area    Expenditure Proportion of total 

 
Staffing      £9,116k  (82.4%) 
(incl. all on costs)  
 
Accommodation    £795k   (7.2%) 
 
Professional costs    £392k   (3.5%) 
(incl. legal advice, audit) 
 
Office expenses    £285k   (2.6%) 
(incl. waste management, travel) 
 
IT      £275k   (2.5%) 
 
Depreciation    £200k   (1.8%) 
 
 

LGO 2016-17 Capital Budget: £50k 
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 Current allocation of PHSO resources  

 
The chart below illustrates PHSO’s spending profile in 2016/17: 
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PHSO’s 2015/16 budget excluding capital: 

Business area    Expenditure Proportion of total 

 
Staffing      £23,464k  (71%) 
(incl. all on costs)  

Accommodation    £3,598k  (11%) 
(incl. utilities and maintenance) 

IT      £1,643k  (5%) 

(incl. phones, data, computers) 

Professional costs    £2,446k  (7%) 
(incl. legal advice, audit) 

Office expenses    £842k   (3%) 
(incl. waste management, travel) 

Depreciation              £1,100k            (3%) 

TOTAL                                                     £33,093k 
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Appendix 4 - CSR Submission 2016/17 to 2019/20 and savings plans 

 
Assessment of Minimum Savings Delivered through Public Ombudsman Service 
 
30 October 2015 

 

The CSR 2015 Submission from the LGO 
 

 
2015/16 

£000 
2016/17 
£000 

2017/18 
£000 

2018/19 
£000 

2019/20 
£000 

Inflated baseline 11,700 11,901 12,119 12,352 12,608 

Funding Submission 11,700 10,805 11,002 11,214 11,447 

Real terms reduction     1,161 

Real terms reduction %     9.2% 
 

The CSR 2015 Submission from the PHSO  
 

 
2015/16 

£000 
2016/17 
£000 

2017/18 
£000 

2018/19 
£000 

2019/20 
£000 

Inflated baseline 31,773 32,320 32,910 33,543 34,240 

Funding Submission 31,773 31,993 31,186 28,004 25,942 

Real terms reduction     8,298 

Real terms reduction %     24.23% 
 

 

The CSR 2015 Submission of both Organisations – the Minimum Savings to be Delivered by 
PSO 
 

 
2015/16 

£000 
2016/17 
£000 

2017/18 
£000 

2018/19 
£000 

2019/20 
£000 

Inflated baseline 43,473 44,221 45,029 45,895 46,848 

Funding Submission 43,473 42,798 42,198 39,218   37,389 

Real terms reduction     9,459 

Real terms reduction %     20.19% 
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Appendix 5 – Staff costs and structure 

LGO Pay Scales (as at September 2016) 

 

