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Code Council Keywords Summary 

24 016 
746 

Babergh District 
Council  

children reasonably expected to 
reside, remit of LGSCO, 
fettering discretion 

Mr X complained the Council wrongly refused to include two of his children on his housing register application 
and failed to consider exercising its discretion to do so. There is no evidence the Council considered whether to 
exercise discretion to include the two children. An apology to Mr X, further consideration of his case and 
reminder to officers is satisfactory remedy. 

23 019 
835 

Basildon Borough 
Council  

Disrepair in temporary 
accommodation, council 
external contractors, £1000 
compensation 

Miss X complained the Council failed to resolve repeated repair issues with her temporary accommodation, 
making the property unsuitable to live in. The Council failed to assess the suitability of Miss X’s accommodation 
and failed to act on repeated reports of disrepair. This caused Miss X and her family frustration and distress. 
The Council will apologise, make a payment to Miss X and review its processes for responding to reports of 
disrepair with its temporary accommodation. 

24 018 
358 

Basildon Borough 
Council  

definition of Bed and Breakfast, 
B+B, remit of LGSCO 

Mr Z complains on behalf of Miss X that the Council placed her in Bed and Breakfast accommodation with her 
small children for longer than the law allows. Mr Z said the area the Council placed Miss X was unsuitable due 
to the crime rate. Mr Z has also complained about the way the Council has investigated his complaint. Mr Z says 
Miss X has been caused distress and has been placed in accommodation which was not suitable. We find no 
fault in the actions of the Council. 

23 020 
552 

Birmingham City 
Council  

Unsuitable Temporary 
accommodation, 6 week limit, 
reimbursement for food, £3310 
compensation 

On the evidence we have seen, we find the Council failed to provide suitable accommodation when Mr C and 
his family were homeless. It housed them in bed and breakfast accommodation for over 32 weeks. The 
maximum time limit bed and breakfast accommodation can be used for homeless applicants with dependent 
children is six weeks. Mr C said the accommodation caused increased living expenses and distress. The 
Council has agreed to make a payment to remedy his family’s injustice. 

24 019 
609 

Birmingham City 
Council  

Refusal of suitable 
accommodation, ending the 
homelessness duty, review 
rights 

We will not investigate this complaint about the Council’s decision to discharge its homelessness following Mr 
X’s refusal of an offer of accommodation which it considered to be suitable. It was reasonable for him to use 
the appeal procedure offered under the Housing Act 1996 following the Council’s rejection of his s.202 review. 

https://youtu.be/_GyzdbYQNcc
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23 017 
728 

Blaby District 
Council  

Domestic abuse, gatekeeping, 
trauma informed inquiries, 
inadequate advice, £850 
compensations 

The Council failed to seek evidence about the domestic abuse Ms X reported in a trauma-informed way. This 
caused her avoidable distress while she sought homelessness support. The Council also failed to notify her of a 
key decision in relation to her homelessness, failed to offer her interim accommodation and gave her 
incomplete advice about her housing options. In recognition of the uncertainty, frustration and distress caused 
the Council has agreed to apologise, pay Ms X £850 and take action to improve its services. 

24 001 
158 

Blackpool 
Borough Council  

Medical assessment and 
housing register banding 

the Council failed to properly consider Miss B’s evidence when completing a banding review. An apology to 
Miss B and agreement to carry out a further review is satisfactory remedy. 

24 006 
779 

Bolton 
Metropolitan 
Borough Council  

s.188 threshold, priority need, 
inquiries, burden of proof, not 
upheld 

Ms X complained the Council failed to take appropriate action when she and her partner presented as 
homeless in July 2023. We find no fault in the failure to provide interim accommodation in July 2023. The 
Council decided Ms X was not in priority need until more detailed information was provided in August which 
prompted it to change its view. 

23 012 
732 

Bournemouth, 
Christchurch and 
Poole Council  

Delays to main duty decision, 
delays to get on housing 
register, £800 compensation 

Mr X complained about the way the Council dealt with him when he asked it for help with housing. Mr X said he 
spent time in unsuitable accommodation and believed he missed out on gaining social housing. We found the 
Council at fault for how long it took to assess Mr X’s homelessness and decide to owe him the main housing 
duty. We also found the Council at fault for the way it handled his housing register application. To remedy the 
injustice caused the Council agreed to apologise to Mr X, make a payment to recognise the distress caused and 
the time he spent without accommodation and carry out a service improvement. 

23 020 
827 

Bournemouth, 
Christchurch and 
Poole Council  

Rent deposit scheme costs, 
complaint handling 

 Mr X complained about how the Council handled his request for a loan to cover rent and deposit under the 
Council’s rent deposit scheme when he moved into private rented accommodation. Mr X said unclear advice 
from a housing officer meant he borrowed the money from a friend to cover the payments which the Council 
subsequently refused to reimburse. There was no fault in how the Council applied its scheme or how it 
explained the scheme to Mr X. However, the Council was unclear and contradictory in its complaint responses 
when explaining why it would not reimburse the money. The Council has agreed apologise to Mr X for the 
confusion it caused him. 

https://youtu.be/_GyzdbYQNcc
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24 002 
393 

Brighton & Hove 
City Council  

Rent and HB arrangements in 
Temporary accommodation, 
affordability, £500 
compensation 

Mrs X complained the Council failed to advise her correctly of the rent she should have paid in her temporary 
accommodation. She says the Council informed her in November 2023 she had historic rent arrears and falsely 
claimed to have previously alerted her. Mrs X said this caused her distress and placed her in financial difficulty. 
She would like the Council to remove the debt. There was fault in the way the Council did not monitor the rent 
account and communicate this with Mrs X. This distressed Mrs X. The Council has agreed to apologise, make a 
financial payment and review the property affordability. 

24 010 
650 

Brighton & Hove 
City Council  

Supported accommodation 
placement, care and support 
needs, not upheld 

Mr X complained about the Council’s failure to properly assess his care needs and the support he received in a 
supported accommodation placement. He said he experienced distress, and his mental health was impacted 
as a result. We found no fault by the Council. It properly reached decisions around the placement and support 
Mr X should receive based on the information available to it at the time. 

23 013 
772 

Brighton & Hove 
City Council 23 
013 772 

Suitability of accommodation, 
rude staff, £350 compensation 

Mx Y complains the Council mishandled their homelessness application and placed them in unsuitable interim 
accommodation. The Ombudsman finds fault with the Council’s handling of the homelessness application. The 
Council has agreed to apologise to Mx Y and pay a financial remedy. 

24 001 
471 

Bristol City 
Council  

Unsafe temporary 
accommodation, domestic 
abuse, s.188, sofa surfing, £200 
compensation 

Mr Y complained on behalf of Miss X about how the Council handled her homeless application. We have found 
fault with the Council for placing Miss X in interim accommodation that placed her at risk. This caused Miss X 
avoidable distress during an already stressful period. The Council agreed to apologise and make a payment to 
Miss X in recognition of the distress caused. We found no fault with how the Council handled Miss X’s homeless 
application after her stay in interim accommodation. 

24 002 
303 

Bristol City 
Council  

Unsuitable temporary 
accommodation, disabled 
child, £2100 compensation 

The Council was at fault in its handling of Miss X's homelessness. The Council's delay finding accommodation 
when Miss X had to leave her private tenancy and when a review found her temporary accommodation was 
unsuitable was the result of service failure and despite the Council's efforts. The Council's failure to properly 
assess the needs of Miss X's Disabled child, its poor communication and complaint handling were fault. The 
Council has agreed to apologise and make payments to Miss X in recognition of the injustice caused and act to 
improve its services. 

https://youtu.be/_GyzdbYQNcc
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24 002 
934 

Bristol City 
Council  

Protection of property, £500 
compensation 

Ms X complained about the way the Council ended her temporary accommodation and that her belongings 
were disposed of. Ms X said she has lost most of her personal belongings. We found the Council at fault for how 
it ended Ms X’s temporary accommodation and for how it responded to her requests for help with her 
belongings. The Council agreed to apologise to Ms X make a payment to her to recognise the avoidable distress 
and anxiety she experienced and carry out service improvements. 

24 023 
264 

Bristol City 
Council  

unstuiable s.188 interim 
accommodation, raising 
complaints against neighbours, 
feeling unsafe, disability, £400 
compensation 

The Council offered Miss B unsuitable accommodation and did not fully take into account her disability, nor act 
quickly enough when she did not feel safe at her interim accommodation. This meant that Miss B spent time in 
inaccessible accommodation, and was left distressed, uncertain, and frustrated. The Council will apologise to 
Miss B, make a payment to her, and review how it records information about accessible interim 
accommodation. 

23 008 
909 

Buckinghamshire 
Council 

Gatekeeping, local connection, 
late complaints, £250 
compensation 

The Council has already accepted fault for its handling of Mr X’s homelessness in 2021. The Council has agreed 
to apologise and make a payment to Mr X for the injustice caused. There was no fault in the Council’s decision 
Mr X did not qualify to join the housing register. 

23 002 
722 

Calderdale 
Metropolitan 
Borough Council 

Mental capacity and homeless 
applications, co-operation with 
social services 

Ms Y complained the Council failed to arrange the necessary support to help meet Mr Z’s social care and 
housing needs. As a result, she says Mr Z’s health and wellbeing rapidly deteriorated, and he was eventually 
detained in hospital under the Mental Health Act 1983 (MHA) 

23 016 
753 

Calderdale 
Metropolitan 
Borough Council  

Interaction between Care Act 
2014 and housing, unsuitable 
accommodation, care and 
support needs, £1200 
compensation 

Mx D complains the Council failed to meet their housing and social care needs when they were homeless. They 
said, as a result they experienced distress and had a loss of care support. We found the Council’s Housing and 
Adult Social Care teams caused delays and faults in its processes. The Council will apologise and make 
payment to acknowledge the injustice Mx D experienced. 

https://youtu.be/_GyzdbYQNcc
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23 007 
396 

Canterbury City 
Council 

Protection of property, advice 
about protection of property, 
charges for storage, £500 
compensation 

Miss X complains about how the Council dealt with her homelessness application. The Council is at fault as it 
failed to provide proper advice to Miss X on benefits and storage, delayed in accepting the main housing duty 
and failed to notify Miss X of her right to seek a review of its decision that her temporary accommodation 
remained suitable. These faults caused uncertainty and distress to Miss X. The Council has agreed to remedy 
the injustice by apologising to Miss X and making a payment of £150 to her which is in addition to a payment of 
£350 already offered by the Council. The Council will also review the charges made for the storage of Miss X’s 
possessions. 

24 004 
452 

Chelmsford City 
Council  

Housing register priority, £500 
compensation  

Mr X complained about the way the Council handled his homelessness and housing register applications. Mr X 
said he did not have the correct priority on the housing register and did not receive the homelessness 
assistance he should have. We found the Council at fault for closing Mr X’s homelessness application early 
which meant there was a delay with him receiving the correct priority on the housing register. To remedy the 
injustice caused the Council agreed to make a payment to Mr X for the distress caused, backdate his priority on 
the housing register and carry out a service improvement. 

23 003 
205 

City of Bradford 
Metropolitan 
District Council  

Pets, dog, expiry of s.21, £300 
compensation 

Mr X complains that the Council reduced his housing priority band as he refused interim accommodation which 
could not accommodate his dog. The Council is at fault as it did not accept the relief duty when Mr X’s section 
21 notice expired and when he disclosed domestic abuse. The Council also did not consider offering interim 
accommodation which could accommodate his dog. The Council is also at fault as it did not notify Mr X of his 
right to seek a review of its decision to reduce his housing priority. These faults caused avoidable uncertainty to 
Mr X and his partner, Ms Y. The Council has agreed to remedy this injustice to Mr X and Ms Y by apologising and 
making a symbolic payment of £300. 

23 013 
264 

City of Doncaster 
Council  

Local connection, prevention 
duty 

Mr X complained about the Council’s handling of his homelessness application. We found fault because the 
Council considered his local connection too early in the process. Because of this, the Council failed to act to 
possibly prevent his homelessness. To remedy his injustice, the Council has agreed to apologise and make a 
symbolic payment to Mr X. It will also undertake staff training. 

https://youtu.be/_GyzdbYQNcc
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23 001 
505 

Cornwall Council  
Risk from neighbours, s.188, 
gatekeeping 

Mrs X complained the Council failed to correctly administer her homelessness application and assess her 
housing circumstances between 2021 and 2023. She also said the Council wrongly advised her not to apply to 
its Welfare Panel. We have found the Council at fault for how it administered Mrs X’s homelessness 
application. These faults caused uncertainty about whether the Council could have secured suitable interim 
accommodation for Mrs X in 2021. This uncertainty is an injustice to Mrs X. We have also found the Council’s 
faults led to Mrs X missing an opportunity to secure suitable permanent accommodation in 2023. We have 
made recommendations to remedy the injustice this caused. We have not found the Council at fault for wrongly 
advising Mrs X not to apply to its Welfare Panel earlier. 

23 013 
911 

Coventry City 
Council  

Location of accommodation, 
risk from previous perpetrators 
of ASB, auto bid, £300 
compensation 

the Council was at fault when it failed to update its system promptly to stop Mr X being nominated for 
properties in areas of the city where he was at risk. This caused him significant distress because he feared he 
would be offered a property in an area where there was a risk of contact with the perpetrators of anti-social 
behaviour. The Council has agreed to provide a suitable remedy. 

23 011 
941 Dorset Council  

Autism , reasonable 
adjustments, PA,late review 
requests, need for internet in 
temporary accommodation, 
£1000 compensation 

The Council’s failure to make reasonable adjustments to enable Mr Y to pursue a homeless application was 
fault. The Council was also at fault for relying on a method of communication it knew Mr Y could not access and 
for wrongly refusing to accept a late review request. The Council should apologise, carry out the review, and 
make payments to Mr X and Mr Y. 

24 017 
620 

Dover District 
Council  

Disrepair, enforcement action, 
judicial review proceedings 

Mr X complained the Council failed to take enforcement action against his landlord in relation to disrepair at his 
property. We have discontinued the investigation into this complaint as Mr X has brought Judicial Review 
proceedings against the Council. 

