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This ADR Update is intended to inform the advice sector of developments and initiatives in alternative

dispute resolution. ASA wants to encourage dialogue between advisers and ADR providers so that
the growing field of ADR develops in a way that ensures access to justice and informed choice. If you
know of others who might like to receive a copy of ADR Update, either by post or by email, or if you
would like more information about any of these topics, please contact Val Reid, ASA’s policy and
development officer for ADR: 
 

  mailto:val.reid@asauk.org.uk 
  ASA, 12th Floor, New London Bridge House, 25 London Bridge Street, London SE1 9ST 
  020 7378 6428 

 
ASA has also published Advising on ADR: The essential guide to appropriate dispute resolution
(June 2000). The guide can be ordered for £20 from York Publishing Services, 64 Hallfield Road,
Layerthorpe, York YO31 7ZQ, Fax: 01904 430868. 
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News and information 
Mediation Quality Mark now published 
The Legal Services Commission published the Quality Mark Standard for Mediation 
on November 18th. This replaces the Quality Assurance Standards that applied 
throughout the family mediation pilots, and the new Mediation Quality Mark (MQM) 
covers both family and community mediation services throughout England and 
Wales.  The new MQM has been drafted by a Legal Services Commission (LSC) 
working group which included representatives from Mediation UK, the UK College of 
Family Mediators, the Law Society and Advice Services Alliance. The draft went out 
to consultation last year, and was re-drafted in the early months of 2002 after the 
responses were collated and discussed by the group. 
 
The MQM, like the Quality Mark for legal information, advice and specialist legal 
services, comprises a set of standards designed to ensure that a service is well run, 
and has appropriate internal quality control mechanisms. Services are audited 
against the standards by the LSC, and the MQM also includes standards and 
procedures for individual competence assessment for family and community 
mediators. The standards cover seven key quality areas: 
 Access to service 
 Seamless service 
 Running the organisation 
 People management 
 Running the service 
 Meeting clients’ needs 
 Commitment to quality 

 
It is a requirement that any organisation entering into a funding contract with the LSC 
should meet the QM standards. Family mediation services in both the private and the 
nfp sectors which have LSC contracts have therefore already been audited against 
the previous Quality Assurance standards, and will be audited against the new MQM 
at their next audit. Mediation services will be audited against the new requirements 
which have been introduced here for the first time from October 2003. Applications 
for the MQM will be accepted from community mediation services from January 1st 
2003, using an application form and self-assessment checklist obtainable from 
regional LSC offices or the LSC website. Community mediation services which have 
been accredited by Mediation UK will be passported into the MQM scheme. 
However, by April 2001 (when the process was suspended while the MQM was 
developed) only 15 community mediation services were accredited with Mediation 
UK, roughly 10% of the total.  
 
The main concern expressed by community mediation services about the MQM is 
that they will require significant extra resources to meet the MQM standards, and 
also to produce the required documentation to show that the standards are met. As 
community mediation services, unlike family mediation services, are not currently 
eligible for LSC funding contracts, additional funding and resources for this purpose 
may be difficult to obtain. 
 
Details of the MQM standards and the application process on the LSC website: 
http://www.legalservices.gov.uk/ 

http://www.legalservices.gov.uk/
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Is it OK to refuse to mediate? 
An article in the Law Society Gazette (28th November 2002) highlighted a recent case 
which further explored the issue of justification for refusing to mediate, following the 
cases of Dunnet v. Railtrack in February (see ADR Update no. 5) and Hurst v. 
Leeming in May (see ADR Update No. 6).  
 
In this case one party applied to the court for a costs order against the other party, on 
the grounds that they had refused to mediate. However, a high court judge decided 
that the offers to mediate were either ill-timed, or were an aggressive litigation tactic, 
and that the potential costs penalties provided for in the Civil Procedure Rules (CPR) 
should not apply where offers to mediate were being used as a weapon to attempt to 
bully one party into agreeing a settlement, rather than as a genuine attempt at 
dispute resolution. 
 
Courts are beginning to define the circumstances in which it is acceptable to refuse 
to mediate; it is the role of the legal adviser to help the client consider options for 
dispute resolution, and to make an informed decision about the most appropriate way 
forward. It is clearly not inevitable that costs penalties will follow from a refusal to 
mediate, but the decision must be justified, and therefore must be recorded.  
 