 London   Outside London 

01/01/2015 01/01/2015

Head of Assessment 57-62 57 54,635£                 51,229£                

Head of Policy and Comms 58 55,617£                 52,210£                

Head of Human Resources 59 56,602£                 53,196£                

Head of Finance 60 57,599£                 54,192£                

Assistant Ombudsman 61 58,578£                 55,171£                

62 59,570£                 56,159£                

Customer Services Manager 51-55 51 48,820£                 45,413£                

IT Manager 52 49,743£                 46,333£                

Facilities Manager 53 50,681£                 47,271£                

54 51,661£                 48,253£                

55 52,658£                 49,251£                

Assessment Team Leader 49-52 49 46,972£                 43,571£                

Communications Manager 50 47,898£                 44,491£                

Policy and Research Manager 51 48,820£                 45,413£                

Professional Practice Coordinator 52 49,743£                 46,333£                

Joint Working Team Leader

Investigator 38-46 38 36,798£                 33,391£                

39 37,874£                 34,471£                

40 38,768£                 35,360£                

41 39,685£                 36,276£                

42 40,594£                 37,186£                

43 41,511£                 38,098£                

44 42,425£                 39,018£                

45 43,287£                 39,882£                

46 44,239£                 40,830£                

Systems Administrator 35-39 35 34,199£                 30,792£                

Publications Officer 36 34,993£                 31,593£                

HR Officer 37 35,866£                 32,459£                

Media and Press Officer 38 36,798£                 33,391£                

Information and Records Manager 39 37,874£                 34,471£                

Management Accountant

Committee and Governance Clerk

PA to Ombudsman

Project Coordinator

IT Technician 26-31 26 26,952£                 23,551£                

Assistant Legal Advisor 27 27,718£                 24,312£                

Policy and Research Analyst 28 28,494£                 25,087£                

Intake Team Leader 29 29,461£                 26,054£                

Business Support Coordinator 30 30,311£                 26,907£                

31 31,140£                 27,737£                

HR Assistant 23-30 23 24,863£                 21,462£                

Team Coordinator 24 25,547£                 22,144£                

Executive Assistant 25 26,235£                 22,827£                

26 26,952£                 23,551£                

27 27,718£                 24,312£                

28 28,494£                 25,087£                

29 29,461£                 26,054£                

30 30,311£                 26,907£                

Finance Assistant 19-23 19 22,395£                 18,989£                

Complaints Advisor 20 23,064£                 19,662£                

21 23,759£                 20,357£                

22 24,272£                 20,868£                

23 24,863£                 21,462£                

Administrative Assistant 18-21 18 21,732£                 18,328£                

19 22,395£                 18,989£                

20 23,064£                 19,662£                

21 23,759£                 20,357£                

Salary

Job Title                                                  Pay range Scale Point
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Extract from LGO Annual Report and Accounts 2015-16 for senior positions, p52, as 
published in July 2016   
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LGO Structure: 

Ombudsman & Executive  

           

Corporate & Legal Services  

       

Investigation Unit 
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Intake Unit 

 

 

Assessment Unit 

 

Business Operational Support 
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IT Support 

 

Summary of LGO functions and staffing levels (as at Appendix 3): 

Ombudsman 1.0 

Executive 2.0 

Intake 16.2 

Assessment 29.6 

Investigation 89.6 

Learning from Complaints 9.6 

Corporate 15.4 

Legal 0 

  

TOTAL 163.4 

        Figures shown are for July 2016 (actual)..   
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PHSO functions and staffing levels: 
 
 

 
 
 

 
Customer Services – Intake, Assessment & Customer Care Team 
Q&SI – Quality & Service Integrity 
FFP&G – Finance, Facilities, Procurement & Governance 
  

General Staffing Functions

Operations 74.64%

Corporate Services 25.36%

Cross-PHSO Staffing

Clinical Advice 5.59%

Investigations 43.22%

Customer Services 18.43%

Executive Director of Ops 0.69%

External Affairs 8.5%

Legal 2.54%

Q&SI 6.67%

FFP&G 6%

HR People & Talent 3.93%

Executive Office 1.62%

Corporate Casework 2.77%
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PHSO Broad Pay Ranges 
 

PHSO Broad pay ranges – Senior Staff 
 
Definition Pay Range 

Executive Team Directors £68,817 - £298,562  

Directors £55,799 - £134,100 

Lead Clinicians and Clinical Advisers  £52,900 - £106,424 
**The Executive Team Directors range is not subject to a regional uplift 

 
 
 
The PHSO ranges and typical roles with those ranges are as follows: 
 