24 000 
293 

Dudley 
Metropolitan 
Borough Council 

Parental responsibilities when 
separated, paying for temporary 
accommodation 

The Council failed to arrange interim accommodation for Mr B and his son, K, when they were homeless and it 
did not provide sufficient support to safeguard and promote K’s welfare. As a result, Mr B and K were sofa 
surfing for around four months. While the Council does not agree with our findings, it has agreed to apologise 
and make payments to Mr B and K. It has also agreed to make service improvements. 

https://youtu.be/_GyzdbYQNcc
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23 001 
348 

East Lindsey 
District Council  

Nature of temporary 
accommodation, protection of 
property, review protocol, £500 
compensation 

The Council was at fault for delays in making decisions on Ms X’s homelessness application, for not taking 
sufficient steps to protect their belongings, and for not discussing the case with her by telephone or in person at 
the review stage. The Council will apologise, pay Ms X £500 to remedy the uncertainty caused and the damage 
to/loss of belongings. It will give guidance to relevant staff. 

24 017 
225 

Epping Forest 
District Council  

domestic abuse, gatekeeping, 
s.188 accommodation 
threshold, scope of inquiries, 
trauma-informed responses, 
Part 6, housing register, £850 
compensation 

Miss X complained the Council conducted a homelessness interview insensitively and she had to discuss the 
domestic abuse she experienced. She also complained it failed to properly consider her application to join its 
housing register. We have found fault by the Council on both matters. The Council agreed to apologise to Miss X 
and make her a symbolic payment to recognise the distress, frustration and uncertainty caused to her. 

24 011 
076 

Halton Borough 
Council 

Closing applications to early, 
multiple investigations, 
deliberate and unreasonable 
refusal to co-operate, falsified 
documents, £150 
compensation each 

The Ombudsman finds fault with the Council for failing to follow the correct legislation to close homelessness 
applications for nine applicants. The Council has agreed to provide financial remedies to those caused 
injustice and carry out service improvements. 

23 005 
581 

Halton Borough 
Council  

Co-operation with inquiries, 
closing application, 
unreasonable refusal 

Mr X complained the Council did not properly consider his homelessness application after he became 
homeless in July 2022 due to fleeing domestic violence. He says the Council did not carry out its duties towards 
his application, which meant he missed out on accommodation opportunities. 

https://youtu.be/_GyzdbYQNcc
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24 000 
868 

Harlow District 
Council  

Ending joint tenancy, unsuitable 
accommodation, data breach 

Mrs X complained the Council failed to correctly progress a homelessness application on multiple occasions. 
She also complained the Council failed to remove Mr X from a historical joint tenancy at a former address, 
offering conflicting advice on the procedure for doing so. We have found the Council at fault for how it 
considered Mr and Mrs X’s homelessness and for failing to have due regard to statutory guidance. We also find 
the Council delayed removing Mr X from his former tenancy. These failings caused Mr and Mrs X avoidable 
frustration and distress, loss of review rights, and led Mr and Mrs X to remain in unsuitable accommodation 
longer than they otherwise would have. The Council has agreed to apologise, make a financial payment, and 
carry out training for staff. We have not investigated Mrs X’s complaint about the Council disclosing personal 
information to third parties. The Information Commissioner’s Office is better placed to consider this matter. 

21 009 
270 

Herefordshire advocacy 

The Ombudsman concluded that the Council acted appropriately in its decision to withdraw recognition of Mr. 
X as a representative in October 2021. The Council had valid concerns regarding Mr. X’s lack of proper training, 
checks, and insurance, and it clarified that it only recognized him as a "friend" or peer supporter, not as an 
official advocate. Mr. X’s role was limited to providing emotional support during meetings at the request of 
individuals, but the Council would not accept instructions from him on behalf of others.The Ombudsman found 
no evidence that the Council treated Mr. X unfairly or discriminated against him due to his disability, and no 
fault was found in the handling of his complaints. The Council appropriately signposted Mr. X to the 
Ombudsman when he expressed dissatisfaction with their decisions, including his complaints about the chief 
executive and a director. The Ombudsman concluded that the Council's actions were fair and justified. 

https://youtu.be/_GyzdbYQNcc
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25 000 
136 

Herefordshire 
Council  

unsuitable temporary 
accommodation, anticipatory 
duties re. larger homes, £3750 
compensation 

We found fault by the Council on Miss Y’s complaint about it failing to move her to suitable alternative 
accommodation after accepting she was homeless, despite her former abusive partner knowing she remained 
there. It failed to move her and her large family to suitable accommodation, plan for the possibility of larger 
families needing larger properties, failed to show it explored the private rental sector, and failed to provide her 
with the help initially offered. The Council agreed to send her a written apology, pay £3,750 for the distress 
caused, make £250 monthly payments up to six months until she is suitably rehoused, and explore options for 
finding her accommodation. It also agreed to find and offer her a suitable property, review how it can make 
provision for larger families in the future, as well as review/create a procurement policy to increase the supply 
of larger properties. 

23 014 
571 

High Peak 
Borough Council  

Improvement notice, 
enforcement, disrepair, £400 
compensation 

Mr X complains the Council has delayed serving an improvement notice about his home and not dealt with 
enforcement properly regarding his landlord. The Council is at fault because it delayed dealing with problems 
Mr X reported about the condition of his home. Mr X had to live in substandard accommodation for too long and 
has been evicted earlier than he should have been. The Council should apologise and pay Mr X £400 for distress 
and uncertainty. 

NA Hounslow 
Refusal to follow LGSCO 
recommendations 

Hounslow refusing “to do right” by homeless pregnant woman it failed - Local Government and Social Care 
Ombudsman  

23 021 
055 

Isle of Wight 
Council  

Reasonable adjustments, 
emotional support animals 

Miss P complains about a delay in the Council increasing her banding for its housing register. She also 
complains, when she was homeless, the Council said it could not accommodate her emotional support dog, 
despite her asking for it as a reasonable adjustment under the Equality Act. We uphold the complaint about the 
housing of the dog, although for a shorter period than Miss P’s complaint relates to. Miss P says the issues have 
been distressing and had a negative effect on her mental health. The Council has agreed to our recommended 
remedy, for the uncertainty and unnecessary time and trouble this will have caused her. 

https://youtu.be/_GyzdbYQNcc
https://www.lgo.org.uk/information-centre/news/2025/apr/hounslow-refusing-to-do-right-by-homeless-pregnant-woman-it-failed
https://www.lgo.org.uk/information-centre/news/2025/apr/hounslow-refusing-to-do-right-by-homeless-pregnant-woman-it-failed
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24 019 
151 

Isle of Wight 
Council  

category 1 hazard, 
enforcement, £2850 
compensation 

Mr B complained the Council delayed in taking action despite recognising category one hazards at his 
accommodation. We find the Council at fault for a delay in taking enforcement action when category one 
hazards were identified. This caused Mr B distress, frustration and uncertainty. The Council has agreed to 
apologise, make a symbolic payment to Mr B and complete service improvements to remedy the injustice 
caused by the faults identified. 

24 002 
584 

Kensington and 
Chelsea 

Rodent infestation, 6 week bed 
and breakfast B+B limit, storage 
of belongings 

The investigation found multiple faults by the Council in its handling of Ms X’s homelessness case, including 
delays in accepting housing duties, placing her in unsuitable bed and breakfast accommodation beyond the 
legal time limit, and failing to properly respond to her reports of a rodent infestation. Although the Council was 
not at fault for not initially providing a female housing officer, it did not explain storage options for her 
belongings, which led to damage, and its poor communication caused additional distress. The Council’s 
decisions around her medical and location needs were in line with its policy, but its delays deprived Ms X of 
statutory rights to appeal unsuitable housing offers. The Council has since taken steps to improve its services 
and agreed to apologise and pay Ms X a total of £1,500 (minus £250 if already paid) in recognition of the 
distress, uncertainty, and missed opportunities caused by these faults. 

24 000 
336 

Leeds City 
Council  

Reasonable adjustments, brain 
injury, autism, equality act, 
disability, personalised housing 
plan, prevention duty, expiry of 
section 21, ‘unwilling to 
engage’, £400 compensation 

Miss B complained the Council failed to meet its duties to her when she became threatened with 
homelessness and then homeless. She says the Council wrongly advised her to stay in her rented property even 
after the landlord asked her to leave. We found fault in how the Council handled Miss B’s homeless application 
which caused her distress at a difficult time and meant she was subject to legal action which could have been 
avoided. The Council agreed to apologise to Miss B, review its procedures, and issue reminders to its staff. 

https://youtu.be/_GyzdbYQNcc
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24 013 
895 

Leeds City 
Council  

gatekeeping, s.188 interim 
accommodation, disability, 
prevention duty, relief duty, 
record keeping, £350 
compensation 

Miss Y complained about the way the Council dealt with her housing register and homelessness applications. 
We have found fault, causing injustice by the Council, in its: delay and failures assessing Miss Y’s 
homelessness application and its homelessness duties; failure to provide her with suitable interim 
accommodation; and failure to provide clear information about its procedure for direct let offers. We have also 
found fault by the Council in failing to keep proper records of a prevention duty decision, which did not cause 
injustice. The Council has agreed to remedy the injustice by: apologising to Miss Y, making a payment to reflect 
the upset and worry caused; and making a service improvement. 

23 010 
049 

Leicester City 
Council  

Accommodation affecting 
health, inter-departmental co-
operation, mould and damp, 
safeguarding, Children Act 
1989, HHSRS, £650 
compensation 

On behalf of Mrs X, Mrs J complained the Council did not explore all housing options for Mrs X’s family, despite 
knowing their accommodation was negatively affecting their health and wellbeing. Mrs J also said the Council 
did not address a safeguarding concern, or reports of mould and damp inside Mrs X’s home. She also said the 
Council communicated poorly. We have found the Council at fault for not considering the full breadth of its 
powers and responsibilities when responding to concerns around safeguarding and the condition of Mrs X’s 
home. We have also found it at fault for its communication. We have made recommendations to remedy the 
injustice this caused. We have found the Council at fault for not considering its discretion to pursue direct lets 
for Mrs X at the earliest opportunity, and for not properly recording its decision-making. However, this did not 
cause Mrs X an injustice. 

23 019 
872 

Leicester City 
Council  

Delays in dealing with s.202 
request 

Mr X complained the Council failed to respond to his review requests about its homelessness and housing 
allocation priority decisions. We found there was delay in the Council’s responses to Mr X’s requests which 
caused him distress and uncertainty. The Council agreed to apologise to Mr X and pay him a remedy to 
recognise the injustice its actions caused Mr X. 

24 005 
927 

Leicester City 
Council  

Refusal to follow LGSCO 
recommendations 

Mr X complained that the Council failed to provide sufficient support with his homelessness and housing 
application and that it also failed to provide suitable accommodation for him and his family. As a result, Mr X 
and his family have been living in unsuitable accommodation for longer than necessary which has caused 
significant distress. Mr X also considers that this has been detrimental to the health and development of his 
children. 

NA 
Leicester City 
Council  

Refusal to follow LGSCO 
recommendations 

Leicester City Council refuses to pay Ombudsman remedy to domestic abuse victim following complaint - 
Local Government and Social Care Ombudsman  

https://youtu.be/_GyzdbYQNcc
https://www.lgo.org.uk/information-centre/news/2024/nov/leicester-city-council-refuses-to-pay-ombudsman-remedy-to-domestic-abuse-victim-following-complaint?fbclid=IwY2xjawJ4K-hleHRuA2FlbQIxMQBicmlkETF4NkhWVzAyS0JIU0tYaTYxAR7Y_to1v22l_w0Sb0Q5l_WNpiR7YjHo2iZXqBfrnGqVX-u1bTOfKnKEDCFeyQ_aem_7lAZI9OfsdfiaMJNEhteKA#:~:text=Leicester%20City%20Council%20has%20refused,home%20to%20escape%20domestic%20abuse
https://www.lgo.org.uk/information-centre/news/2024/nov/leicester-city-council-refuses-to-pay-ombudsman-remedy-to-domestic-abuse-victim-following-complaint?fbclid=IwY2xjawJ4K-hleHRuA2FlbQIxMQBicmlkETF4NkhWVzAyS0JIU0tYaTYxAR7Y_to1v22l_w0Sb0Q5l_WNpiR7YjHo2iZXqBfrnGqVX-u1bTOfKnKEDCFeyQ_aem_7lAZI9OfsdfiaMJNEhteKA#:~:text=Leicester%20City%20Council%20has%20refused,home%20to%20escape%20domestic%20abuse
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23 014 
602 

Liverpool City 
Council  

Unsuitable private rented 
accommodation, disabilities, 
final accommodation offer, 
£600 compensation 

Miss X complained the Council failed to review the suitability of her privately rented accommodation despite 
multiple requests to do so. Miss X says this has meant her and her disabled son remained in unsuitable 
accommodation between March 2023 and September 2024. The Council was at fault for failing to carry out a 
suitability review in line with the law and the homelessness code. This has caused Miss X distress, frustration 
and uncertainty. 

24 010 
564 

Liverpool City 
Council  

Gatekeeping, unfair eviction 
from temporary 
accommodation 

Summary: Mr X complained that the Council failed to provide sufficient support when he became homeless due 
to domestic abuse. The Council was at fault as it did not consider its duty to provide interim accommodation 
when Mr X first presented as homeless, did not consider if the interim accommodation offered to him was 
suitable, failed to investigate if Mr X’s eviction was justified when ending its duty to provide temporary 
accommodation, failed to protect his personal property, delayed in responding to his emails and delayed in 
dealing with his request to increase his housing priority. The faults caused Mr X to be street homeless for one 
month and caused distress and uncertainty to him. The Council has agreed to remedy this injustice by 
apologising to Mr X and making a total symbolic payment of £1350. 

23 005 
121 

London Borough 
of Barking & 
Dagenham  

anti-social behaviour, suitability 
of accommodation, noise, 
reasonable adjustments, £1000 
compensation 

There was fault by the Council when it failed to ensure Mr X’s flat was suitable before he moved there, to explain 
to him how it would deal with his reports of antisocial behaviour and noise nuisance, to consider properly his 
homeless application or his requests for interim accommodation, and when it took too long to arrange an 
occupational therapist’s assessment. The Council also did not handle Mr X’s complaints to it properly or have 
proper regard for his reasonable adjustments under the Equality Act. This caused Mr X distress, inconvenience, 
and frustration. The Council should make a symbolic payment to Mr X and take specific steps to improve its 
services. 