More information on: 
http://www.lawgazette.co.uk/news/archivearticleframe.asp?ArticleName=/gazettearch
ive/2002-11-28/16arch.txt 
http://www.rpc.co.uk/main/default.asp?p=8&c=1552 

 

General Pre-Action Protocol abandoned 
The Lord Chancellor’s Department (LCD) consulted at the end of last year on a 
general pre-action protocol, which would provide principles for pre-action 
communication, disclosure and early dispute resolution for all disputes where no 
specific protocol exists. ADR Updates no. 3 (October 2001) and no. 4 (January 2002) 
contained details of the proposals. A post-consultation report is now on the LCD 
website. The LCD received 103 responses to the consultation, with the largest 
number from legal professionals. The responses highlighted both the perceived 
advantages and disadvantages of such a general pre-action protocol.  
 
The main advantages were seen as: 
 Providing a uniform process, structure and timetable, which would promote good 

practice 
 Encouraging early settlement of disputes, and the consideration of ADR methods 

of dispute resolution 
 Avoiding a proliferation of specific protocols 

 
The main disadvantages identified were: 
 Being both too general and too inflexible to be of practical use 
 Being likely to add to costs 
 Adding an additional bureaucratic burden leading to delay 
 Making things more difficult for litigants in person 

 

http://www.lawgazette.co.uk/news/archivearticleframe.asp?ArticleName=/gazettearchive/2002-11-28/16arch.txt
http://www.lawgazette.co.uk/news/archivearticleframe.asp?ArticleName=/gazettearchive/2002-11-28/16arch.txt
http://www.rpc.co.uk/main/default.asp?p=8&c=1552
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The LCD considers that the responses, and the lack of consensus amongst those 
responding, have highlighted the difficulties in producing a general protocol which 
could apply to all types of dispute, and have therefore decided not to develop a 
general protocol at this stage. However, the LCD still strongly believes that parties in 
all types of dispute should follow the principles underlying the protocol; information 
should be exchanged at an early stage, and all appropriate attempts to resolve the 
dispute should be made before beginning court proceedings. The LCD will be 
exploring ways to build on the existing provisions within the Civil Procedure Rules 
which will encourage parties to behave according to those principles, and offer 
“sanctions for non-compliance”.  
 
In fact the principles relating to ADR are already outlined in the CPR, and costs 
sanctions for non-compliance already exist: 
 Part 1.4 (2.e) outlines the court’s duty to manage cases, which includes the duty 

to encourage the parties to co-operate with each other in the conduct of 
proceedings, and to use an ADR procedure to attempt to resolve the dispute if the 
court considers it appropriate 

 Part 44.5 (3.a.ii) extends the duty of the parties to consider ADR back to the 
stage before proceedings have been begun, by listing one of the factors which 
the court should take into account when deciding costs as “the efforts made, if 
any, before and during the proceedings in order to try to resolve the dispute” 

It is these principles which have underlined costs decisions in recent cases such as  
Dunnett v. Railtrack (cf. ADR Update no. 5) and Hurst v. Leeming (cf. ADR Update 
no. 6). However, in both these cases the consideration (and rejection) of ADR took 
place once court proceedings had begun; it will be interesting to see whether such 
cost sanctions are applied in the future in a case where ADR is inappropriately 
rejected by one of the parties during the pre-court exchange of information stage 
which would have been covered by the general pre-action protocol. 
 
Full details of the responses and the LCD decision on: 
http://www.lcd.gov.uk/ 

 

Disability Conciliation Service 
The Disability Conciliation Service (DCS) has been established for just over a year, 
offering conciliation/mediation for disputes arising out of part III of the Disability 
Discrimination Act (DDA), which deals with access to goods and services. Cases are 
referred by the Disability Rights Commission (DRC), in circumstances where it has 
been established that there are legal rights to be implemented, and the issue is how 
best to do it in a way that meets the needs of local service users, and is achievable 
by providers. 
 
Twenty-three cases which have been mediated over the last year are now 
summarised on the new DCS website, which has been accessible since September 
1st 2002. These give advisers the opportunity to get information about the kinds of 
cases which the DCS can help with, and the kinds of solutions and outcomes which 
are possible. A number of cases deal with disabled peoples’ access to leisure 
facilities such as pubs and cinemas, and retail facilities such as shops and shopping 
malls. Conciliation to resolve the dispute can produce a range of creative solutions to 
implementing the requirements of the DDA in individual circumstances, but which 
benefit a wide range of disabled users not only in local situations, but often across 
national chains of organisations as well. 

http://www.lcd.gov.uk/
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From September 2002, the Disability Conciliation Service will also offer conciliation 
on issues arising from part IV of the DDA, which relates to education. It will also be 
negotiating with a range of agencies such as DIAL UK to explore ways of enabling 
users to access the DCS directly, rather than always via the DRC, in the future. 
 