Grade Definition 
 

Pay Range 

2 Assistant Directors/Research & Analytics 
Manager/Head of Digital Communications 

£37,431 - £59,408 

3 Investigators/Investigation Managers/Finance 
Manager/HR Business Partners 

£29,529 - £47,728 

4 Press Officer/Senior Analyst/Facilities Manager/HR 
Projects Officer 

£21,211 - £39,099 

5 MI & Systems Officer/Business 
Managers/Executive Assistants 

£20,857 - £31,577 

6 BSO’s/CSO’s/PA’s/Internal Comms Support 
Assistant/Finance Assistant 

£16,517 - £26,943 

7 BSA’s/CSA’s/Service Desk Assistant £14,628 - £24,164 

8 Off-site Storage Assistant/Mailroom and Office 
Support 

£13,928 - £18,844 

*The ranges quoted are national rates without the application of the regional variances (12% 
- London and 3% Manchester) 
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PHSO Staff structure: Senior Management 

 
PHSO Staff structure 
 

Budgeted Establishment 2016/17 
 

Clinical Advice 24.19  

Continuing Care & Joint Working 1  

Customer Services 85  

Estates & Procurement 14  

Exec Dir O&I 11  

Executive Office 7  

External Affairs 6  

Finance & Governance 12  

HR, People & Talent 17  

investigations 3 

171.85 

Investigations (1) 30.77 

Investigations (2) 53.04 

Investigations (3) 32.75 

Investigations (4) 52.29 

Legal Services 11  

Media, Marketing & Internal Comms 14  

Quality & Service Integrity 28.86  

Strategy & Insight 16.8  

Systemic Investigations 8.3  

Total 428  
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Appendix 6 - Caseload and Performance Information 

LGO 2016/17 (quarter 1) 
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PHSO 
 
2016/17 Quarter 1 Performance 
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Appendix 7 - The governance arrangements and associated costs 

 
LGO 
 
The following information outlines the governance related bodies for the LGO. It notes who 
attends the meetings, their frequency and the associated costs where they are available. 

Local Government Ombudsman Governance 

The Local Government Ombudsman operates with three specific committees; these are 
supported by a number of internal management committees. The three committees are: 

 Commission for Local Administration in England (often referred to as the 

Commission); 

 Audit and Risk Assurance Committee; and 

 Remuneration Committee. 

The Commission for Local Administration in England (CLAE) 

The Commission for Local Administration in England (CLAE) is often referred to as the 
Commission. The members of the Commission are: 

 Dr Jane Martin (Chair since April 2012 and Local Government Ombudsman) 

 Dame Julie Mellor (Parliamentary & Health Service Commissioner) 

Meetings of the Commission take place at the Local Government Ombudsman offices in 
Earlsdon Park, Coventry.  
 
The Commission meets quarterly but can meet more often if business requires it to; the 
Commission will publish the dates for its meetings each year.  
 
Members of the Commission are assisted by two independent advisory members who are 
also the Chairs of the CLAE Audit Committee and Remuneration Committee, these 
independent members are appointed by the Commission following an advertising and 
selection process. 
 
The Independent Members are Sir Jon Shortridge and David Liggins. 

 

The Audit and Risk Assurance Committee 

The Audit and Risk Assurance Committee consists of 5 members, they are: 

 Sir Jon Shortridge (Chair and Independent Member) 

 David Liggins (Independent Member) 

 Dame Julie Mellor (Parliamentary & Health Service Commissioner) 
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 Dr Jane Martin (Chair of CLAE) 

 Mick King (Chief Executive of the Local Government Ombudsman) 

The Audit and Risk Assurance Committee meets four times a year, but it may also be 
convened at any other time at the discretion of the Chair. Meetings take place at the Local 
Government Ombudsman offices in Coventry. 

 
The Remuneration Committee 

The Remuneration Committee consists of the two independent members (who also serve on 
the Audit and Risk Assurance Committee and who are non-executive members of the 
Commission. One of the independent members should have expertise in the field of 
remuneration and will be appointed to serve as the Committee Chair) plus the Chair of the 
Commission is also a member of the Committee. 
 
The Remuneration Committee meets twice a year, but it may also be convened at any other 
time at the discretion of the Chair. 
 