22 012 
211 

London Borough 
of Barnet  

Advice to wait past s.21 expiry 

Ms X complains on behalf of her father, Mr Y, that the Council failed to find suitable temporary accommodation 
despite knowing in advance the family was due to be evicted from their private rented property. We find the 
Council failed to act on its homelessness duties. These faults caused Mr Y distress and uncertainty. The 
Council has agreed to apologise to Mr Y and make a financial payment. This remedies the injustice caused. 

https://youtu.be/_GyzdbYQNcc
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23 003 
999 

London Borough 
of Barnet  

Domestic abuse, gatekeeping, 
supporting survivor to stay 
irrationally, unsuitable 
temporary accommodation, 
£2500 compensation 

Ms X complains about how the Council dealt with her homelessness application. The Council is at fault as it 
failed to properly consider the risk of domestic abuse to Miss X when she made a homelessness application, 
failed to provide interim accommodation, delayed in dealing with her homelessness application and wrongly 
focussed on sustaining Miss X’s tenancy which was unsustainable. As a result, Miss X and her children lived in 
unsuitable accommodation for longer than necessary which caused significant distress to them. Miss X may 
also have missed an opportunity for settled housing. The Council has agreed to remedy this injustice by 
apologising to Miss X and making a symbolic payment of £2500 to her. 

23 006 
730 

London Borough 
of Barnet  

Rodent infestation, pest, 
allowing contractor’s access, 
£1500 compensation 

the Council delayed resolving a mice infestation in Miss B’s temporary accommodation. An apology, payment 
to Miss B, visit to establish any further works required and procedural changes are satisfactory remedy. 

23 004 
436 

London Borough 
of Bexley  

Household makeup, parental 
responsibility, 
contemporaneous evidence 

Mr X complained that the Council refused to include his son in his homeless application. We found the Council 
was at fault because it provided no contemporaneous documentary evidence of its decision-making and failed 
to provide Mr X with reasons for its decision. In recognition of the injustice caused the Council has agreed to 
apologise to Mr X and make a payment to him 

23 017 
237 

London Borough 
of Bexley  

Advice to wait for the bailiffs, 
inadequate consideration of 
para 6.35, £150 compensation 

Mr X complained about the way the Council dealt with his tenant’s homelessness application following the 
service of a section 21 notice. We have not found fault by the Council in the way it considered the 
Homelessness Code of Guidance. We have found fault by the Council, causing injustice, in its communication 
failures and poor complaint handling. The Council has agreed to remedy this injustice by apologising to Mr X, 
making a payment to reflect the upset caused, and service improvements. 

25 003 
851 

London Borough 
of Brent 25 003 
851 

out-of-hours phone service, 
rude staff, delays, s.184, £250 
compensation 

We will not investigate this complaint about the Council’s handling of a call Mrs X made to the Council’s 
housing needs service out of hours and delay assessing her homelessness. The Council has already accepted 
fault and offered an appropriate remedy for delay assessing homelessness and responding to the complaint. It 
is unlikely investigation into the handling of the call would achieve anything further. 

https://youtu.be/_GyzdbYQNcc
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22 011 
788 

London Borough 
of Bromley  

Gatekeeping od s.188, response 
to report of assault in temporary 
accommodation, harassment 
from neighbours, £1950 
compensation 

there was fault in the way the Council considered Miss X’s homelessness application and met her need for 
interim accommodation. There was further fault in the way it responded when she reported she had been 
assaulted at her temporary accommodation by neighbours. It also failed to liaise with a Housing Association 
that was managing works at a private leased property allocated to Miss X. These faults caused Miss X and her 
children significant distress and hardship. The Council has agreed to provide a suitable financial remedy for 
Miss X and make service improvements. 

22 015 
686 

London Borough 
of Bromley  

Disability, Human Rights, 
suitability, unsuitable 
accommodation, £11000 

Miss X complained about the way the Council handled her housing application. She said the Council failed to 
provide her with accommodation that met her needs since she became disabled and was diagnosed with a 
terminal illness in the summer of 2021. There was fault in how the Council considered Miss X’s housing needs 
and handled her application, which meant Miss X remained in an unsuitable property for 20 months. The 
Council agreed to apologise to Miss X, pay her a symbolic amount of £11,000 and offer her the next suitable 
available property, as the evidence shows she is likely to have already missed out on at least one property due 
to fault by the Council. 

24 007 
666 

London Borough 
of Bromley  

Unsuitable temporary 
accommodation, too far from 
schools, impact on mental 
health 

Mr X complained the Council provided him and his family with temporary accommodation which was 
unsuitable. We found fault by the Council. This caused Mr X and his family a significant injustice because they 
were in unsuitable accommodation for 12 months. The Council agreed to apologise to Mr X and his family, 
make a payment in recognition of the injustice caused and clear the rent arrears it says they owe for the 
temporary accommodation. 

24 007 
770 

London Borough 
of Bromley  

Charity claiming reimbursement 
for accommodation costs from 
council 

We will not exercise discretion to investigate this complaint about the Council’s refusal to re-imburse a charity 
for accommodation which it provided to a homeless applicant. This complaint was received outside the normal 
12-month period for investigating complaints. There is no evidence to suggest that Miss X could not have 
complained to us sooner. 

https://youtu.be/_GyzdbYQNcc
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23 018 
496 

London Borough 
of Camden  

Environmental health, housing 
register, priority points, £1200 
compensation 

Ms X complained the Council delayed considering the environmental health concerns she raised about her 
previous property. Ms X is also unhappy with how the Council considered her application for social housing and 
said it did not give her the correct priority points. Ms X said this impacted her mental and physical health. The 
Council did accept some fault and offered Ms X £250. There was fault in the way the Council delayed making 
decisions about Ms X's homelessness and did not suitably act to resolve the condition of the property. There 
was also fault in the priority points allocation and complaints process. Ms X was distressed and frustrated by 
the Council’s actions. Ms X and Y remained living in an insanitary property. The Council has agreed to 
apologise, make a financial payment and train its staff in the Council’s responsibilities. 

24 001 
962 

London Borough 
of Camden  

Unsuitable accommodation, 
review process, medical 
priority, £5150 compensation 

Mr B complained the Council failed to move him from unsuitable accommodation, wrongly closed his 
homeless application, failed to tell him about his right to request a review, delayed awarding medical priority 
and delayed responding to his complaint. The Council delayed providing Mr B with suitable accommodation, 
failed to follow the right process when closing his homeless application, failed to tell him about his review 
rights, failed to properly consider his medical priority and delayed responding to his complaint. That meant Mr B 
stayed in unsuitable accommodation for longer than necessary which caused him distress. An apology and 
payment to Mr B, alongside a reminder to officers is satisfactory remedy. 

22 012 
158 

London Borough 
of Croydon  

Rodent infestation, disrepair, 
unsuitable for human 
habitation, when s.184 arises, 
£3550 

Mr C complained about the Council’s removal of his car in 2020 and how it dealt with his concerns about 
disrepair and a rodent infestation in his Council flat. We found the Council was not at fault when it removed and 
destroyed Mr C’s car. It was at fault for its failure to consider Mr C’s eligibility under homelessness and its 
Housing Allocations Scheme. The Council should apologise and make payment to Mr C to acknowledge the 
injustice its faults caused. 

22 012 
825 

London Borough 
of Croydon  

Gatekeeping, delays, unsuitable 
temporary accommodation, 
£5750 compensation 

Mr X complained about the way the Council managed his homeless application. We found the Council at fault 
for excessive delay in making decisions on his case and failing to provide interim accommodation. The Council 
has agreed to our recommendations to remedy the injustice. 

https://youtu.be/_GyzdbYQNcc
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23 001 
336 

London Borough 
of Croydon  

Gatekeeping, PHP, s.188, 
unsuitable accommodation, 
responding to representative’s 
communications, advocate, 
£1000 compensation 

the Council failed to properly assess Mr B’s homeless application, failed to issue him with a personal housing 
plan or a decision as to which duty the Council had accepted, delayed offering him interim accommodation, 
failed to provide him with suitable accommodation, failed to respond to some of his representative’s 
communications and included incorrect information in a complaint response. An apology, payment to Mr B, 
reminders, training for officers and a review of the process for identifying properties for homeless applicants is 
satisfactory remedy. 

23 015 
996 

London Borough 
of Croydon  

Gatekeeping, rough sleeper, 
paying for hotels, taken to 
oversight committee, £9100 
compensation 

Ms X complained about how the Council responded to her brother Mr Y’s homelessness applications in 2023. 
We found several faults. There were months of delays by the Council and basic administrative errors. The 
Council repeatedly failed to respond correctly to Mr Y’s attempts to access support from its housing service. 
This meant that instead of being housed by the Council, Mr Y had to live with another of his sisters, Ms Z, 
despite her being seriously unwell and despite the impact of his mental health needs on their wellbeing. The 
faults caused Mr Y, Ms X and Ms Z significant stress and upset. 

24 006 
542 

London Borough 
of Croydon  

Unsuitable temporary 
accommodation, disrepair in 
temporary accommodation, 
delays, £2600 compensation 

Miss X complained that the Council delayed in dealing with her request for a review of the suitability of her 
temporary accommodation, delayed in dealing with her complaints of disrepair and prevented her from bidding 
on three bedroom properties. The Council was at fault as it delayed in deciding if Miss X’s temporary 
accommodation was suitable and did not deal with her complaints of disrepair. As a result, Miss X lived in 
unsuitable temporary accommodation for 12 months longer than necessary. The Council will remedy the 
injustice to Mrs X by apologising and making a symbolic payment of £2600. 

24 017 
573 

London Borough 
of Croydon  

out-of-time complaints, 
disrepair in temporary 
accommodation £500 
compensation 

The Council delayed acting on Miss X’s reports of disrepair in her temporary accommodation. The Council has 
apologised for part of the delay and made a payment to Miss X. The further delay caused Miss X a period of 
uncertainty. The Council has agreed to apologise and make an additional payment to Miss X. 

https://youtu.be/_GyzdbYQNcc
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19 017 
027 

London Borough 
of Ealing  

Welfare of child, location of 
mental health support, 
accommodation through 
children’s services, intentional 
homelessness 

The Council failed to take sufficient action to promote Miss B’s son’s welfare when Miss B and her son were 
homeless and ‘sofa surfing’ for around two months, and when they were living in bed and breakfast 
accommodation for over a year. However, there was no fault in the way the Council decided its offer of ‘out of 
area’ interim accommodation was suitable, or its decision that it no longer had a duty to provide interim 
accommodation when Miss B rejected the offer. The Council has agreed to take action to ensure Miss B’s son is 
living in self-contained accommodation soon and to prevent similar failings in future. 

24 006 
457 

London Borough 
of Ealing  

The wording of review requests 
Mrs X complained about the Council’s failure to process her request for a review of a decision about her 
homelessness application. We did not find the Council to be at fault because it followed legal precedent when 
it decided that Mrs X’s email was an expression of dissatisfaction, rather than a review request. 

24 013 
702 

London Borough 
of Ealing  

disrepair in private rented 
accommodation, legal action 
against landlord, £150 
compensation 

Mr X complained about the Council’s handling of property disrepair at his mother’s (Mrs Y) private 
accommodation. We found the Council was at fault in delaying inspecting the accommodation and issuing the 
outcome of that inspection. It was also at fault in attempting to arrange a re-inspection later in 2024. It was not 
at fault in declining to commence formal legal action against the landlord. The Council’s faults caused Mrs Y 
injustice in the form of uncertainty for which we are recommending a remedy. 

23 015 
462 

London Borough 
of Enfield 

Assessment of medical needs, 
extra bedroom, s.9 of the Care 
Act 

Mrs Y complained about the way the Council decided she was not entitled to an extra bedroom. Mrs Y says 
sharing a bedroom will have a negative impact on her health. The Council was at fault for not assessing Mrs Y’s 
care needs after being asked to. It was also at fault as its Housing and Adult Social Care teams both told her the 
other was responsible for assessing her needs. To remedy the injustice caused the Council agreed to apologise 
to Mrs Y and carry out an assessment of her care needs. Following this, the Council agreed to make a new 
decision on whether Mrs Y was entitled to an extra bedroom.  

24 008 
846 

London Borough 
of Enfield 

gatekeeping, s.184 threshold, 
local connection, refusal to 
consider complaint, £300 
compensation 

The Council was at fault for failing to make inquiries when Miss X gave it reason to believe she might be 
homeless. The Council was also at fault for telling Miss X to approach a different Council, inadequate record 
keeping and refusing to deal with Miss X’s complaint. The Council has agreed to apologise, investigate Miss X’s 
case, make a payment to her and act to improve its services. 

https://youtu.be/_GyzdbYQNcc
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22 015 
903 

London Borough 
of Enfield  

Unsuitable Temporary 
accommodation in hotel for 
someone with PIP, food and 
laundry costs, £13700 
compensation 

Mr X complains the Council has not dealt with his housing properly. The Council has already upheld Mr X’s 
complaint and offered a remedy. Mr X suffered more injustice as a result of his medical circumstances and was 
left out of pocket for meals. The Council has agreed to pay Mr X £300 per month for the time spent in 
inappropriate hotel accommodation and backdate an uprated day allowance to 14 April 2022. 

23 017 
143 

London Borough 
of Enfield  

Advocacy, court costs, waiting 
for bailiffs, £960 compensation 

Mr Z complains on behalf of Mr X and Miss Y that the Council failed to act on their homelessness application 
after they received a Section 21 notice. Mr Z says the Council also failed to communicate with Mr X and Miss Y 
and the key worker was rude. Mr Z says this caused Mr X and Miss Y a great deal of distress. We have found fault 
in the actions of the Council for failing to act on Mr X and Miss Y’s homelessness application. The Council has 
agreed to issue an apology, pay Mr X and Miss Y a financial payment, review their priority date and complete 
service improvements. 

23 021 
072 

London Borough 
of Enfield  

Overcrowded unsuitable interim 
accommodation, disrepair, 
£250 per month compensation 
(ongoing) 

Mr X complained about how the Council has placed him and his family in an overcrowded and unsuitable 
temporary accommodation and how it had dealt with disrepairs in the property. There was fault by the Council 
which has caused injustice to Mr X and his family. The Council will take action to remedy the injustice caused. 

24 019 
324 

London Borough 
of Enfield  

out of area placements, 
suitability of temporary 
accommodation, time to 
consider offer, children's 
education, £1100 
compensation 

The Council was at fault for delay providing Ms X and her children temporary accommodation, failing to 
consider its main housing duty, and giving Ms X insufficient time to consider an offer. This meant a delay in Ms X 
moving back to the area where her support network was, and it disrupted her children’s education. The Council 
will apologise and make a payment to remedy the injustice. 