More information about the service, and anonymous case summaries on: 
http://www.dcs-gb.net/ 

 

Family Advice and Information Networks (FAINs) 
Some advice agencies will have been involved in the pre-pilot stage of the LSC’s 
new family support initiative, FAINs. The pre-pilots are operating in Newcastle-upon-
Tyne, Milton Keynes, Nottingham, Exeter, Portsmouth and Cardiff, and the main pilot 
is planned for Spring 2003. The FAINs project aims to provide a single point of entry 
for family law problems; a network of family lawyers will offer an initial assessment 
meeting for anyone considering separation or divorce, and as well as providing 
advice and information on the legal process of divorce, will work with the client to 
identify a range of problems with which they might need further specialist help and 
advice. These could include: 
 support for domestic violence issues 
 information about debt management 
 counselling services 
 family mediation to resolve disputes about contact, residence or financial  issues  

The family lawyer can then refer the client on to agencies that can help with these 
problems through the Community Legal Service (CLS) referral network, and provide 
a statement agreed with the client about the case and the issues involved, to save 
the client having to tell the same story and give the same information to a number of 
different agencies.  
 
More information about the FAINs project can be found on the website: 
http://www.legalservices.gov.uk/fains 

 

Leaflets for parents and children in separating families 
The LCD has published some leaflets for children and for parents about splitting up, 
and about arrangements for contact following divorce or separation.  
 'Me and My Family' for children aged 5-8,  
 'My Family's Changing' for children aged 8-13,  
 'My Family's Splitting Up' for children aged 13-18  

The fourth leaflet 'Parents and Children' offers information and guidance to parents 
on how to discuss what is happening with their children, to try to minimise the 
distress and uncertainty that can arise from the family breakdown.  It gives 
information and contact details about family mediation services, which can help 
resolve disputes about children, finance and property. There is also a draft parenting 
plan, which provides a checklist for parents negotiating arrangements for children, 
and which highlights the issues which should be considered.  
Free copies of the leaflets can be ordered from: 
mailto:parentsandchildren@accelerated-mail.co.uk 
The leaflets can be seen on the LCD website at: 
http://www.lcd.gov.uk/family/divleaf.htm 

http://www.dcs-gb.net/
http://www.legalservices.gov.uk/fains
mailto:parentsandchildren@accelerated-mail.co.uk
http://www.lcd.gov.uk/family/divleaf.htm
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ADR in employment disputes  
The provisions in the new Employment Act (2002) will be implemented at some stage 
next year, and include encouragement to resolve workplace disputes internally 
wherever possible, before proceeding with the employment tribunal process.  
Measures to support this will include: 
 Minimum internal disciplinary and grievance procedures 
 Some extensions to time limits for lodging tribunal complaints to allow internal 

procedures or independent mediation to be completed 
 Provision for “timely and amicable settlement” through fixed conciliation 
 Tribunal powers to increase awards between 10% and 50% if employers do not 

follow the procedures 
In addition to the measures in the Act, the Government set up a taskforce to make 
recommendations to streamline and improve the Employment Tribunal system. The 
Taskforce reported on 29 July 2002 and the Government is currently considering its 
response. 
 
More information and links to the Employment Tribunal Taskforce report on: 
http://www.dti.gov.uk/er/employ/index.htm 

 

Mediation in clinical negligence disputes 
Earlier this year the LSC awarded a £15,000 grant for a project to look at how 
mediation could best be used in cases of clinical negligence. The project was 
conducted by the National Health Service Litigation Authority (NHSLA), Action for 
Victims of Medical Accidents (AVMA) and the Centre for Effective Dispute Resolution 
(CEDR). The project highlighted two key needs for mediation in clinical negligence 
cases to work effectively: 
 Specialist mediator training 
 Training for legal advisers representing parties in clinical negligence disputes 

 
CEDR will be running training courses on both of these issues in 2003. 
The project has also recommended introducing a preliminary process review (PPR). 
This will be an early meeting to help parties decide on the best dispute resolution 
process, and will be piloted for a year. 
 
More details and the full project report on the CEDR website: 
http://www.cedr.co.uk/library/articles/ClinnegReport_30-10-02.pdf 

 

£6 million for new round of Partnership Initiative Budget (PIB) 
PIB money is available for projects which improve public access to legal services. 
Three key themes have been identified for this second round, including “Diversion” – 
schemes which help individuals or groups find alternative ways of resolving disputes 
away from courts or other formal procedures. 
 
