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Code Council Keywords Summary
managed move, county lines,
loitati f ding, . - ; ] .
exploftation, sateguarding The Council was at fault for failing to act with a sense of urgency in completing a managed move
harassment, homeless . . . . - o .
aoblicatioh imbact o oure for Miss X. It was also at fault for making her offers of unsuitable housing, and in failing to issue
25008 Adur District t:npanc . plexit disabilit formal decision notices. This caused Miss X injustice in that she was housed unsuitably, and
381 Council % e separated from her child, for longer than she would otherwise have been. The Council agreed to
accessible accommodation, . . . . L R
: apologise to Miss X, make her a symbolic payment in recognition of the injustice caused, and take
FpasgEbisstjustments, action to prevent a recurrence
human rights, £3600 P )
compensation
- Mr X complained the Council wrongly refused to include two of his children on his housing register
- children reasonably expected gLy . . L . ) . .
24016 Babergh District to reside. remit of LGSCO application and failed to consider exercising its discretion to do so. There is no evidence the
746 Council R . ’ Council considered whether to exercise discretion to include the two children. An apology to Mr X,
fettering discretion . . . . . . L
further consideration of his case and reminder to officers is satisfactory remedy.
Miss X complained the Council failed to resolve repeated repair issues with her temporary
Disrepair in temporary accommodation, making the property unsuitable to live in. The Council failed to assess the
23019 Basildon Borough | accommodation, council suitability of Miss X’s accommodation and failed to act on repeated reports of disrepair. This
835 Council external contractors, £1000 caused Miss X and her family frustration and distress. The Council will apologise, make a
compensation payment to Miss X and review its processes for responding to reports of disrepair with its
temporary accommodation.
Mr Z complains on behalf of Miss X that the Council placed her in Bed and Breakfast
definition of Bed and accommodation with her small children for longer than the law allows. Mr Z said the area the
24018 Basildon Borough . Council placed Miss X was unsuitable due to the crime rate. Mr Z has also complained about the
K Breakfast, B+B, remit of g . . - . . .
358 Council LGSCO 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.
Ms B complained the Council repeatedly failed to support her with re-housing as a victim of
domestichblke. satekacpih domestic abuse. We upheld the complaint, finding the Council at fault for how it responded to a
24023 Basildon Borough S 8 p. & series of contacts she made between 2022 and 2024. We could not say that this meant Ms B did
. limitations of LGSCO, remit, . R R . . .
375 Council not receive support with re-housing she should have received. But the resulting uncertainty

£600 compensation

caused Ms B an injustice as distress. The Council has accepted these findings and at the end of
this statement we set out the action it has agreed to remedy that injustice.
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Unsuitable Temporary

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

23020 Birmingham City accommodation, 6 week limit, | for over 32 weeks. The maximum time limit bed and breakfast accommodation can be used for
552 Council reimbursement for food, homeless applicants with dependent children is six weeks. Mr C said the accommodation caused
£3310 compensation increased living expenses and distress. The Council has agreed to make a payment to remedy his
family’s injustice.
There was fault by the Councilin how it dealt with Mr X’s housing situation. It took too long to
25004 Birmingham City househo%d make-yp, primary assgss M.r X’s change in circ.um§tances and to ask him for proof thgt, he \.N'as the primary carer for
317 Council carer, child benefit, court all his children. Its communication was also confusing. The Council’s failings caused Mr X
order, £500 compensation distress, confusion, and frustration. The Council has delivered training and improved its guidance
to its staff. It will also apologise to Mr X and make him a symbolic payment.
The Council failed to seek evidence about the domestic abuse Ms X reported in a trauma-
Domestic abuse, gatekeeping, | informed way. This caused her avoidable distress while she sought homelessness support. The
23017 Blaby District trauma informed inquiries, Council also failed to notify her of a key decision in relation to her homelessness, failed to offer
728 Council inadequate advice, £850 her interim accommodation and gave her incomplete advice about her housing options. In
compensations 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.
24001 Blackpool Medical assessment and the Council failed to properly consider Miss B’s evidence when completing a banding review. An
158 Borough Council housing register banding apology to Miss B and agreement to carry out a further review is satisfactory remedy.
S Ms X complained the Council failed to take appropriate action when she and her partner
24006 Bolton . js.18§.threshold, priority need, presented as homeless in July 2023. We find no fault in the failure to provide interim
779 Metropolitan . Inquiries Solliglen of pragh ot accommodation in July 2023. The Council decided Ms X was not in priority need until more
Borough Council upheld L . A . . . S
detailed information was provided in August which prompted it to change its view.
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
23012 Bournemouth, Delays to main duty decision, social housing. We found the Council at fault for how long it took to assess Mr X’s homelessness
732 Christchurch and delays to get on housing and decide to owe him the main housing duty. We also found the Council at fault for the way it