In addition to the Commission, Audit and Risk Assurance Committee and Remuneration 
Committee the Local Government Ombudsman has a number of internal management 
committees that oversee internal governance; the management of the organisation and the 
delivery and development of its core business and the service that it provides. 
 
In addition, the Commission has joint committees with PHSO, these are as follows: 

 

 
 

 

LGO Governance Costs  

         

   
Governance Costs - 
Estimate    

         

       
£ per 

annum  

         

 50% of Ombudsman, including Employer's NIC/pension 86,520  

         

 Governance and Committee Clerk, incl. NIC/pension 38,059  

         

 Non Execs costs     11,705  

         

 Meeting costs printing 20%   3,000  

   
catering 
(estimate)   1,000  

         

 Training  Scarman House 20%   1,040  
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 NAO audit fees     31,000  

         

 GIAA audit fees     18,650  

         

 Estimated Annual Governance costs   190,974  
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PHSO 
 

PHSO governance arrangements 

 

At the end of the 2014-15 business year (the second year of our five-year strategic plan), the 

Board was made up of eight members: the Chair, four non-executive, and three executive 

members. Three new Board members were recruited at the end of 2014-15. 

 

Two non-executive directors were appointed with experience in consumer advocacy, 

complaints and health. A permanent appointment was made to the new role of Executive 

Director Finance and Governance, reflecting our focus on these issues at Board level. We 

have further strengthened the Audit Committee through the appointment of an independent 

Audit Committee member. 

 

The Board is of the view that its members have an appropriate and diverse mix of skills, 

experience and qualities to carry out its duties effectively. The Board is supported by four 

committees.  

 

The Ombudsman chairs the Board and is the Accounting Officer. The respective roles of the 

Board and its committees, Ombudsman, Managing Director and Deputy Ombudsman are 

described diagrammatically below and in more detail on the next page. 

 

The Board 

 

Responsible for: 

 

 Leadership, performance scrutiny, risk and governance, the preservation and building 

of public confidence. 

 

Matters reserved for the Board include: 

 

 Vision, mission, strategy and key policies 

 Annual business plan and budget 

 Annual report and accounts 

 External expenditure above £100k. 

 

Audit Committee  

 

Responsible for: 

 Providing assurance to the Board based on the work of external and internal audit 

 Financial reporting 

 Internal financial controls 

 Assurance of risk management processes. 

Remuneration and Nominations Committee 

 

Responsible for: 
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 Reviewing and agreeing Executive Director pay and performance review 

arrangements, including criteria for any performance related pay elements 

 Confirming appointments and remuneration of PHSO Board members 

 Determining the skills needed for the PHSO Board. 

 

Quality Committee 

 

Responsible for providing assurance to the Board that: 

 

 Appropriate quality assurance mechanisms are in place 

 Quality reporting to the Board is accurate 

 Plans are in place to address any gaps identified, and to maintain and improve levels 

of quality reported. 

 

Convergence Committee 

 

Responsible for: 

 

 Overseeing convergence work that takes place between the Parliamentary and Health 

Service Ombudsman and the Local Government Ombudsman, and making 

recommendations to both boards as needed. 

 

The Chair 

 

Responsible for: 

 

 Leadership of the Board 

 Speaking on behalf of the organisation  

 Making judgements on behalf of the Board between meetings 

 Reflecting the Ombudsman’s statutory accountability, the post holder has the right to 

disagree with the Board’s decisions, but will do so as a last resort and put their 

reasons in writing to the Board. 

 

Accounting Officer 

 

Responsible for: 

 

 Accountability to Parliament, for stewardship of resources within our control through 

good governance, quality decision-making and good financial management 

 Personal responsibility for regularity and propriety, programme appraisal, affordability 

and sustainability, value for money, management of opportunity and risk, learning from 

experience, and accounting for financial position and transactions. 