The deadline for funding applications for this new LSC money is Friday 24th January 
2003.  If you want to know more about the PIB, see ADR Update No. 6. If you want a 
copy of the bidding guidance and application pack, visit the LSC website on: 
http://www.legalservices.gov.uk/partners/bidd_guid_app_pack.pdf 

http://www.dti.gov.uk/er/employ/index.htm
http://www.cedr.co.uk/library/articles/ClinnegReport_30-10-02.pdf
http://www.legalservices.gov.uk/partners/bidd_guid_app_pack.pdf
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Reviews and Reports 
LCD’s continuing evaluation of the Civil Justice Reforms - August 2002 
The LCD has published further findings on the effects of the Civil Justice Reforms 
introduced in April 1999, which implemented many of the recommendations in Lord 
Woolf's final report on Access to Justice. Findings from the first two years were 
published in March 2001, and this review brings evidence and findings up to date. 
Key findings related to ADR issues are: 
 Overall there has been a drop in the number of claims issued, in particular in the 

types of claim most affected by the new Civil Procedure Rules introduced in April 
1999 (the implication is that this is linked to increased use of settlement and ADR, 
but it could be related to a reduction in eligibility for Legal Aid) 

 Evidence suggests that existing pre-action protocols are working well to promote 
settlement and a culture of openness and co-operation 

 There is evidence to show that settlements at the door of the court are now fewer 
and that settlements before the hearing day have increased 

 After a substantial rise in the first year following the introduction of the Civil 
Procedure Rules, there has been a levelling off in the number of cases in which 
Alternative Dispute Resolution is used 

 
The review indicates that the new Civil Procedure Rules have raised the profile of 
ADR, by putting a duty on the courts to encourage the use of ADR in appropriate 
cases, and to facilitate such use as one element of active case management. ADR is 
most likely to be encouraged by courts at three key points: the allocation stage, at 
case management conferences and pre-trial reviews. 
 
The latest figures from CEDR (Centre for Effective Dispute Resolution) in their 
newsletter for Spring 2002 show that for the year ending March 2002 there was a 
reduction of 26% in the number of commercial mediations over the previous year. 
This scale of reduction is also reported by other mediation providers. This is 
interpreted as evidence of a return to the steady growth trend that was distorted by 
the significant 141% increase in mediations in the first full year after the reforms were 
introduced. 
 

CEDR statistics April 1998 – March 2002 
 Apr 98 – Mar 99 Apr 99– Mar 00 Apr 00 – Mar 01 Apr 01 – Mar 02 
Commercial 
mediations 

190 462 467 338 

% referred by 
the courts 

unknown 19% 27% 31% 

 
 
The results of the Legal Director benchmarker survey of 202 companies, published in 
July 2001 found that the number of in-house lawyers who said mediation would be 
their preferred method of resolving a dispute had doubled to 24% over the past 12 
months. More than half (54%) of the in-house lawyers said they expected their use of 
mediation to increase. This figure rose to 70% among those who had used mediation 
before. 
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A number of pilot mediation schemes have been started at courts around the country 
offering mediation to those making an application to the court. Schemes are in 
operation at the Central London County Court (1996), Leeds Combined Court (July 
2000), Birmingham Civil Justice Centre (December 2001), Exeter County Court (June 
2002) and other locations. Most parties who took part in the Leeds scheme, for 
example,  thought that the mediation had saved them money on the potential costs of 
resolving the dispute. However, many of the scehemes have been slow to get off the 
ground, and fewer parties than anticiapted have accepted the offer to mediate.  
 
More details can be found on: 
http://www.lcd.gov.uk/civil/reform/ffreform.htm 

 

The Government’s ADR pledge – first year results 
In March 2001 the Lord Chancellor announced a pledge by Government departments 
to consider and use ADR to settle disputes in all suitable cases, wherever the other 
party accepts it. Returns for the financial year 2001-2002 show that ADR was used or 
attempted in 49 cases. This seems fairly low, but the LCD believes that it will form a 
useful baseline figure from which to measure increased (or decreased) use of ADR in 
future years. A number of departments have implemented training schemes for staff 
to increase ADR awareness, and have designed procedures to ensure that ADR is 
considered as a fundamental part of dispute handling procedures. All government 
contracts now include clauses providing for the use of ADR to resolve potential 
disputes. A conference for government department lawyers was held in November 
2001 with the aim of promoting the use of ADR, and following this an ADR sub-group 
of the government’s Legal Service Liaison Group has been set up to identify the 
appropriate cases for ADR and the issues arising from its use. 
 