24 016 
501 

London Borough 
of Enfield  

s.21 notice, assessment of 
disability, suitability of s.188 
accommodation, adaptations,  
£2500 compensation +£180 per 
additional month 

The Council failed to provide Miss X homelessness accommodation when it should have done and when it did 
house Miss X, the accommodation was unsuitable. This meant Miss X accrued debt she should not have and 
has remained in accommodation which does not meet her needs as a Disabled person. Other fault by the 
Council caused Miss X avoidable frustration and uncertainty. The Council will apologise to Miss X, make a 
symbolic payment and take action to prevent similar fault in future. 

https://youtu.be/_GyzdbYQNcc
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23 005 
573 

London Borough 
of Hackney  

Suspended bidding, 
consideration of medical 
evidence 

Mrs X complained the Council did not allocate her a property she was in first place for, which she said caused 
her family to miss the opportunity of a suitable property. We find the Council at fault which caused Mrs X 
injustice. The Council has agreed to make a fresh decision considering all relevant information 

24 003 
544 

London Borough 
of Hackney  

Consideration of domestic 
abuse, definition of domestic 
abuse / dysfunctional 
relationships, withdrawn 
applications, non-priority 
decisions at relief duty stage, 
£250 compensation 

Miss X complained the Council failed to provide appropriate support and assistance to deal with her 
homelessness. The Council was at fault when it failed to properly consider information Miss X provided about 
her relationship with her family, for not notifying Miss X it had decided she was not in priority need and for not 
ensuring she received its decision letters. There was no fault in the way it reached its decision Miss X’s 
altercation with a relative was not domestic abuse. The Council has agreed to apologise and make a payment 
to Miss X to acknowledge her frustration and loss of appeal rights. It has also agreed to issue a reminder to 
officers to prevent a repeat of the faults. 

23 015 
796 

London Borough 
of Hammersmith 
& Fulham  

Damp and mould, payment to 
run dehumidifier, complaint 
handling, £350 + £2.50 per day 
for running costs 

Miss X complained about the Council’s actions regarding her temporary homeless accommodation, linked to 
costs of running a dehumidifier at one property and the suitability of a second property she later moved to. 
There was evidence of fault in the condition of the first property. The Council has already apologised and made 
payments to Miss X for electricity costs and to remedy the injustice caused by the issues. There was no fault in 
how the Council conducted a suitability review on the second property. I am satisfied any injustice to Miss X 
has already been remedied. 

23 018 
009 

London Borough 
of Hammersmith 
& Fulham  

s.21 notice, assessment of 
point at which homelessness 
starts, landlord extending 
period, £1000 compensation 

Ms X complained about the Council’s handling of her housing situation after she received an eviction notice. 
We found the Council at fault for not finding interim accommodation when it should have and for delays in 
accepting the relief duty to her. The Council has provided Ms X with an apology and a symbolic payment to 
recognise her distress. We are satisfied this is appropriate to remedy the personal injustice caused and the 
Council has also taken action to prevent future recurrence of the faults. 

24 000 
426 

London Borough 
of Hammersmith 
& Fulham  

Gatekeeping, harm, delays, 
unsuitable interim 
accommodation, £2000 
compensation 

Miss X complains about how the Council dealt with her homelessness application. The Council was at fault as 
it failed to offer interim accommodation when Miss X first made her homelessness application, placed her in 
unsuitable interim accommodation, delayed in accepting the main housing duty and failed to properly 
investigate her complaint. These faults caused harm and distress to Miss X which the Council has agreed to 
remedy by apologising and making a symbolic payment of £2000 to her. 

https://youtu.be/_GyzdbYQNcc


 

 

Local Government and Social Care Ombudsman Homelessness Decision database Jan 2026  
 
hbpconsultancy.co.uk 
 

 For instructions on how to use this database, see this video: https://youtu.be/_GyzdbYQNcc 
 

20 
 

24 000 
718 

London Borough 
of Hammersmith 
& Fulham  

Breach of s.188 license, ending 
s.188 interim accommodation, 
decision making process, £250 
compensation 

Mr X says the Council ended his interim accommodation agreement unfairly. He also says it closed his 
homelessness application by referring it to another Borough who cannot help him. Mr X says his belongings 
were also stolen from his interim accommodation. Mr X says this has caused him distress. We have found fault 
in the Council’s actions for failing to discuss the issues Mr X raised with his interim accommodation with him 
before ending his agreement. The Council has agreed to issue an apology, pay a financial payment to Mr X and 
make service improvements. 

24 008 
841 

London Borough 
of Hammersmith 
& Fulham  

PHPs in prevention duty 

Mr X complained about the way the Council handled his homelessness application. We found fault with the 
Council’s delay in preparing a Personal Housing Plan for Mr X and in the way it carried out its prevention duty for 
him. We also found fault in the way the Council communicated with Mr X. The Council’s fault caused injustice 
to Mr X. The Council has agreed to apologise, to review Mr X’s Personal Housing Plan and to issue a decision 
ending its prevention duty for Mr X. It has also agreed to make a symbolic payment to recognise Mr X’s distress 
and to review the Council’s prevention duty process. 

24 000 
069 

London Borough 
of Haringey  

6 week limit, storage costs, 
£3932 compensation 

There was fault by the Council. The Council placed a family in Bed and Breakfast accommodation for 14 weeks 
longer than they should have been. This also meant the family had extra costs for furniture storage that would 
not have incurred if they had been moved to more suitable temporary accommodation sooner. An apology and 
payment remedies the injustice to the family. 

24 003 
972 

London Borough 
of Haringey  

Disrepair, overcrowding, 
management transfers, joint 
investigation with Housing 
Ombudsman, medical needs, 
£650 compensation 

The Housing Ombudsman Service (HOS) found service failure by the Council for delay dealing with Ms X's 
reports of disrepair in her council tenancy. LGSCO found fault by the Council in its assessment of Ms X's 
medical needs. Both Ombudsmen found fault with the Council's decision making about Ms X's management 
transfer and for delays in the complaint process. The Council has agreed to remedy the injustice to Ms X and 
improve its services. 

https://youtu.be/_GyzdbYQNcc
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22 013 
000 

London Borough 
of Harrow  

Exclusion of family member 
from application, damp and 
mould, unsuitable temporary 
accommodation, delays, £3500 
compensation 

We find the Council failed to send Mr X a homelessness decision letter explaining its reasons to exclude his 
brother-in-law (Mr Y) from the application. We also find poor communication and unreasonable delay in 
completing a suitability review of Mr X’s temporary accommodation and treating reported mould growth. The 
Council should apologise to Mr X and make payments to him for uncertainty and distress caused and for 
impact on his family while they remained in unsuitable accommodation. It should also provide staff reminders 
of its statutory duties to provide clear decision letters and meet review deadlines to prevent recurrence. 

23 019 
978 

London Borough 
of Harrow  

6 week limit, council not 
responding to complaints 

Miss X complains the Council unreasonably refused to remedy the time she and her family were in bed and 
breakfast accommodation and made offers of unsuitable accommodation. The Ombudsman finds fault with 
the Council for its handling of Miss X’s homelessness case, and for its failure to properly consider her 
complaint under the complaints process. The Council has agreed to pay Miss X financial remedies and carry 
out service improvements.  

24 012 
701 

London Borough 
of Harrow  

Additional bedroom for carer, 
repairs to temporary 
accommodation, £300 
compensation 

Mr D complained about the Council not carrying out repairs to his temporary accommodation and about its 
decision to not award him an additional bed space for a carer. I have found fault by the Council because it has 
delayed carrying out repairs. The Council has agreed to assess what repairs are outstanding, schedule the 
works and pay Mr D redress for the delay. 

24 014 
415 

London Borough 
of Harrow  

Gatekeeping, s.188 threshold, 
domestic abuse, ending s.188, 
vulnerability, £1250 
compensation 

The Council was at fault for failing to provide Mr X with interim accommodation when he was homeless. Mr X 
slept rough, which is an injustice. The Council also made inadequate inquiries and took too long to issue formal 
homelessness decisions. This delayed Mr X’s access to his review and appeal rights. The Council has agreed to 
apologise, make a new decision, and make a payment to Mr X. It will also act to improve its services. 

https://youtu.be/_GyzdbYQNcc
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24 013 
880 

London Borough 
of Harrow  

s.21 and assessment of 
homelessness, £500 
compensation 

Miss Y complained about the way the Council dealt with her homelessness and housing applications following 
the service of a section 21 notice by her landlord. We have found fault, causing injustice, by the Council in: 
failing to properly consider whether it was reasonable for Miss Y to remain in her accommodation, and its duty 
to provide her with interim or temporary accommodation following the issue of court action in September 2023; 
failing to properly consider, before June 2024, whether it should end the prevention duty and accept the relief 
duty; and its communication failures and failure to review her Personal Housing Plan. The Council has agreed 
to remedy this injustice by: apologising to Miss Y; making a payment to reflect the upset caused; and service 
improvements. 

24 004 
783 

London Borough 
of Havering 

Delays, advised to wait for the 
bailiff 

Miss X complained the Council failed to give her its decisions on her homeless application for nearly two years 
and it did not take any action to help in line with the main housing duty. She also says it refused to provide her 
with alternative accommodation until the day before she was due to be evicted from her property. We find the 
Council was at fault for its delays in sending Miss X its decisions on her homeless application and its failure to 
take proper action in line with the main housing duty. It was also at fault for refusing to provide Miss X 
alternative accommodation until the day before the eviction. The Council’s faults caused Miss X distress and 
uncertainty, and she lost the opportunity to bid for social housing. The Council has agreed to our 
recommendations to apologise to Miss X, pay her £500, make her a direct offer of the next available suitable 
property and implement service improvements. 

23 015 
172 

London Borough 
of Havering  

Part 6 vs Part 7, victim to crime, 
gatekeeping, relief duty, 
prevention duty, banding, 
location of temporary 
accommodation, assessment of 
location, children’s disabilities, 
employment, support network, 
£4275 compensation 

Miss X complained about the Council’s decision not to award her the highest banding on its housing register 
and not moving her after she was a victim of crime. We found the Council at fault for failing to provide interim 
and temporary accommodation in line with its homelessness duties to Miss X. The Council has agreed to our 
recommendations to remedy the injustice caused. 

https://youtu.be/_GyzdbYQNcc
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23 013 
032 

London Borough 
of Hillingdon  

6 week limit, pregnancy, £2750 
compensation 

Ms X complained the Council provided unsuitable bed and breakfast accommodation when she was homeless 
and failed to move her to suitable accommodation once her baby was born. The Council was at fault and Ms X 
and her baby remained in bed and breakfast accommodation for 25 weeks longer than the legislation allows. 
The Council will apologise to Ms X and pay her £2,750 to recognise the frustration and distress she was caused. 

24 003 
455 

London Borough 
of Hillingdon  

Suitability of temporary 
accommodation, location of 
temporary accommodation, 
self-contained temporary 
accommodation, medical 
evidence, medical advisors, 
out-of-borough placements, 
£3200 compensation (+£150 
subsequent month) 

Ms X complained the Council has failed to provide suitable temporary accommodation for her son Mr Y despite 
accepting a homelessness duty. We findthe delays in dealing with Mr Y’s homelessness application and the 
failure to provide suitable interim or temporary accommodation are fault. These faults have caused Mr Y and 
Ms X an injustice. 

24 003 
847 

London Borough 
of Hillingdon  

Temporary accommodation 
location in regards to schooling 
and assessment of child’s 
disability, £600 compensation 

The Council failed to take proper account of the health needs of Miss B’s son, when it offered her interim 
accommodation that was too far away from his school and involved him making a long journey on public 
transport. It has acknowledged that the accommodation may not have been suitable for the family. Miss B had 
to separate her children to sleep on the floors and sofas of other family members during this time. The Council 
has agreed to take action to remedy the injustice it caused Miss B and her family. 

24 009 
792 

London Borough 
of Hillingdon  

Advised to wait for bailiff, 
prevention duty, £800 
compensation 

Miss X complained about how the Council handled her homelessness after she received an eviction notice in 
2024. The Council was at fault. It failed to take steps to alleviate her risk of homelessness and delayed moving 
her to interim accommodation. This meant Miss X remained in a property at risk of eviction and homelessness 
for longer than necessary. The Council agreed to apologise and make a payment to Miss X to recognise the 
distress and uncertainty this caused. 

https://youtu.be/_GyzdbYQNcc
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23 005 
475 

London Borough 
of Islington  

Unsuitable temporary 
accommodation, 6 week limit, 
impact on mental health, 
autism, child’s disability, 
assessment of need, £13800 
compensation 

there was fault in the way the Council met Miss X’s housing needs as a homeless person with a disabled child. 
As a result, she has lived in unsuitable bed and breakfast accommodation for a prolonged period. The Council’s 
handling of her complaint was also extremely poor. The Council has agreed to apologise, provide a suitable 
financial remedy for Miss X and make service improvements. 

23 017 
294 

London Borough 
of Islington  

Domestic abuse, s.188, staying 
with family, s.198 local 
connection referral, 
assessment of risk, location of 
accommodation, employment 

We have found fault with the Council for failing to secure suitable accommodation for Miss X when she was 
homeless after fleeing domestic abuse. This caused Miss X prolonged uncertainty and distress. The Council 
has agreed to remedy Miss X’s avoidable injustice by securing suitable accommodation, an apology and a 
payment. 

24 014 
104 

London Borough 
of Islington  

Delays for reaching s.184 
decision, unsuitable temporary 
accommodation, £1900 
compensation 

Mr X complained it took the Council too long to give him a decision on his homelessness application and did 
not respond to his concerns about the suitability of the accommodation it provided him with. Mr X said he has 
lived in a property which he believed was unsuitable. We found the Council at fault for the time it took to give 
him a decision on his homelessness application and look at the suitability of his accommodation. The Council 
agreed to apologise to Mr X, make a payment to him and carry out a service improvement. 

22 007 
276 

London Borough 
of Lambeth  

Unsuitable private rented 
accommodation, disabled 
child, language translation, 
private sector discharge, 
£21000 compensation 

Ms X complained the Council failed to provide suitable temporary accommodation for over three years despite 
knowing since April 2019 that her private rented accommodation was unsuitable for the needs of her disabled 
child. 

