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Acute Training Solutions
Defensible Documentation - Case Studies

The Local Government & Social Care Ombudsman Decision – (2023–2025)
What happened:

In an Ombudsman decision upheld in March 2025, a domiciliary care provider was investigated following a complaint 
relating, in part, to poor response and documentation around complaints and processes. The Ombudsman referenced 
Regulation 17 expectations to maintain accurate, contemporaneous records. The provider’s failure to manage 
complaints and updates properly caused avoidable distress to the complainant. 

Learning points:

•	 Demonstrates how failure to document complaint handling correctly can become part of an upheld fault.
•	 Useful for reinforcing clear, structured complaints records (times, contact, action taken).

Key point:

•	 Poor documentation isn’t just after-the-event; it harms people and undermines organisational responses.

Good Record-Keeping Guide (The Local Government & Social Care Ombudsman – 2023)
What happened:

The Local Government & Social Care Ombudsman published a Good Record Keeping guide based on actual case 
investigations where poor records contributed to injustice including fabricated records, wrong medication due to 
outdated logs, and delayed action because of inaccurate information.

Scenario:

 “The Missing Visit”
A care worker recorded a visit that didn’t happen; later the Ombudsman finds this undermines trust and casts doubt on 
the entire record set.

Learning points:

•	 Never back-fill entries without clear timestamping and justification.
•	 Fabricated or falsely completed records can undermine investigations.

(Drawn from themes in Ombudsman Good Practice Guide.)

Activity:

Reflect on your own record keeping practices and discuss 
ways in which your record keeping practices might make 
you vulnerable to legal or disciplinary action.
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