 

These accountabilities are discharged through assurance via the Managing Director (the 

Accountable Officer) and through Board and Audit Committee assurance and challenge. 
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Ombudsman 

 

Responsible for: 

 

 Making final decisions on cases under our delegation scheme  

 Making final decisions on recommendations where we identify big or repeated 

mistakes 

 Speaking on behalf of the organisation on case decisions and leading relationships 

with those we seek to influence. 

 

Executive leadership is delegated to the Managing Director and Deputy Ombudsman. 

 

Managing Director and Deputy Ombudsman 

 

Accountable to the Board for: 

 

 Leadership of the organisation 

 Development and execution of the business plan 

 Delivery of service and quality 

 Leading relationships with operational stakeholders 

 As Accountable Officer, assuring the Accounting Officer regarding effective operations 

and high standards of probity in the management of public funds, and making sure that 

the Accounting Officer can meet the personal requirements of the role 

 Making final decisions on cases under our delegation scheme.  

 

Cost of Board structure 2016/17 

 

Ombudsman salary £187k 

Non-Executive Directors £70k 

TOTAL £257k 
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Appendix 8 - ICT infrastructure and costs  

LGO 

The two schematics below illustrate the high level LGO ICT infrastructure at Dec 2015. 
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IT Budget for the year 2016-17 below: 
 

LGO Data and telephone    

  16-17 Budget 

Description   

Coventry backup broadband  10,200  

HBW Broadband connections  6,000  

WAN (Level 3/Foehn)  48,300  

Mobiles  12,000  

Level 3/Foehn Telephones  28,000  

Level 3/Foehn Changes  3,000  

HBW Telephones  1,500  

miscellaneous  10,000  

  119,000  

   

LGO IT (non capital)    

   

Description   

Anti-virus support  6,000  

Hardware support  20,000  

ECHO support  37,000  

HR support  12,000  

Accounts support  12,000  

Miscellaneous  3,500  

Postcode s/w support  6,500  

Penetration testing  9,000  

Software  15,000  

Hardware  30,000  

VOIP softphones  0  

server monitoring  2,000  

VC support  3,000  

  156,000  

   

  275,000  

 
Notes: 
  
We have noted an estimated saving of approximately £194K on data and telephony over the lifetime 
of the contract with our new Contractor. 
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PHSO 
 
Main Software 
 

 Windows 7 

 EDRMS – currently Meridio but to be replaced by April 2017 

 Office 2010 

 Exchange 2013 

 Microsoft Dynamics with SharePoint 2013 

 Phone system – Asterisk PABX with Queuemetrics for call centre -software hosted by 
Foehn 

 Finance - Sun and iPOS 

 HR is currently OpenHR but there is a project just starting to replace this. 
 
Computer setup 
 
We use a Virtual Desktop Infrastructure (VDI) based on vmWare Horizon view. 

 
 
Total ICT Budget for 2016/17 - £1.542 million 
(excludes staff) 
 
Major elements: 
 

Printers £0.116m 

Telephony £0.082m 

Consultancy £0.0285m 

Infrastructure support £0.497m 

Data grants £0.207m 

Licences £0.610m 

Other £0.012m 

TOTAL £1.542m 
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Appendix 9 – Current accommodation arrangements and costs 

Local Government Ombudsman – Office Accommodation - at September 2016 

Over the past four years the LGO has implemented an accommodation approach which has 
been driven by a business Transformation Programme. This Programme was a direct 
response to Government budget reductions and spending controls and the requirement to 
comply with new Government accommodation guidelines. These guidelines required public 
sector and arms length bodies to transfer from private leasing arrangements, and to utilise 
vacant Government estate.  

Working with its sponsor Department (the Authority) and through the Property Asset 
Management Unit, the LGO moved its three offices (in London, Coventry and York) from 
existing private rented accommodation to shared use of Government managed buildings. In 
doing so the LGO has achieved a substantial reduction in its accommodation costs.   

It is acknowledged that it may be appropriate for the LGO to move from its current location in 
2 Marsham Street to alternative premises in central London.     
 