23 008 
937 

London Borough 
of Lambeth  

Suitability of temporary 
accommodation, disabilities, 
complaint handling, protection 
of property, £10k+ 
compensation 

We found serious failings in the way the Council considered Miss X’s needs as a vulnerable homeless person 
with children. It failed to arrange suitable accommodation for the family who have complex needs due to their 
disabilities. This continues to cause significant injustice to Miss X and her children. The Council has agreed 
remedies for Miss X and her children along with service improvements. 

https://youtu.be/_GyzdbYQNcc
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23 016 
266 

London Borough 
of Lambeth  

Suitability assessment of 
temporary accommodation, 
disrepair, monitoring of 
accommodation quality, rodent 
infestation, £350 compensation 

Miss X complained about the Council’s actions relating to her temporary homeless accommodation. We found 
fault because the Council took too long to complete a suitability review of her accommodation, took too long to 
deal with disrepair issues and did not have appropriate oversight of the condition of the property. This caused 
avoidable frustration and distress to Miss X. To remedy the injustice caused by the identified fault, the Council 
has agreed to apologise to Miss X, make a payment to her, issue reminders to relevant officers and managers 
and consider reviewing some of its processes. 

23 017 
447 

London Borough 
of Lambeth  

Overcrowding, property 
inspection, £700 compensation 

Mrs X complained that she was living in severely overcrowded conditions, which was causing distress to herself 
and her family. She wanted the Council to inspect her flat and increase her priority on the housing register. We 
found fault because there was a delay of a year in the Council completing the inspection. We have 
recommended the Council should apologise to Mrs X, make her a symbolic payment in recognition of her 
avoidable time and trouble in pursuing her complaint, and backdate the date of her entry to the highest priority 
band on the housing register. 

23 017 
860 

London Borough 
of Lambeth  

Disability and managing stairs, 
unsuitable temporary 
accommodation, not helping 
before eviction date, travelling 
to school, £2300 compensation 
(and rising) 

The Council was at fault for delay providing temporary accommodation because of which Ms X and her children 
experienced the distress of eviction. The Council was also at fault for leaving Ms X and her family in bed and 
breakfast accommodation for nine weeks longer than the six weeks allowed in law. This caused Ms X avoidable 
financial loss and the whole family significant distress. The Council has agreed to apologise and make 
payments to Ms X to remedy this injustice. The Council should update us on its progress against its Housing 
Needs Service Improvement Plan. 

23 020 
068 

London Borough 
of Lambeth  

Disrepair in private rented 
accommodation, affordability, 
unreasonable to continue to 
occupy, £500 compensation 

Miss X complained the Council failed to properly investigate or take appropriate action in relation to issues of 
disrepair in her privately rented property. We found the Council’s failure to inspect the reported disrepair at 
Miss X’s property in the Autumn of 2023 is fault. As is the failure to properly consider and record its decisions in 
relation to Miss X’s homelessness application. These faults have caused Miss X an injustice. 

https://youtu.be/_GyzdbYQNcc
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23 020 
606 

London Borough 
of Lambeth  

Disrepair intemporary 
accommodation, pests, rodent 
infestation, unsuitable 
temporary accommodation 

Miss X complained the Council failed to deal with a mice infestation issue in her temporary accommodation. 
She also complained the Council failed to resolve the issues with the window handles being too loose. We find 
the Council was at fault for how it handed the disrepair issues and its failure to conduct a suitability review. This 
caused Miss X avoidable distress and frustration, and it meant she had to live in unsuitable temporary 
accommodation. The Council has agreed to our recommendations to apologise to Miss X, make a payment to 
her to reflect the time she was living in unsuitable temporary accommodation and the distress and frustration 
this caused and implement service improvements. 

24 004 
791 

London Borough 
of Lambeth  

Disrepair, unsuitable temporary 
accommodation, contracted 
temporary accommodation, 
delays accepted main duty 

The Council was at fault for failing to provide suitable interim and temporary accommodation when Miss X was 
homeless. It failed to keep oversight of the managing agent acting on its behalf to provide the accommodation. 
The Council also communicated poorly and delayed accepting the main housing duty. As a result, Miss X 
experienced avoidable frustration and lived with extensive disrepair. To remedy this injustice, the Council has 
agreed to apologise, make a payment to Miss X and act to improve its services. 

23 011 
918 

London Borough 
of Lewisham  

Rent arrears, skipping bids, 
£400 compensation 

The Council was at fault for the way it handled Ms X’s housing application as it included historical rent arrears 
on her account and later removed these. This caused injustice as Ms X does not know whether she could have 
obtained accommodation if these arrears were not on her account. The Council agreed to apologise to Ms X 
and make a payment to recognise the uncertainty caused. 

24 001 
075 

London Borough 
of Lewisham  

Harassment by private landlord 
(not upheld), failure to 
prosecute landlord (not upheld), 
disrepair (not upheld), delays, 
£500 compensation 

Mr X complains about the way the Council responded to his complaints of disrepair at his rented property and 
harassment by his landlord. We found no evidence of fault in the way the Council considered the alleged 
harassment by his landlord. The Council has accepted it delayed in dealing with Mr X’s complaints and offered 
a suitable remedy for the injustice caused in this case. So, we have completed our investigation. 

24 005 
577 

London Borough 
of Lewisham  

Housing Benefit payments, 
moving out whilst repairs take 
place, decant 

Miss X complained about the Council’s decision to stop her Housing Benefit and failure to notify her of this. 
Miss X said this left her with a debt of rent arrears. We find the Council at fault for not properly notifying Miss X 
of its decision. The Council has agreed to apologise to Miss X and make a payment to recognise the injustice 
caused. 

https://youtu.be/_GyzdbYQNcc
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24 014 
944 

London Borough 
of Lewisham  

Gatekeeping, sofa surfing, 
pregnancy, interim 
accommodation, review rights, 
£1750 compensation 

The Council was at fault for failing to provide Ms X with interim accommodation when she was homeless and 
heavily pregnant. As a result, Ms X gave birth without anywhere to live and continues to sofa surf with her 
newborn. The Council was also at fault for poor communication and delay accepting the main housing duty. 
The Council has agreed to apologise, provide Ms X with temporary accommodation, make payments to her, and 
act to improve its services. 

23 000 
51 

London Borough 
of Merton  

Unlawful eviction, HMO 
licensing, remit of the LGSCO 

Mr X complained the Council failed to respond to his complaint. He complained about the Council’s actions 
relating to an operator of a property he said was a house in multiple occupation. Mr X would like the Council to 
respond to his complaint, ensure there are no unlicensed properties in the area and secure suitable housing for 
homeless people. We have discontinued our investigation. Mr X has been awarded a financial payment from the 
courts and he has no remaining significant personal injustice. 

23 017 
502 

London Borough 
of Newham 

s.202 review delay, lack of 
response, accommodation 
pending the outcome of s.202, 
£500 compensation 

Ms F complained the Council failed to respond to her request for a review of its decision that she was not in 
priority need and failed to decide whether to offer interim accommodation pending the review decision. We 
found fault. The Council has agreed to apologise and make a payment to Ms F to remedy the injustice caused. 

23 003 
139 

London Borough 
of Newham  

Unsuitable temporary 
accommodation, 6 week limit, 
protection of property, child’s 
disabilities, £5814.50 
compensation 

Miss X complained about the Council’s failure to house her and her children, one of whom is disabled, in 
suitable accommodation when she became homeless. There was fault by the Council which meant Miss X and 
her children lived in unsuitable bed and breakfast accommodation for over six months after they became 
homeless. Miss X also experienced a financial loss because she had to pay for separate storage for her 
belongings while waiting for suitable accommodation. The faults also caused avoidable distress, time, and 
trouble for Miss X. The Council agreed to pay a financial remedy, review relevant processes, and issue 
reminders and a copy of our decision to its staff. 

24 002 
528 

London Borough 
of Newham  

Damp and mould, 
environmental health, HHSRS, 
£200 compensation 

We have completed our investigation. The Council was at fault. It did not properly assess Mr X and his family’s 
homelessness and missed opportunities to offer interim accommodation to Mr X and his family. Mr X suffered 
avoidable distress, confusion, and delayed appeal rights. The Council will apologise, make a symbolic payment 
to Mr X, and deliver training to its homelessness prevention and assistance service. 

https://youtu.be/_GyzdbYQNcc
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24 003 
280 

London Borough 
of Newham  

Disrepair in temporary 
accommodation, £1550 
compensation 

Miss X complained about the significant disrepair issues in her temporary accommodation. She said there have 
been significant delays in repairing the issues and some issues remain outstanding. Miss X also said the 
Council’s communication has been poor. We find the Council was at fault. This caused significant distress to 
Miss X. We make several recommendations to address this injustice caused by fault. 

24 005 
884 

London Borough 
of Newham  

Damp and mould in temporary 
accommodation, unsuitable 

Miss X complained the Council delayed taking action to remedy damp in her temporary accommodation. The 
Council accepts there was delay which meant Miss X was left in unsuitable accommodation for 31 months. The 
Council has already moved Miss X into alternative accommodation and a suitable financial remedy is now 
agreed. 

23 010 
040 

London Borough 
of Redbridge  

Reasonable adjustments  (easy 
read format), PHPs 

We found fault in the way the Council dealt with the complainant’s (Ms X) application for the change of her 
housing register priority banding, how it reviewed her Personalised Housing Plan and addressed her needs for 
reasonable adjustments. We also found fault in the Council’s refusal to let Ms X view a property she bid for. The 
Council agreed to apologise and make a symbolic payment to Ms X to recognise her distress and a delay in 
offering her a suitable property. The Council also agreed to include in Ms X’s housing records agreed 
reasonable adjustments for any written communication with her. The Council agreed to improve its record 
keeping and provide staff with the training on reasonable adjustments. 

23 020 
194 

London Borough 
of Redbridge  

Consideration of vulnerability, 
s.188 threshold, medical 
assessments, Now Medical, 
inquiries, gatekeeping of interim 
accommodation, £2000 
compensation 

Mr X complained about the Council’s poor handling of his homelessness application and failure to provide 
suitable temporary accommodation. We found the Council to be at fault. It failed to properly consider his 
priority need and this led to him being denied temporary accommodation for several months. It also incorrectly 
closed his application and did not carry out suitability assessments for three temporary properties he was 
offered. To remedy the injustice to Mr X, the Council has agreed to apologise, make a payment to Mr X and take 
action to improve its service. We did not investigate Mr X’s complaint about the Council’s decision to discharge 
the main housing duty. This was because he had a right to challenge this decision in court. 

https://youtu.be/_GyzdbYQNcc
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24 016 
712 

London Borough 
of Redbridge  

gatekeeping, domestic abuse, 
unlawful allocation scheme, 
reasonable preference, £250 

The Council was at fault for refusing to accept a homeless application from Ms X when she fled domestic abuse 
to its area. The Council’s housing allocations policy is flawed because it excludes a group of applicants the law 
says must get reasonable preference. The Council was also at fault for failing to tell Ms X about her right to 
review its decisions. To remedy the injustice to Ms X, the Council has agreed to apologise, make new decisions 
on Ms X’s applications, and act to improve its services. 

24 014 
788 

London Borough 
of Redbridge  

court costs, delays to 
assistance, £5589 
reimbursement 

Miss X complained that delays by the Council when it was dealing with her homelessness application led to her 
incurring court costs. There was fault by the Council. The Council has agreed to pay the courts costs to remedy 
the injustice caused by its delay. 

24 012 
973 

London Borough 
of Redbridge  

Part 6 banding, consideration of 
medical evidence, s.175, 
homeless application, £250 
compensation 

Mrs X complained about the way the Council dealt with her housing application and medical assessment. The 
Council was at fault for failing to explain the reasons for its decision, failing to evidence it had considered all of 
the medical evidence and failing to consider if Mrs X was homeless. This caused Mrs X uncertainty about 
whether the Council had completed the assessment process properly. The Council will apologise, complete a 
new medical assessment, consider if Mrs X is homeless and make a payment to her to remedy the injustice 
caused. 

24 008 
348 

London Borough 
of Redbridge  

mental capacity, domestic 
abuse, s.9 social care 
assessment, c.£7000+ 
compensation 

The Council failed to properly assess the capacity of three family members to make a homelessness 
application when they told the Council they were suffering domestic abuse. The Council did not deal with the 
safeguarding referral appropriately or in good time, and did not offer the family social care needs assessments 
soon enough. It cannot show how it made the decision to offer a one-bedroom property and it took too long to 
deal with the complaint to it. The family missed out on interim accommodation, and they were caused distress 
and uncertainty. The Council has agreed to apologise, make symbolic payments to the family, and review their 
housing needs. It will also review its training and procedures on mental capacity assessment, arranging 
interpreters, and monitoring case progress. 

https://youtu.be/_GyzdbYQNcc
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23 011 
821 

London Borough 
of Southwark 

Gatekeeping, medical evidence, 
care and support needs, 
location of accommodation, 
delays, £3600 compensation 

Mr and Mrs X complained about the Council’s handling of their daughter, Y’s, housing case. We have found 
fault by the Council. It failed to consider the suitability of Y’s interim and temporary accommodation, wrongly 
suspended her housing application and did not properly consider reviews of the medical evidence she 
presented. It also failed to answer Mr and Mrs X’s complaint. The Council has agreed to apologise, make a 
payment in recognition of the injustice caused and to consider making Y a direct offer of accommodation if it 
finds Y would have been made an offer of suitable accommodation, save for the fault we found. 

24 005 
444 

London Borough 
of Southwark 

Gatekeeping, burden of proof, 
perverse complaint handling 

Ms X complained that the Council did not assess her homelessness properly and placed her in unsuitable 
accommodation. Ms X also complained about the way the Council handled her housing allocation. We found 
the Council was at fault. Ms X suffered significant uncertainty due to this fault. It caused delay for Ms X being re-
housed. The Council will apologise and make a symbolic payment to Ms X. It will also review its internal 
procedure, and ensure its staff are fully trained. 

23 010 
412 

London Borough 
of Southwark  

Disrepair in temporary 
accommodation, no heating / 
hot water, water leaks, £600 

Miss X complained the Council failed to properly respond to reports of disrepair at her temporary 
accommodation. Miss X says she lived in unacceptable conditions with water leaks and no heating or hot water 
for longer than necessary. We have found fault by the Council but consider the agreed action of an apology, 
symbolic payment, property inspection and review of the oversight of repairs in temporary accommodation 
provides a suitable remedy. 