Poole Council

register, £800 compensation

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.
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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

Bournemouth, . X said unclear advice from a housing officer meant he borrowed the money from a friend to cover
23020 . Rent deposit scheme costs, . . . .
827 Christchurch and complaint handlin the payments which the Council subsequently refused to reimburse. There was no fault in how
Poole Council P g 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.
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
Rent and HB arrangements in . n . - ! .
. . historic rent arrears and falsely claimed to have previously alerted her. Mrs X said this caused her
24002 Brighton & Hove Temporary accommodation, " —r . . ; .
. . o distress and placed her in financial difficulty. She would like the Council to remove the debt.
393 City Council affordability, £500 . . ) . .
combeniation There was fault in the way the Council did not monitor the rent account and communicate this
P with Mrs X. This distressed Mrs X. The Council has agreed to apologise, make a financial payment
and review the property affordability.
Mr X complained about the Council’s failure to properly assess his care needs and the support he
24010 Brighton & Hove Supported accommodation receivedina suppqrted accommodation placement. He said he experlen‘ced distress, and his
650 City Council placement, care and support mental health was impacted as a result. We found no fault by the Council. It properly reached
y needs, not upheld decisions around the placement and support Mr X should receive based on the information
available to it at the time.
Mrs X complained the Council failed to offer suitable interim accommodation and appropriate
25005 Brighton & Hove domestidablise, gateKespihe, §uppprt when she wa.s fleeing domes.tic abuse..We find t,he Cognci.l at fau.lt for failing tF) provide
498 Citv Council £1100 compensation interim accommodation and a delay in processing Mrs X’s application. This is fault which meant
y P Mrs X and her child were left without suitable accommodation for 4 months. The Council has
agreed to apologise and make a symbolic payment to Mrs X.
Brighton & Hove MxY complains the Council mishandled their homelessness application and placed them in
23013 Citg Council 23 Suitability of accommodation, unsuitable interim accommodation. The Ombudsman finds fault with the Council’s handling of
772 y rude staff, £350 compensation | the homelessness application. The Council has agreed to apologise to MxY and pay a financial

013772

remedy.
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Unsafe temporary

MrY 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

24001 Bristol City accommodation, domestic at risk. This caused Miss X avoidable distress during an already stressful period. The Council
471 Council abuse, s.188, sofa surfing, agreed to apologise and make a payment to Miss X in recognition of the distress caused. We
£200 compensation found no fault with how the Council handled Miss X’s homeless application after her stay in
interim accommodation.
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
. . Unsuitable temporary . . . . .
24002 Bristol City . . temporary accommodation was unsuitable was the result of service failure and despite the
. accommodation, disabled e A p . .
303 Council i . Council's efforts. The Council's failure to properly assess the needs of Miss X's Disabled child, its
child, £2100 compensation iy . . . . .
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.
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
24002 Bristol City Protection of property, £500 the Council at fault for how it ended Ms X’s temporary accommodation and for how it responded
934 Council compensation 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.
unsuitable s.188 interim The Council offered Miss B unsuitable accommodation and did not fully take into account her
. . accommodation, raising disability, nor act quickly enough when she did not feel safe at her interim accommodation. This
24023 Bristol City ) . . . g ) . . .
. complaints against meant that Miss B spent time in inaccessible accommodation, and was left distressed, uncertain,
264 Council . . —_— ) . . .
neighbours, feeling unsafe, and frustrated. The Council will apologise to Miss B, make a payment to her, and review how it
disability, £400 compensation | records information about accessible interim accommodation.
23008 Buckinghamshire Gatekee.plng, local . The Co.unC|l has already acce.pted fault for its handling of Mr X’s hom.el.essrmess in 2021. The
. connection, late complaints, Council has agreed to apologise and make a payment to Mr X for the injustice caused. There was
909 Council . . - * . A . . .
£250 compensation no fault in the Council’s decision Mr X did not qualify to join the housing register.
Calderdale Mental capacity and homeless | MsY complained the Council failed to arrange the necessary support to help meet Mr Z’s social
23002 . . ; . , . . .
799 Metropolitan applications, co-operation care and housing needs. As a result, she says Mr Z’s health and wellbeing rapidly deteriorated,