Anecdotal evidence suggests that significant legal costs have been saved through 
implementation of this policy, and the Treasury Solicitor's Department has estimated 
an overall saving of legal costs of £2.5m over the year, through the use of ADR. 
 
The National Health Service Litigation Authority is encouraging a greater use of ADR 
when resolving clinical negligence disputes, and since May 2000 has been requiring 
solicitors representing NHS bodies to offer ADR wherever appropriate, and to justify 
decisions where ADR is not appropriate. By the end of April 2002 77 offers of 
mediation had been accepted, of which 32 had been mediated, 31 successfully. 
 
More details in the report on the LCD website on: 
http://www.lcd.gov.uk/civil/adr/adrmon.htm 

 

Joseph Rowntree review of neighbourhood mediation 
The Joseph Rowntree Foundation has recently published a review of neighbourhood 
mediation in England, Wales and Scotland, which provides a snapshot of current 
mediation practice, and an overview of provision, funding and standards. The review 
includes the following statistics: 
 
 In 2001 there were 140 Mediation UK services providing community/neighbour 

mediation (however this year the number has increased to 171) 

http://www.lcd.gov.uk/civil/reform/ffreform.htm
http://www.lcd.gov.uk/civil/adr/adrmon.htm


 Around 16,000 disputes a year are referred to services, around 12,000 are 
accepted as suitable for mediation, but only 12% of cases end up in a joint 
meeting of neighbours 

 The main referral sources are housing departments (39%), self-referrals (30%), 
housing associations (12%) and the local police (9%) – only around 2-3% of 
referrals come from CABx and other advice agencies 

 The commonest disputes are about: noise (45%), abusive behaviour (20%), 
children’s behaviour (17%), boundary disputes (17%), anti-social behaviour (15%)  

 According to Mediation UK’s 2001 survey, 19% of all referred cases reached 
agreement on all issues, 11% reached partial agreement, and 13% reached no 
agreement, but did improve their communication. However, in cases where face-
to-face mediation takes place, 55% reach agreement on all issues and 26% reach 
partial agreement (2002 report) 

 
The review also looks briefly at funding issues, including recent national funding 
agreements for neighbourhood mediation in Wales and Scotland, and discusses the 
issue of the new Mediation Quality Mark. 
 
Copies (£9.95 plus p+p) are available from York Publishing Services on 01904 
430033 or email: 
mailto:orders@yps-publishing.co.uk 
 

Ombudsman news 
Otelo goes live 
The new Office of the Telecommunications Ombudsman (Otelo) will start taking 
complaints about telephone services from the public from January 2003. The service 
will include complaints about: 
 Voice calls made from telephones, including mobile phones and faxes  
 Other phone services including text messaging, voice mail and call forwarding  
 Services and products available to disabled people, including access to text relay 

and free directory enquiries  
 
As with all ombudsman schemes, the company’s internal complaints system must be 
tried before making a complaint to the ombudsman. It is worth noting that not all 
telephone services providers have signed up to the new ombudsman scheme yet. 
Those involved so far include: 
 BT 
 OneTel 

 NTL 
 Powergen 

 Virgin 
 Vodaphone 

More information about Otelo can be found on the website: 
http://www.otelo.org.uk/ 

 

Ombudsman reform in Scotland 
Four years ago, in 1998, the Local Government, Parliamentary and Health Service 
Ombudsmen in England and Wales suggested a major review of the public 
Ombudsmen services. The review proposed creating a one-stop shop Ombudsman 
to include the Local Government, Parliamentary, Health Service and Housing 
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Ombudsmen, with direct access for the public. A consultation document was issued 
by the Government in June 2000, and in July 2001 the conclusions of the review 
were accepted. This was formally announced in a written answer to a parliamentary 
question in the Lords a year ago, but no commitment has yet been made for 
legislative time to put the reforms into practice. 
 
In Scotland things happen more quickly. Following devolution, the Scottish Executive 
carried out a consultation process, and in July 2001 proposals for a single Scottish 
Ombudsman Service covering all the functions of the Local Government, 
Parliamentary, Health Service and Housing Ombudsmen were put forward. A Bill was 
introduced in November last year, and the Act was passed by the Scottish Parliament 
in April of this year. The first Scottish Ombudsman, Professor Alice Brown, was 
appointed in June, and took up her post on October 23rd 2002. 
 