23 012 
387 

London Borough 
of Southwark  

Assessment of medical priority 
banding according to published 
scheme 

The Council has already accepted fault for significant delay assessing Mr X’s application for social housing and 
further delay dealing with his complaint. The Council has agreed to apologise and make payments to Mr X to 
recognise the injustice caused. The Council was also at fault for failing to follow its published policy in its 
assessment of Mr X’s medical priority. The Council has agreed to carry out a new assessment and act to 
improve its services. 

23 018 
397 

London Borough 
of Southwark  

Assessment of medical needs 
re. toilet and urinary issue (not 
upheld), delays, £500 
compensation 

Mr X complained about the way the Council handled his application for homelessness assistance. We find no 
fault with how the Council assessed the suitability of Mr X’s interim accommodation. We find the Council at 
fault for not making timely decisions and for not communicating decisions with Mr X, causing him frustration 
and uncertainty. The Council has agreed to apologise to Mr X, make a payment to recognise the injustice, and 
act to prevent recurrence. 

https://youtu.be/_GyzdbYQNcc
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24 014 
982 

London Borough 
of Southwark  

delays, incorrect terminology, 
review rights, £300 
compensation 

Miss X complained about how the Council handled her homelessness and about the suitability of the 
accommodation it provided. Miss X also complained about how the Council handled her housing allocation. 
The Council was at fault. It failed to handle her homelessness properly. It used incorrect terminology in its 
communication causing confusion and uncertainty. It delayed accepting the main housing duty resulting in a 
delay in Miss X having a right of review. The Council should apologise to Miss X, make a symbolic payment to 
her and provide an update about ongoing service improvements. 

24 020 
725 

London Borough 
of Southwark  

illegal eviction, enforcement, 
rposecution of landlords, £150 
compensation 

Miss X complained the Council failed to take any action against her landlord when he evicted her from her 
privately rented accommodation without notice. We find the Council was at fault for failing to complete a 
robust investigation when Miss X reported her landlord had illegally evicted her. This caused Miss X frustration 
and uncertainty. The Council has agreed to apologise to Miss X, make a payment to her and implement service 
improvements. 

23 013 
894 

London Borough 
of Sutton 

Expiry of s.21 notice, 
consideration of homelessness, 
complaint from landlord, not 
upheld 

Mr X complained the Council wrongly insisted he take court action to obtain possession of his property before it 
would accept his tenant as homeless and provide them with emergency accommodation. We have not found 
fault by the Council. 

23 019 
868 

London Borough 
of Tower Hamlets 

Domestic abuse, council 
contacting alleged perpetrator, 
£300 compensation 

The Council was at fault for contacting the alleged perpetrator of domestic abuse against Ms X as part of its 
inquiries into her homelessness. The Council has agreed to apologise, make a payment to recognise the 
distress caused and act to improve its services. 

19 000 
068 

London Borough 
of Tower Hamlets  

Gatekeeping, delays in relief 
duty and issuing PHP, 
unsuitable TA, requiring proof of 
pregnancy, 10 days too long to 
issue PHP 

Miss X complained about how the Council handled her homelessness application when she became 
threatened with homelessness in February 2019, and homeless in March 2019. She complained about Council 
officers’ approach towards her and a lack of action to help her find somewhere to live. Miss X stayed in 
unsuitable, unfurnished interim accommodation while pregnant. This has affected her physical and mental 
health.  

https://youtu.be/_GyzdbYQNcc
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19 012 
560 

London Borough 
of Tower Hamlets  

Gatekeeping, requiring 
documents before application 
accepted, prevention instead of 
relief duty, staying with family 
members, impact on mental 
health, £2400 compensation 

The Ombudsman found fault by the Council on Miss Q’s complaint of it failing to promptly, and properly, 
process her homeless application. It failed to show it considered the need to offer her interim accommodation. 
It also failed to consider whether it was reasonable for her to occupy the accommodation where she was 
staying. The Council failed to show it reviewed the personal housing plan, kept full records on her case, or 
made enquiries on her application. The agreed action remedies the injustice caused. 

23 013 
310 

London Borough 
of Tower Hamlets  

Care and support needs, s.9 
assessment, co-operation 
between social services and 
housing, £10200 compensation 

Mr X, a person with disabilities and complex needs, complained about the Council’s response when he became 
homeless. The Council’s housing team delayed helping him when he was being evicted from private rented 
accommodation. It then provided him with unsuitable interim accommodation, and at times left him with no 
accommodation. The Council’s adult social care (ASC) team failed to ensure his care needs were fully recorded 
and did not work proactively with its housing team to ensure any housing provided would meet his assessed 
care needs. He did not receive any support for his care needs after the morning call on the day he was evicted 
and on another weekend when he had no accommodation. As a result of Council failings, Mr X was caused 
considerable stress and worry over many months before being evicted, had to sleep in his car for a weekend 
when the Council failed to provide housing, slept in his car for several weeks when it provided unsuitable 
accommodation and did not always receive his care package. Mr X said the lack of support with housing and his 
care needs adversely affected his mental and physical health, which meant he spent several weeks in hospital. 

24 003 
907 

London Borough 
of Tower Hamlets  

Gatekeeping, disability, 
unsuitable TA 

The Council was at fault for delay providing Mr X with interim accommodation, meaning he slept rough for nine 
days. The Council was also at fault for delay accepting the main housing duty, poor communication, failing to 
make reasonable adjustments and delays in complaint handling. These faults caused Mr X distress. The 
Council failed to provide suitable temporary accommodation despite accepting Mr X’s current accommodation 
is unsuitable. As a result, he remains living in a hotel which does not meet his needs. To remedy the injustice to 
Mr X, the Council has agreed to apologise, seek alternative accommodation and make payments to Mr X. 

https://youtu.be/_GyzdbYQNcc
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24 018 
670 

London Borough 
of Tower Hamlets  

Consideration of extra bedroom 
for carer, £150 compensation 

We have upheld this complaint about the Council’s delay in making a decision about whether to award medical 
priority on its housing register for Mr Y and whether he needed an extra bedroom for a carer. The Council has 
agreed to make a payment to remedy the frustration and uncertainty caused. We will not investigate the 
complaint about the decision reached because there is insufficient evidence of fault in the Council’s decision-
making to justify this and Mr Y had a review right, which it was reasonable for him to use. 

24 015 
224 

London Borough 
of Tower Hamlets  

damp and mould, unsuitable 
temporary accommodation, 
£3000 compensation 

The Council was at fault for failing to address damp and mould in Miss X’s temporary accommodation and 
delay providing alternative accommodation once a review found it was unsuitable. This left Miss X and her baby 
at risk of harm from damp and mould, which is an injustice. The Council has agreed to apologise, make 
payments, and act to improve its services. 

24 018 
996 

London Borough 
of Tower Hamlets  

Part 6 / Part 7 interaction, s.188, 
gatekeeping, 57 day time limit to 
make decision, medical needs 
and suitable interim 
accommmodation, £1300 
compensation 

Miss X complained about how the Council dealt with her brother’s (Mr X) housing register and homelessness 
applications. We found fault with its handling of both matters. The Council agreed to apologise to Mr X, 
reconsider its decision not to backdate his housing register application and make him a payment in recognition 
of the injustice caused to him. It also agreed to check its records to see if Mr X would have been the first placed 
bidder on any suitable properties offered by the Council between January 2024 and August 2025, when Mr X’s 
bidding number was activated. 

24 005 
131 

London Borough 
of Waltham Forest  

Gatekeeping, Domestic Abuse, 
£3050 compensation 

The Council failed to meet its duty to provide Ms X with interim, or temporary, accommodation when she told 
the Council she needed to flee her home due to domestic abuse. As a result, Ms X and her children remained 
living in the property where she reported being at risk of abuse, for fourteen months. The Council also failed to 
inform Ms X for almost a year that she had been added to the housing register. In recognition of the injustice 
caused, the Council has agreed to apologise, make Ms X an offer of suitable accommodation, pay Ms X £3,050 
and carry out service improvements. 

https://youtu.be/_GyzdbYQNcc
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23 020 
213 

London Borough 
of Waltham Forest  

consideration of ASB, 
suitability, £400 compensation 

Miss W complains about the Council’s handling of her need for rehousing following alleged acts of anti-social 
behaviour against her. She says the Council delayed in finding her alternative housing and, once it did make her 
an offer, that this was unsuitable for her household’s needs. We found the Council delayed in deciding whether 
to offer Miss W alternative accommodation. It also failed to appropriately consider and decide the matter of 
suitability, as well as her request for an internal review. The Council’s fault ultimately delayed Miss W being 
rehoused in suitable accommodation and meant her concerns about the property offered were never 
considered. The Council has agreed to our recommendations to remedy the significant injustice caused. 

22 013 
334 

London Borough 
of Wandsworth  

Protection of property 

Miss F complained about the Council’s handling of her and her son’s housing situation and storage of her 
belongings. The Council agreed it was at fault. It apologised and offered her a payment. We found its remedy 
was not enough to remedy the injustice it caused. The Council agreed to our recommendation of a higher 
payment to acknowledge the distress, uncertainty and costs its faults caused Miss F and her son. 

23 017 
908 

London Borough 
of Wandsworth  

Suitability of accommodation, 
assessment of medical 
evidence, review rights, 
delays,£1200 compensation 

Miss X complained the Council failed to consider relevant medical information and as a result placed her in 
unsuitable interim and temporary accommodation between June and October 2023. There was no fault in how 
the Council considered the medical information Miss X initially provided. However, the Council was at fault for 
failing to consider medical evidence she later provided and not reassessing the suitability of the interim 
accommodation at that point. The Council also delayed accepting the main housing duty which delayed Miss 
X’s right to request a review of the suitability of accommodation. This caused her distress, uncertainty and 
meant she stayed in unsuitable accommodation for longer than necessary. The Council has agreed to 
apologise, make a symbolic payment to Miss X and backdate her Housing Register application. 

24 002 
370 

London Borough 
of Wandsworth  

Unaffordable accommodation, 
direct offers 

Mr Y, a solicitor, complained on behalf of Ms X about the Council’s handling of her homeless application in 
2022. We find the Council at fault, which resulted in Ms X signing a tenancy she could not afford. The Council 
has apologised, made a suitable payment to Ms X, and provided her with a direct offer of social housing, which 
is satisfactory to remedy the injustice caused. 

https://youtu.be/_GyzdbYQNcc
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24 017 
313 

London Borough 
of Wandsworth  

medical evidence disregarded, 
suitability of accommodation, 
delays, inaccurate PHP, s.21, 
£10384 compensation 

Mrs X complained about the Council’s actions since she approached it for assistance with homelessness in 
June 2023. We find the Council at fault for delays in accepting statutory duties, failure to assess whether it was 
reasonable for her to remain in the property, inaccuracies in her personal housing plans, and poor complaint 
handling. As a result, Mrs X experienced financial loss, significant distress, and avoidable uncertainty during an 
already difficult period. The Council has agreed to apologise to Mrs X, pay her its proposed financial remedy, 
and improve its services. 

23 016 
706 

Luton Borough 
Council  

6 week limit, unsuitable TA, 
housing benefit in TA, medical 
needs, storage of property, 
general incompetence, food 
and laundry costs in TA 

Ms X complained the Council failed to act when she was issued with an eviction notice from her privately rented 
accommodation. She also complained about the Council’s actions following her eviction. We found fault by the 
Council in its handling of Ms X’s case. The Council agreed to apologise to Ms X and make her payment in 
recognition of the financial losses she incurred, and the distress caused to her and her children. 

25 001 
926 

Luton Borough 
Council  

ending of relief duty, poor 
communication, rent deposit, 
£600 compensationn 

Mr X complained about the Council’s handling of his homelessness application. We found the Council at fault. 
It should apologise and make payment in recognition of the injustice caused. 

22 014 
575 

Medway Council  

Landlord harassment, illegal 
eviction, prosecution of 
landlord, bad advice, £500 
compensation 

the Council failed to act when Mr B reported his landlord harassing him and illegally evicting him. The Council 
also gave Mr B misleading information in its complaint responses. An apology, payment to Mr B and training for 
officers is satisfactory remedy. 

24 004 
029 

Medway Council  
Affordability of TA, housing 
benefit, DHP 

Miss X complained the Council provided her with unaffordable interim accommodation and failed to provide 
her with appropriate support to manage the rent, when she became homeless due to domestic abuse. The 
Council was at fault as it failed to carry out an affordability assessment, failed to contact Miss X when her rent 
was not covered by housing benefit and failed to provide appropriate support with a discretionary housing 
payment application. The Council has agreed to apologise to Miss X and to increase the payment it has already 
offered her to acknowledge the frustration and uncertainty this caused. It has also agreed to issue a reminder to 
officers to prevent a recurrence of the faults. 

https://youtu.be/_GyzdbYQNcc
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24 010 
569 

Medway Council  
Gatekeeping, PHPs, delays, 
delay to starting the relief duty, 
s.21, £350 compensation 

Mr X complained about a lack of support from the Council when he told it his landlord was evicting him. We 
have found fault by the Council because it did not complete the actions set out in Mr X’s Personalised Housing 
Plan, did not offer him interim accommodation while it made enquiries into his case and took too long to accept 
the Relief Duty to him. The Council agreed to apologise and make Mr X a payment in recognition of the injustice 
caused to him. 

24 011 
386 

Medway Council  
category 1 hazard, repeated 
reports of disrepair, £350 
compensation 

Miss X complained about the Council’s lack of action and response to her reports when her landlord delayed 
fixing various disrepair issues at her property. We found the Council at fault for letting the case drift and the late 
point it found a Category 1 hazard. This caused Miss X significant uncertainty and distress. The Council has 
agreed to apologise, pay a symbolic payment, and take action to prevent future recurrence of fault. 

22 010 
165 

Mendip District 
Council  

Capacity to make a homeless 
application 

Mr B says the Council failed to properly consider whether he had capacity to make a homeless application and 
failed to consider the opinion of other professionals who said he had capacity. There is evidence of fault in how 
the Council reached its decision on whether Mr B had capacity to make a homeless application. A further 
assessment of Mr B’s capacity, apology, payment to Mr B and training for officers is satisfactory remedy. 

24 006 
946 

Milton Keynes 
Council  

Gatekeeping of TA, domestic 
abuse, local connection 
referrals, limits of LGSCO remit, 
£650 compensation 

Miss B says the Council failed to act to prevent her becoming homeless and wrongly referred her case to 
another local authority when she could not return there due to experiencing abuse. The concerns about the 
referral to another local authority are outside the Ombudsman’s jurisdiction. The Council dealt with the initial 
homeless application properly but did not provide Miss B with accommodation as it should have done. An 
apology, payment to Miss B and training for officers is satisfactory remedy. 