Borough Council

with social services

and he was eventually detained in hospital under the Mental Health Act 1983 (MHA)
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Interaction between Care Act

Mx D complains the Council failed to meet their housing and social care needs when they were

Calderdale 2014 and housing, unsuitable homeless. They said, as a result they experienced distress and had a loss of care support. We
23016 . . . . . L
753 Metropolitan accommodation, care and found the Council’s Housing and Adult Social Care teams caused delays and faults in its
Borough Council support needs, £1200 processes. The Council will apologise and make payment to acknowledge the injustice Mx D
compensation experienced.
domestic abuse, gatekeeping,
fusi .188 interi . . . . . . R .
;ig;::fnidgﬁéﬂ edr;rg cd Miss X complained the Council delayed in dealing with her homelessness application despite her
25012 Cambridge City X o ’ 4 priority need due to domestic violence. We find the Council at fault for a delay in assessing Miss
. inquiries, closure of s - . . . :
406 Council apPlieERBpoor X’s application. The delay caused Miss X distress and frustration. The Council has agreed to
communication £150 apologise and make a symbolic payment to remedy the injustice caused.
compensation
Miss X complains about how the Council dealt with her homelessness application. The Councilis
. . at fault as it failed to provide proper advice to Miss X on benefits and storage, delayed in accepting
Protection of property, advice . . . . . . . . .
. . the main housing duty and failed to notify Miss X of her right to seek a review of its decision that
23007 Canterbury City about protection of property, . ] . . .
. her temporary accommodation remained suitable. These faults caused uncertainty and distress
396 Council charges for storage, £500 . 3 . N . . .
compeniatimn to Miss X. The Council has agreed to remedy the injustice by apologising to Miss X and making a
P 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.
Mr X complained about the Council’s actions after he served a notice to his tenants and led to
eviction process, council their eviction. We found the Council at fault as it did not contact Mr X, as the landlord, throughout
24021 Canterbury City contacting landlord about the process, or consider whether it was reasonable for the tenant to remain in occupation during
529 Council tenants, s.21, £200 the relevant period. This caused Mr X frustration and uncertainty. The Council has agreed to
compensation apologise and make a symbolic payment to recognise his injustice from the faults identified. It
has also agreed to take action to prevent recurrence of fault.
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
24004 Chelmsford City Housing register priority, £500 re’;celve the homelessngss gssmtance he should have. We found the C.OUH.CIl at fa.u.lt for closing Mr
. > X’s homelessness application early which meant there was a delay with him receiving the correct
452 Council compensation

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.



https://youtu.be/_GyzdbYQNcc

Local Government and Social Care Ombudsman Homelessness Decision database Jul 2026
hbpconsultancy.co.uk
For instructions to use this database see https://youtu.be/ GyzdbYQNcc