The service has a number of innovations which are worth noting: 
 Members of the public can complain about any public service, including 

government departments, directly, without going through their Member of 
Parliament (MSP) first. 

 Complaints can be made not only by the person aggrieved, but also by a 
representative authorised in writing by the aggrieved person to complain on their 
behalf. This could be an MSP, but it could also be a legal adviser acting on behalf 
of someone unable to take forward a complaint themselves for any reason. 

 New provision has also been introduced to enable the ombudsman to take action 
to resolve a complaint informally, if possible, without necessarily undertaking a full 
investigation. This practice has been increasing in public sector ombudsmen in 
England and Wales, even though it is not formally authorised by the existing 
legislation. The Scottish legislation has specifically recommended that informal 
resolution is considered, and the executive encourages authorities to be as co-
operative as possible where the Ombudsman is seeking an informal resolution. 

 
More details about the scope of the new service on the website: 
http://www.scottishombudsman.org.uk/ 
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The Funeral Ombudsman ceased operating on 30th September 200
ser-friendly newsletter from the Parliamentary Ombudsman 
e first edition of “Insight”, a new single page newsletter intended to provide easy-

-access information about the Parliamentary Ombudsman service, was published 
 October. It will be produced twice a year, and contains information about the 
mplaints received by the Ombudsman, and a few key anonymised cases to 

ustrate the type of problems involved and the sort of outcomes which might be 
pected. For example, headline statistics for the year 2001-2 show that: 

7,846 enquiries were received from members of the public 
2,139 actual complaints were received (the highest ever, and 24% up on the 
previous year) 
1,988 cases were concluded 
781 of these were resolved informally through negotiation  
224 cases were accepted for statutory investigation 
195 investigations were completed 
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 the departments attracting the most complaints were the Department of Work and 
Pensions and the Inland Revenue 

The newsletter is available on the Ombudsman’s website (see below) and copies can 
also be ordered by phone, fax or email. It may be useful to have some copies 
available for clients in advice agencies, as an understanding of the work of the 
Ombudsman could help people trying to decide how best to resolve a dispute with a 
government department.  
Tel:   020 7217 3943 
Email:  mailto:ruth.fry@ombudsman.gsi.gov.uk 
Website: http://www.ombudsman.org.uk/ 

 

Praise for Hackney Council 
The Local Government Ombudsman (LGO) has published his Annual report for 
2001/02. Key findings are: 
 Complaints on the whole are beginning to show a decline – a total of 18,309 were 

received during the year, compared with 19,179 in 2000/01 
 49.9% of complaints are dealt with within 13 weeks, 75.8% within 26 weeks and 

93% within 52 weeks – all down by around 2% from the previous year 
 The most significant factor in how quickly complaints are dealt with is the speed 

with which councils respond to enquiries; response times vary from Craven 
District Council in North Yorkshire which took on average 1½ weeks to respond, 
to 4 councils which took over 10 weeks  

 Around a third of complaints are settled through negotiation by a member of the 
LGO caseworkers team, without a formal investigation or report 

 Just over 40% of all complaints to the LGO were about housing issues; by far the 
greatest number were about housing benefit (40% of housing complaints) or 
council housing repairs (17%) 

 Following a recent LGO report, Hackney Council decided to end its out-sourcing 
contract for administering housing benefit and to create an in-house service. 
Since then there has been a “remarkable” 48% decline in complaints about 
housing benefit 

Further details and the full text of the report can be found on the Local Government 
Ombudsman website on: 
http://www.lgo.org.uk/ 

 

Ombudsmen made easy for children 
The British and Irish Ombudsman Association (BIOA) has developed a new section 
of its website with information about the work of ombudsmen aimed at children and 
young people. It is also designed to be used by teachers and schools wanting to 
cover the role of ombudsmen in citizenship classes. Find out more on: 
http://www.bioa.org.uk/youngpeople.htm 

 

British and Irish Ombudsman Association Conference 
The next BIOA conference will take place on 15th and 16th May 2003, and the theme 
will be “Ombudsmen and the Legal System – are they part of it or outside it?” If you 
are interested in finding out more, visit the BIOA website on: 
http://www.bioa.org.uk/ 

mailto:ruth.fry@ombudsman.gsi.gov.uk
http://www.ombudsman.org.uk/
http://www.lgo.org.uk/
http://www.bioa.org.uk/youngpeople.htm
http://www.bioa.org.uk/
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