The LGO has its three offices located in shared Government Accommodation in Coventry, 
London and York.  
 
This accommodation is provided to LGO as an ‘Occupier’ as agreed under separate 
Memorandum of Terms of Occupation (MOTO) for use between Crown Bodies only and 
forms part of the Civil Estate Occupancy Agreement for Crown Bodies (CEOA). The main 
user of the accommodation is the ‘Holder’ but not necessarily the building owner or landlord. 

Coventry 

Address:  Earlsdon Park, 55 Butts, Coventry, CV1 3BH 

MOTO Holder:  The Department for Education (DfE) 

Accommodation: LGO space comprises part of the 9th floor extending to approximately 
450.5m2, use of common areas and use of five parking spaces. LGO 
currently has this space configured to provide 76 desks, 3 meeting 
rooms and 2 individual offices. 

Prescribed term: The Holder will permit the Occupier to use and occupy the Space from 
the agreed date of entry but being no later than 28th September 2015 to 
27 September 2020 and so on until ended by either party giving notice 
in 2017, 2018, 2019 by not less than 6 months prior notice or to serve 
notice in accordance with the terms of the CEOA. 

Licence Payment: The Occupier will pay £18,333.33 plus VAT per month = £220,000 per 
annum. 

 
 
London 

Address:  Fry Building, 2 Marsham Street, London, SW1P 4DF 
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MOTO Holder:  Department for Communities and Local Government (the Authority) is 

the ‘Intermediate Holder’ and holds the space under a MOTO from the 
Home Office (HO) or ‘Holder’. 

Accommodation: The Occupiers space comprises of 40 desks, prorate use of ancillary 
facilities including local on floor meeting rooms, conference suits 
restaurants and other shared amenity or breakout area. 

Prescribed term: LGO operates on a tenant’s only break clause operable on 3 months 
prior written notice effective since 31 July 2015. LGO also has the 
option to reduce desks. 

 The Occupier may be asked by the Intermediate Holder to relocate to 
other parts of the property at short notice at the Intermediate Holder’s 
cost if this is required in the interests of good estate management of the 
building as a whole. The Intermediate Holder and Occupier agree to 
negotiate changes of accommodation requirements from time to time to 
their practicality and on a fair and equitable financial basis and the need 
for effective short and long-term planning of budgets.  

Licence Payment: The Occupier will pay the following inviolable amounts that include the 
Facilities Unit Price, Business Rates, utilities, toner and printer paper: 
Occupation Charge based on a charge of £11,000 per desk per annum 
(i.e. 40 desks @ £11,000 ea = £440,000 per annum) Rates and utilities 
increases have been applied and the 2016/17 charge is £449,240. 

York 

Address:  Foss House, King’s Pool, 3 Peasholme Green, York, YO1 7PX. 

MOTO Holder:  The Department Environment, Fisheries and Rural Affairs  

Accommodation: Part Second Floor, Total 200 m² (net internal area), use of common 
areas and car parking in accordance with the site parking policy. The 
Occupier’s space amounts to 1.48% of the total net internal site area of 
King’s Pool. LGO currently has this space configured to provide 32 
desks, a meeting/breakout and Library area. 

Prescribed term: Subject to the rest of this MOTO the Holder will permit the Occupier to 
use and occupy the Space from 1 September to 31 March 2018 and so 
on until ended by either party giving notice under the terms of the 
CEOA. 

Licence Payment:  The Occupier will pay an estimated amount of £118,000 per annum. 

 
Parliamentary and Health Service Ombudsman Office Accommodation –  
at September 2016 
 
PHSO have reduced occupied space in London (by 3 floors – 2131.8m²) over the past 4 
years as part of a PHSO driven accommodation strategy. The reduction in occupied space 
has allowed PHSO to sublet to other crown bodies which is aligned with the One Public 
Estate strategy whilst also allowing PHSO to reduce accommodation expenditure. 
 