24 009 
747 

Milton Keynes 
Council  

Damp and mould in unsuitable 
TA, £2000 compensation 

Ms T complained about the way the Council dealt with disrepair at her temporary accommodation. She says 
she and her family had to remain in a property with severe damp and mould as the Council failed to address her 
complaints. We found the Council at fault. The Council has agreed to make a payment to Ms T in recognition of 
the injustice caused. 

https://youtu.be/_GyzdbYQNcc


 

 

Local Government and Social Care Ombudsman Homelessness Decision database Jan 2026  
 
hbpconsultancy.co.uk 
 

 For instructions on how to use this database, see this video: https://youtu.be/_GyzdbYQNcc 
 

37 
 

24 012 
832 

Milton Keynes 
Council  

Unsuitable TA, inadequate offer 
of accommodation 

Ms D complained the Council had placed her family in unsuitable interim and temporary accommodation. 
Based on current evidence I have upheld the complaint and the Council has agreed to pay financial redress to 
Ms D to recognise the time her family had to spend in unsuitable accommodation. 

24 017 
869 

Milton Keynes 
Council  

Complaints to LGSCO, Housing 
benefit in TA 

We will not investigate Miss X’s complaint the Council provided unsuitable accommodation after she fled 
domestic abuse. That is because this complaint has not exhausted the Council’s complaint procedure and is 
late. We will also not investigate her complaint about rent charges for her temporary accommodation. The 
Council amended the tenancy date and agreed to review the charges. Further investigation would not lead to a 
different outcome. 

24 014 
942 

Newcastle upon 
Tyne City Council  

gatekeeping, misuse of local 
connection, s.188, language 
barriers, verification of rough 
sleeping, £400 compensation 

Mr D complained the Council failed to accept a homelessness application, provide a decision or provide 
emergency accommodation. I have found the Council at fault because it failed to follow the correct process. 
The Council has agreed to make service improvements, and will pay redress to Mr D. 

23 001 
082 

North 
Northamptonshire 
Council  

Gatekeeping, domestic abuse, 
refusal of offer, £700 
compensation 

Ms X complained about the way the Council handled her homelessness application when she fled domestic 
abuse. The Council was at fault for a delay in arranging interim accommodation, inappropriate advice about the 
consequences of refusing an offer, a failure to confirm in writing why the property offered was suitable and the 
consequences of refusing, and failings in the complaints handling process. The Council will apologise, pay Ms X 
£700 for the distress caused and give guidance to relevant staff. 

23 020 
479 

North 
Northamptonshire 
Council  

Abuse from neighbour, risk of 
harm, threshold of 
homelessness, scope of 
inquiries, overcrowding, due 
process, poor communication, 
£500 compensation 

Mr and Mrs X complain the Council failed to meet its duties to them when they asked to be moved because of 
risk of harm and it assigned them the wrong housing band. We found there was fault in how the Council 
handled Mr and Mrs X’s homelessness application which caused them frustration and uncertainty. The Council 
should apologise to Mr and Mrs X and issue reminders to its staff. 

https://youtu.be/_GyzdbYQNcc
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24 018 
707 

North Tyneside 
Metropolitan 
Borough Council  

data breach re. domestic abuse, 
ICO, consideration of homeless 
application, gatekeeping, £400 
compensation 

After the Council disclosed Ms X’s address to a third party, putting her at risk of harm, it delayed information 
sharing and failed to properly consider whether it owed Ms X a homelessness duty. In recognition of the 
uncertainty Ms X has been caused by these faults, the Council has agreed to apologise, pay Ms X £400 and take 
action to improve its services. There was no fault in the Council’s decision not to write off Ms X’s rent arrears, or 
its decision she was not eligible to join the housing register. 

24 007 
615 

North Yorkshire 
Reasonable adjustments, 
disability, household make up, 
gatekeeping 

Between March and October 2024, Mr X engaged with the Council regarding his unsuitable housing situation, 
which involved serious issues like mould, a multi-level layout, and the impact on his health. Although his 
application was initially accepted and his priority banding increased, the Council repeatedly failed to 
communicate effectively and make reasonable adjustments for his vulnerabilities. It wrongly excluded his 
university-attending sons from his household, limiting his eligibility for a three-bedroom property until August 
2024. Mr X made several complaints about poor communication, inconsistent advice, and distress caused by 
delays and administrative errors, including being blocked from bidding on suitable properties. The Council 
eventually accepted the main housing duty and provided temporary accommodation in October, but 
acknowledged multiple faults, including not assessing Mr X’s housing needs sooner. As a result, it offered 
apologies, committed to staff training, and agreed to compensate Mr X with a total of £2,850 for the loss of 
opportunity, unsuitable housing, and distress experienced. 

24 000 
673 

Northumberland 
County Council  

Admin error, refusal of interim 
accommodation s.188, £1400 
compensation 

Mr X, who is street homeless, complained that he missed out on an offer of housing when the Council amended 
his email address on its computer system. To remedy the injustice caused the Council agreed to apologise to 
Mr X and make a payment to acknowledge the distress he experienced. 

22 009 
646 

Nottingham City 
Council  

Ending Temporary 
accommodation with 
unsubstantiated allegations 

The Council was at fault for the way it ended Mr X’s accommodation. It did not give him the opportunity to 
respond to allegations made against him before it decided to end his accommodation. The Council agreed to 
apologise to Mr X and make a payment to him for the uncertainty caused. 

https://youtu.be/_GyzdbYQNcc
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23 007 
792 

Nottingham City 
Council  

Disrepair, managing agents, 
service level agreements, damp 
and mould, £500 compensation 

Ms X complained that the Council failed to make sure the managing agent of her temporary accommodation 
provided a satisfactory repairs service. She said there was an unreasonable delay in replacing external doors 
which were not waterproof resulting in damp and mould and a delay in resolving issues concerning access to 
the property. We found the agency failed to complete the repairs in accordance with its service level 
agreement. In recognition of the injustice caused, the Council has agreed to apologise to Ms X and make a 
payment to her. 

23 013 
929 

Nottingham City 
Council  

Location of accommodation, 
assessment of risk, £500 
compensation 

Miss Y complained about the way the Council dealt with the information she provided about risk areas for her 
homelessness application. We have found fault by the Council, causing injustice, in failing to: update the 
information Miss Y provided about her risk areas, record this in one place and properly check its case notes; 
properly handle its contact with her about a potential accommodation offer; and its poor complaint handling. 
To remedy this injustice the Council has agreed to: apologise; make a payment to reflect the distress caused; 
and service improvements. 

24 002 
499 

Oxford City 
Council  

Gatekeeping, 6 week limit, 
delays, £3650 compensation 

Ms X complained about how the Council dealt with her homeless applications. She said this distressed her and 
caused her financial difficulty. There was fault in the way the Council delayed accepting its duty, delayed 
providing accommodation and placed Ms X and her family in bed and breakfast accommodation for more time 
than allowed in guidance. There was also fault in the complaint handling. Ms X suffered distress, uncertainty 
and was placed in financial difficulty. The Council has agreed to apologise, make a financial payment and issue 
guidance to its staff. 

24 005 
169 

Plymouth City 
Council 

Veteran with PTSD gatekept 
from s.188, no consideration of 
vulnerability, closing homeless 
application prematurely, 
LGSCO’s view on consideration 
of vulnerability, £800 
compensation 

The Council was at fault in its handling of Mr X's homelessness when he first approached in 2023 and when he 
made a further application in 2024. To remedy the injustice caused the Council has agreed to apologise and 
make payments to Mr X. The Council will also act to improve its services. 

https://youtu.be/_GyzdbYQNcc
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23 002 
461 

Plymouth City 
Council  

Consideration of supporting 
evidence 

Mr B complained the Council failed to properly consider his housing need and the supporting evidence he 
provided for his housing application. We find the Council was at fault for failing to address all the points from 
the evidence Mr B provided in support of his application. The Council has agreed to our recommendations to 
address the injustice caused by fault. 

23 016 
210 

Portsmouth City 
Council  

Storage costs, protection of 
property 

Mr X complained the Council failed to provide appropriate advice and assistance and support with storage 
costs when he was made homeless. The Council was at fault as it delayed providing interim accommodation 
and failed to advise Mr X about storage options. This caused Mr X distress and uncertainty and storage costs. 
The Council has agreed to apologise to Mr X, refund his storage costs and pay him £300 to acknowledge the 
distress and uncertainty caused by the delay in providing interim accommodation. It has also agreed to issue 
reminders to staff regarding discussing storage costs with applicant and on providing interim accommodation 
when it has reason to believe an eligible applicant is homeless and in priority need. 

22 001 
690 

Rochdale 
Metropolitan 
Borough Council  

Category 1 hazard, enforcement 
action, retaliatory eviction, 
£2000 compensation 

Miss X complains about the Council’s handling of her concerns about disrepair in her privately rented property 
from December 2021 to May 2023, when she moved out. The Council was at fault for not taking formal 
enforcement action against the landlord when it identified category 1 hazards in the property, which caused 
injustice. The Council’s determination the landlord’s eviction attempt was not retaliatory was unclear but did 
not cause Miss X significant injustice. The Council has agreed to apologise and make a payment to Miss X. It will 
also share this decision statement with relevant staff to reinforce the recent training it has already completed. 

23 012 
367 

Rossendale 
Borough Council  

Improvement notice, disrepair, 
£950 compensation 

Ms D says the Council delayed serving an Improvement Notice relating to hazards at her private rental home. 
We found evidence of fault by the Council and have upheld the complaint and completed the investigation 
because the Council agrees to pay redress. 

https://youtu.be/_GyzdbYQNcc
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23 021 
298 

Royal Borough of 
Greenwich  

6 week limit, reciprocal 
agreement with other council, 
£3650 compensation 

Miss X complains the Council placed her and her children in unsuitable interim and temporary accommodation 
and delayed in moving them. Miss X also complains the Council did not place her in the correct priority band 
under its housing allocations scheme. The Council was at fault as Miss X and her children lived in bed and 
breakfast accommodation for longer than six weeks so they lived in one room with shared facilities for longer 
than they should have done. The Council also delayed in contacting another council for a reciprocal agreement 
to house Miss X and delayed in accepting the main housing duty. The Council has agreed to remedy this 
injustice to Miss X by apologising and making a total symbolic payment of £3650 to her. 

23 007 
099 

Royal Borough of 
Kensington & 
Chelsea  

Council’s failure to prosecute 
landlord, £1400 compensation 

We will not investigate Mr X’s complaint about the Council’s decision not to prosecute his landlord for an 
offence, about delay in telling him its decision, and for not agreeing to help him with the cost of pursing a private 
prosecution. This is because the Council has already provided a proportionate remedy to recognise the 
injustice caused by the faults identified and an investigation would not lead to a different outcome. 

23 016 
416 

Royal Borough of 
Kensington & 
Chelsea  

Unsuitable temporary 
accommodation, ASB in 
temporary accommodation, 
£3000 compensation 

Miss B says the Council failed to move her from unsuitable temporary accommodation despite agreeing to do 
so and failed to act on antisocial behaviour from another resident. The Council left Miss B in what it accepted 
was unsuitable temporary accommodation for 18 months longer than it should have and failed to follow its 
antisocial behaviour policy. An apology, payment to Miss B, reminder to officers and training is satisfactory 
remedy. 

24 001 
508 

Royal Borough of 
Kensington & 
Chelsea  

Damp and Mould in temporary 
accommodation, ASB in 
temporary accommodation, 
delays, £3900+ compensation 

The Council was at fault for failing to address ongoing issues of damp and mould and anti-social behaviour in 
Miss X's temporary accommodation. The Council was also at fault for poor communication, delay acting on 
actions identified by its complaint process, and failure to keep the suitability of the accommodation under 
review. As a result, Miss X spent 19 months in unsuitable accommodation. To remedy this injustice, the Council 
has agreed to apologise, make payments to Miss X, and act to improve its services. 

https://youtu.be/_GyzdbYQNcc
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24 010 
307 

Royal Borough of 
Kensington & 
Chelsea  

Delays to main duty decision, 
review rights, unsuitable 
temporaru accommodation, 
£2100 compensation 

Ms C complained of behalf of Ms B that complained that the Council had delayed excessively in dealing with 
her homeless application and providing her with suitable accommodation. We found the Council delayed for at 
least 15 months in accepting the main housing duty towards Ms B and considering the suitability of her interim 
accommodation. It also took nine months to respond to her stage two complaint. This caused Ms B to live in 
unsuitable accommodation for at least a year longer than necessary. The Council has agreed to apologise to Ms 
B and make a symbolic payment of £1800 in addition to the £300 already offered. 

24 022 
147 

Royal Borough of 
Kensington & 
Chelsea  

unsafe temporary 
accommodation, domestic 
abuse, risk assessment, poor 
advice, £4400 compensation 

Miss D says the Council left her in unsafe temporary accommodation. I have found the Council at fault and 
Miss D was left in unsuitable accommodation for 22 months. The Council has agreed to pay Miss D redress. 

23 017 
702 

Royal Borough of 
Kingston upon 
Thames  

Gatekeeping of domestic abuse, 
representative applying on 
applicant’s behalf, support from 
IDVA, scope of inquiries 
regarding domestic abuse, £400 
compensation 

Ms X complains that the Council wrongly considered she did not qualify for the housing register and did not 
consider her homelessness application. The Council is at fault as it did not properly consider Ms X’s housing 
register application and failed to consider a homelessness application made by her representative. As a result, 
the Council’s decision that Ms X did not qualify for the housing register was wrong. The Council has agreed to 
remedy the injustice to Ms X by apologising to her and making a payment of £400. It will also now place Ms X on 
the housing register. 

24 001 
898 

Royal Borough of 
Kingston upon 
Thames  

Unsuitable temporary 
accommodation, cost of food in 
temporary accommodation, 
£2250 compensation 

The Council delayed issuing a decision on Miss B’s homeless application, left Miss B and her children in hotel 
accommodation for more than six weeks, delayed responding to Miss B’s representative and failed to keep 
proper records. An apology, payment to Miss B, reminder to officers and a review of the Council’s processes is 
satisfactory remedy. 