There is the possibility to further reduce occupied space by releasing 1 (one) additional floor 
in London during 2016/2017. 
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PHSO has leased offices in London and Manchester. 
 
London 
 
Address:  Millbank Tower, 21-24 Millbank, London, SW1P 4QP 
 
Holder:  The Secretary of State for Communities and Local Government c/o  
The Parliamentary and Health Service Ombudsman 
 
Accommodation:  PHSO occupy 4 (four) leased floors totalling 2823.8m² and 2 car parking 
spaces. This occupied space contains 281 workstations, 13 individual offices, 6 Meeting 
rooms and an internal staff canteen. 
 
Prescribed Term: The tenant is permitted to use and occupy the space from 7 March 2007 to 
25 December 2018.  
 
Licence Payment:  Licence rates are varied by floor and noted as follows: 
 

 The tenant will pay £298,345.00 plus VAT per annum for the 15th floor   
        

 The tenant will pay £299,980.00 plus VAT per annum for the 19th floor 
 

 The tenant will pay £307,990.00 plus VAT per annum for the 21st floor      
                  

 The tenant will pay £309,014.00 plus VAT per annum for the 24th floor 
 
Manchester 
 
Address:  The Exchange, 3 New York Street, Manchester, M1 4HN 
 
Holder:  The Secretary of State for Communities and Local Government c/o  
The Parliamentary and Health Service Ombudsman 
 
Accommodation: 3rd Floor, total 776sqm (net internal area) and 4th floor, total 762sqm (net 
internal area) comprising of 198 desks in open plan with offices, meeting rooms, kitchenettes 
and eating areas. 
 
Prescribed Term: Under terms of the Lease, the Occupier is permitted to use and occupy the 
space from 5 January 2009 to 4 January 2018 (3rd floor) and 26 January 2009 to 25 January 
2018 (4th floor). 
 
Licence Payment: The Occupier will pay approximately £131,800 including VAT per annum. 
 
PHSO has additional temporary serviced accommodation for 50 staff on a 7 month licence 
until 31 March 2017 at Suite 202, 76 King Street Manchester, M2 4NH. 
  
The space at 76 King Street consists of 2,400 sq ft with 50 desks and 1 meeting room and 
shares kitchen and washroom facilities with other tenants. Licence Agreement totals 
£120,935.90 for 7 months including services, rates and set-up fee, plus a refundable deposit 
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of £20,600 (two months licence fee).  This arrangement is in line with Government 
Procurement Unit property controls. 
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Appendix 10 – Comparative data from other UK Ombudsman Schemes  

Comparison by population size: 

Other parts of the UK are served by public services ombudsman schemes.  Whilst it is 
recognised that remits vary between schemes and running costs may be influenced by a 
number of factors, a simple comparison of the net operating expenditures in comparison to 
population sizes is given below: 

      Net Op Exp Population Cost per Capita 

 Northern Ireland Ombudsman   £ 2.038 M 1.8 M  £ 1.13  

Scottish Public Services Ombudsman £ 3.250 M 5.3 M  £ 0.61 

Public Services Ombudsman for Wales £ 4.179 M 3.1 M  £ 1.34 

(Figures for 2015/16, the most recent year for which published figures are available) 

 

Comparison by decision numbers: 

Definitions of what constitutes a decision, business processes and running costs all vary 
between organisations and therefore the following comparison of costs per decision, whilst 
useful, should be viewed as approximate:        

   Net Op Exp Decisions Cost per decision 

Northern Ireland 
Ombudsman 

£ 2.038 M 742 £2,746 

Scottish Public 
Services 
Ombudsman 

£ 3.250 M 1,524 £2,132 

Public Services 
Ombudsman for 
Wales 

£ 4.179 M 2,315 £1,805 

Figures for 2015/16, the most recent year for which published figures are available. 

 