24 006 
496 

Royal Borough of 
Kingston upon 
Thames  

Avoiding main housing duty, use 
of dodgy agent, gatekeeping 
s.188, delays 

Mr Y complained about the Council’s actions and lack of support when he approached it for homelessness 
advice. This led to him to being housed out of the area and he is now ineligible for its housing register. This 
caused him significant distress impacting on his mental health and wellbeing. We found the Council at fault. It 
agreed to make an apology, pay a further symbolic payment, and make a decision about a housing register 
application. 

https://youtu.be/_GyzdbYQNcc
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24 010 
394 

Rugby Borough 
Council  

Affordability, Part 6, £200 
compensation 

Miss D says the Council has not been fair in the way it calculated her family’s income in its housing allocations 
assessment. Miss D’s partner is self-employed with a variable income. But in its calculation of their income, the 
Council made no allowances for holidays, sickness of other seasonal variations. We uphold the complaint. The 
Council has agreed to our recommendations of a remedy for the uncertainty this led to. 

24 015 
799 

Runnymede 
Borough Council  

Fire, gatekeeping, threshold, 
nature of duty, £500 
compensation 

Mr Y complained how the Council handled Mr X’s homelessness after a fire at his home. He says the Council 
failed to take appropriate action in line with homelessness legislation. We find the Council was at fault for its 
delay in taking a homeless application from Mr X and its failure to offer interim accommodation. This meant Mr 
X had to live in unsuitable accommodation. The Council has agreed to our recommendations to make a 
payment to Mr X and implement service improvements. 

24 006 
677 

Sandwell 
Metropolitan 
Borough Council  

Overcrowding, delays, priority 
banding 

Miss X complained the Council has incorrectly assessed her priority on the housing register and failed to 
properly consider the extent of their overcrowding and how many bedrooms her family is short of their assessed 
need. The Council’s failure to have proper regard to the statutory overcrowding standards in this instance is 
fault. As is the significant delay in responding to Miss X’s complaint. These faults have caused an injustice. The 
Council has agreed to apologise to Miss X, make her a payment and re-assess her request for increased 
priority. It has also agreed to make service improvements. 

24 009 
565 

Sandwell 
Metropolitan 
Borough Council  

unsuitable accommodation, 
late complaints, wrong 
ombudsman £9600 
compensation 

Mr A complained that the Council has not moved him and his family although it has accepted he is in unsuitable 
accommodation. We found the Council is at fault and this delay has caused Mr A an injustice. We have 
recommended a financial remedy, which the Council has agreed to. 

24 007 
891 

Sefton Borough 
Council 

Landlord complaint as tenant 
evicted under s.8 advised to 
remain until bailiffs 

Landlord complained the Council wrongly told his tenant to remain in his property despite him serving s.8 
eviction notices and delayed responding to his complaint. The Council failed to consider whether it was 
reasonable for Mr Y to remain in the property and delayed responding to a complaint. Mr X incurred 
unnecessary legal and bailiff costs and experienced frustration. An apology, payment to Mr X and reminder to 
officers is satisfactory remedy. 

https://youtu.be/_GyzdbYQNcc
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24 007 
407 

Slough Borough 
Council  

Council paying off temporary 
accommodation rent arrears 
due to bad advice they gave 

Ms X says the Council did not deal with her housing properly. The Council did not inform Ms X of her rent 
properly or complete affordability assessments. Ms X suffered accrued rent arrears, financial loss and 
avoidable distress. The Council should pay Ms X £300 for avoidable distress, repay her £2760 payments, reduce 
her rent account balance to zero and provide guidance to staff. 

23 002 
572 

Somerset Council  

Gatekeeping, consideration of 
vulnerability threshold, clarity of 
decision letters, rough sleeping, 
£500 compensation 

There was fault by the Council. There was delay in responding to a request to make a homeless application and 
in sending out decision letters. There were also errors in the decision letters, which has meant uncertainty for 
Mr X, who is street homeless. Making a payment to Mr X and carrying out a new assessment of his homeless 
application remedies the injustice. 

24 001 
117 

South 
Gloucestershire 
Council  

s.198 local connection referrals. 
Domestic abuse, multiple local 
connections, evidence for 
abuse, £200 compensation 

Miss X complained about the Council’s decision to refer her homelessness application to another council area 
where she said she had suffered domestic abuse. The Council was not at fault for the way it reached the 
decision to refer Miss X’s homelessness application. It was at fault for not providing full information with the 
referral and for initially advising Miss X she could request a review of the decision. The Council has agreed to 
apologise and make a payment to acknowledge the distress the faults caused and to remind officers to ensure 
referrals to other councils contain sufficient information about the case. 

25 001 
667 

Southend-on-Sea 
City Council 

unsuitable temporary 
accommodation, OT reports, 
medical assessment, £7500 
plus £200 per additional month 

The complainant (whom I refer to as Ms D) says the Council placed her in unsuitable temporary 
accommodation which does not meet her medical needs. She says the Council has failed to explain what steps 
it will take to provide suitable accommodation. 

24 018 
625 

Southend-on-Sea 
City Council  

category 1 hazard, damp and 
mould, prevention duty, 
restriction of contact, 
improvement notice, £200 
compensation 

Summary: The Council was not at fault for how it handled reports about the condition of Ms X’s property or for 
how it placed restrictions on her contact. The Council was at fault for how it handled some of her requests for 
re-housing. This meant Ms X had to wait longer than she should have to receive assistance. The Council agreed 
to apologise, make a payment to Ms X for the uncertainty she experienced as a result of the delays providing 
homeless assistance and carry out a service improvement. 

https://youtu.be/_GyzdbYQNcc


 

 

Local Government and Social Care Ombudsman Homelessness Decision database Jan 2026  
 
hbpconsultancy.co.uk 
 

 For instructions on how to use this database, see this video: https://youtu.be/_GyzdbYQNcc 
 

45 
 

22 010 
275 

Stoke-on-Trent 
City Council  

Gatekeeping, s.188 inquiries, 
sofa surfing, £1000 
compensation 

Mr X said the Council failed to properly assess his homelessness application and its housing duties and failed 
to properly assess his application for a discretionary housing payment. We found the Council was at fault for 
failure to fulfil its homelessness duties causing him to miss out on accommodation. This caused Mr X 
frustration, uncertainty, distress and put him to the time and trouble of complaining. We have not made a 
finding about Mr X’s application for a Discretionary Housing Payment. The Council has agreed to our 
recommendations to remedy the injustice.  

24 001 
650 

Tameside 
Metropolitan 
Borough Council  

Advice to wait for the bailiffs, 
inadequate consideration of 
para 6.35 

Mrs X complained about the Council’s failure to rehouse her tenant from her property after she served a notice. 
We found the Council at fault as it did not consider whether the property was reasonable for the tenant to 
remain in occupation, during the period Mrs X was seeking possession of the property. The Council has agreed 
to our recommendations to remedy the injustice. 

24 010 
958 Thurrock Council  Advised to wait for the bailiffs 

Ms X complained about the Council’s advice when she was given an eviction notice by her landlord. We found 
the Council at fault. The Council has offered to cover Ms X's court costs and make a payment in recognition of 
her time and trouble in making a complaint. The Council has agreed to make a further payment in recognition of 
the distress caused by its fault. The Council has also agreed to carry out service improvements to avoid a 
repeat of the fault identified. 

24 004 
275 Torbay Council  

Homeless whilst with family, 
prevention vs relief duty, 
protection of property, storage 
costs, DHP, inadequate offer of 
compensation, £900 
compensation 

Miss X complained the Council did not properly process her homelessness application. We found fault by the 
Council that resulted in Miss X and her family being homeless for four months longer than necessary. The 
Council agreed to apologise to Miss X and make her a payment in recognition of the injustice caused to her and 
her family. 

23 000 
636 

Torbay Council 23 
000 636 

Prosecution of landlord by 
council for harassment 

Mr B complains that the Council failed to properly consider whether to prosecute his former landlord for 
harassment after it agreed to do so. 

https://youtu.be/_GyzdbYQNcc
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20 008 
807 

Warwick District 
Council 

PHP, suitability of temporary 
accommodation, refuge, 
application to different 
department 

Mrs X complains the Council failed to treat her daughter, Miss Y, as homeless due to fleeing domestic abuse 
when she approached the Council in September 2019. Mrs X also complains that having accepted a homeless 
application, the Council failed to correspond with the refuge to enable Miss Y to remain there; produced a 
generic, unachievable personalised housing plan; and failed to provide her with suitable temporary 
accommodation. The Council’s failure to identify and consider whether its homelessness duties were engaged 
in October 2019 amounts to fault. As does its failure to provide Miss Y with suitable temporary accommodation 
in line with its homelessness duty. There was also fault in the complaint process. These faults have caused 
Miss Y and Mrs X an injustice. 

23 009 
741 

West Suffolk 
Council  

Protection of property, 
reasonable adjustments (large 
print documents), £0 
compensation 

Mr X complained about how the Council supported him after he became homeless. There was fault in how the 
Council decided to reduce the funding it provided to protect Mr X’s possessions and how it delayed acting on 
his request for large print documents. The Council agreed to apologise to Mr X and review its decision about 
how much it should contribute to the storage of Mr X’s belongings. 

22 006 
195 

Westminster City 
Council  

Domestic abuse, children’s 
services, when s.184 arises, 
child and family support re. DA, 
£650 compensation 

Ms X complained about the Council’s failure to support her when she reported domestic abuse. The Council 
was at fault for not properly considering whether she was homeless in 2019 and 2021, for failings in a child and 
family assessment in 2021 and a delay in making amendments after agreeing to do so. It should apologise and 
pay her £650 to recognise the uncertainty caused, and the additional time and trouble Ms X was put to. 

22 016 
909 

Westminster City 
Council  

Gatekeeping, evidence for 
domestic abuse, reason to 
believe, 

Ms X complained about the Council’s handling of a homelessness assessment telephone call when she said 
she was at risk of domestic abuse. The Council was at fault for not properly explaining what information it 
needed and why it needed it, not being clear about what information it had considered before deciding it did not 
have “reason to believe” Ms X was homeless and applying too high a bar when making that decision. It should 
apologise, and pay Ms X £250 for the distress, frustration and uncertainty caused. It should share the learning 
from this case with relevant staff. 

https://youtu.be/_GyzdbYQNcc
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23 003 
033 

Westminster City 
Council  

Paying rent in temporary 
accommodation, £200 
compensation + reimbursement 
of 9 weeks’ rent 

Ms B complained the Council delayed telling her she would need to pay rent for interim accomodation. She 
says because of this, she accrued rent arrears and was delayed from bidding on the housing register. We found 
fault with the Council for delays telling Ms B she was liable to pay rent for interim accomodation and accepting 
the main housing duty. To remedy the injustice caused to Ms B by these faults, the Council will make a financial 
remedy. It will also make service improvements. 

23 007 
999 

Westminster City 
Council  

Failure to respond to applicant, 
delays, poor communication, 
£100 compensation 

Miss X complains the Council failed to respond to her contacts and delayed assessing her homelessness 
application. We found there was fault and the apology and payment the Council offered to Miss X was a 
reasonable remedy to her complaint. 

23 010 
339 

Westminster City 
Council  

Delay to relief duty, data 
breach, contents of 
personalised housing plan 

The Council was at fault for delaying in providing Mr X with a homelessness relief duty and for wrongly telling 
him to attend a homelessness assessment. As a result, the Council delayed in providing Mr X with help to 
relieve his homelessness. The Council agreed to apologise to Mr X and make a payment to recognise the 
distress and uncertainty caused. 

24 004 
079 

Westminster City 
Council  

Council as corporate parent, 
co-operation between housing 
and children’s services, 
unsuitable accommodation 

Mr X complained about the Council’s handling of his homeless application and placement at unsuitable 
accommodation. This caused frustration, distress and significant impact on his vulnerabilities. We found the 
Council at fault. The Council agreed to our further recommendations to remedy Mr X’s injustice with an 
apology, symbolic payment, and to highlight this as a case study to relevant staff. 

24 014 
031 

Westminster City 
Council  

Inappropriate terminology, 
consideration of abuse, 
violence against women and 
girls, abuse from neighbour, 
£310 compensation 

Ms X complained about the Council’s actions in relation to her homelessness application between 2021 and 
2024, and about terminology it used to describe child sexual abuse. The Council delayed making decisions 
about Ms X’s homeless application and used inappropriate language to describe child sexual abuse which 
caused Ms X frustration and distress. The Council had already offered Ms X an appropriate remedy for the 
frustration she was caused. It will apologise to Ms X for the distress caused by the inappropriate language. 

https://youtu.be/_GyzdbYQNcc
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23 020 
022 

Wiltshire Council 

Complaints from family 
members, gatekeeping, 
consideration of medical 
evidence, presence of 
diagnosis, s.188 threshold, 
scope of vulnerability inquiries, 
PHP delay, £3834 
compensation  

Mr X complained on behalf of his son, Mr Y, that the Council failed to provide him with interim accommodation 
when he presented as homeless. We found the Council was at fault in failing to offer Mr Y interim 
accommodation pending the outcome of its inquiries to ascertain whether he was vulnerable. In recognition of 
the injustice caused, the Council has agreed to apologise and make a payment to Mr Y and Mr X. 

23 016 
149 

Wirral 
Metropolitan 
Borough Council  

Rent arrears, skipping bids, joint 
tenancy, intentional 
homelessness, damp and 
mould, contemporaneous 
record keeping, conduct of 
applicant in temporary 
accommodation £1500 
compensation 

Miss X complained about the Council’s handling of her homelessness application. The Council had already 
accepted it was at fault for not allowing Miss X to join the choice-based lettings scheme and for wrongly 
deciding she was intentionally homeless. We also found the Council at fault for failing to update records 
promptly. However, we did not find the Council at fault for its response to reports about disrepair. But we found 
there is remaining injustice caused by the Council’s fault, in the form of distress, lost opportunity, and 
uncertainty, which the Council agreed to remedy. 

24 001 
627 

Wyre Forest 
District Council  

assessment of domestic abuse, 
gatekeeping of s.188 
accommodation, £500 
compensation 

The Council's delay providing Miss X with interim accommodation when she was homeless because of 
domestic abuse was fault. This left Miss X living with avoidable fear of further abuse for 24 days. To remedy this 
injustice, the Council has agreed to apologise and make a payment to Miss X. It should also act to improve its 
services. 

 

https://youtu.be/_GyzdbYQNcc