City of Bradford

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

23003 . Pets, dog, expiry of s.21, £300 abuse. The Council also did not consider offering interim accommodation which could
Metropolitan . . - kYL ) L
205 s . compensation accommodate his dog. The Councilis also at fault as it did not notify Mr X of his right to seek a
District Council . . . . . L . .
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.
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,
23013 City of Doncaster Local connection, prevention S—— A . e
264 Council B the Council failed to act to possibly prevent his homelessness. To remedy his injustice, the
y Council has agreed to apologise and make a symbolic payment to Mr X. It will also undertake staff
training.
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
. I administered Mrs X’s homelessness application. These faults caused uncertainty about whether
23;01 Cornwall Council R;I;;;c;mi;\elghbours, g 135 the Council could have secured suitable interim accommodation for Mrs X in 2021. This
g ping 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.
. . the Council was at fault when it failed to update its system promptly to stop Mr X being nominated
Location of accommodation, Y . ! . S .
. . ) for properties in areas of the city where he was at risk. This caused him significant distress
23013 Coventry City risk from previous perpetrators ) .
. ) because he feared he would be offered a property in an area where there was a risk of contact
911 Council of ASB, auto bid, £300 . . . ; . . .
. with the perpetrators of anti-social behaviour. The Council has agreed to provide a suitable
compensation
remedy.
Miss D complains the Council failed to correctly deal with private housing disrepair,
25003 Dartford Borough consideration of evidence of homelessness and alleged harassment by her landlord. | have not found fault by the Council
041 Council harassment except for a failure to obtain a Police report when considering the harassment allegations. The

Council has agreed to review the evidence in the harassment case.
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Autism, reasonable
adjustments, PA, late review

The Council’s failure to make reasonable adjustments to enable Mr Y to pursue a homeless

23011 . . . application was fault. The Council was also at fault for relying on a method of communication it
Dorset Council requests, need for internetin - . .
941 ) knew MrY could not access and for wrongly refusing to accept a late review request. The Council
temporary accommodation, . .
» should apologise, carry out the review, and make payments to Mr X and Mr.
£1000 compensation
R : ; . Mr X complained the Council failed to take enforcement action against his landlord in relation to
24017 Dover District Disrepair, enforcement action, . . . . . . N . .
. - . . disrepair at his property. We have discontinued the investigation into this complaint as Mr X has
620 Council judicial review proceedings - . . . .
brought Judicial Review proceedings against the Council.
The Council failed to arrange interim accommodation for Mr B and his son, K, when they were
Dudley Parental responsibilities when | homeless and it did not provide sufficient support to safeguard and promote K’s welfare. As a
24000 . . - . . .
Metropolitan separated, paying for result, Mr B and K were sofa surfing for around four months. While the Council does not agree with
293 . ! - . .
Borough Council temporary accommodation our findings, it has agreed to apologise and make payments to Mr B and K. It has also agreed to
make service improvements.
The Council was at fault for delays in making decisions on Ms X’s homelessness application, for
Nature of temporary . .. . . . . .
. A ; not taking sufficient steps to protect their belongings, and for not discussing the case with her by
23001 East Lindsey accommodation, protection of . . . !
- . ] telephone or in person at the review stage. The Council will apologise, pay Ms X £500 to remedy
348 District Council property, review protocol, . . d - .
. the uncertainty caused and the damage to/loss of belongings. It will give guidance to relevant
£500 compensation
staff.
domestic abuse, gatekeeping, . . . . Ny . ..
8 . ping Miss X complained the Council conducted a homelessness interview insensitively and she had to
s.188 accommodation / . . ] e .
. . ! discuss the domestic abuse she experienced. She also complained it failed to properly consider
24017 Epping Forest threshold, scope of inquiries, S . . . -
. . i her application to join its housing register. We have found fault by the Council on both matters.
225 District Council trauma-informed responses, . . . ! .
1 . The Council agreed to apologise to Miss X and make her a symbolic payment to recognise the
Part 6, housing register, £850 . . .
. distress, frustration and uncertainty caused to her.
compensation
Closing applications to early,
multiple investigations, . . . IS . .
. P 8 The Ombudsman finds fault with the Council for failing to follow the correct legislation to close
24011 Halton Borough deliberategeng unreasciatle homelessness applications for nine applicants. The Council has agreed to provide financial
076 Council refusal to co-operate, falsified PP PP g P

documents, £150
compensation each

remedies to those caused injustice and carry out service improvements.
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23005
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.

24000
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
personalinformation to third parties. The Information Commissioner’s Office is better placed to
consider this matter.

21009
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.
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unsuitable temporary

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

25000 Herefordshire accommodation, anticipatory it explored the private rental sector, and failed to provide her with the help initially offered. The
136 Council duties re. larger homes, £3750 | Council agreed to send her a written apology, pay £3,750 for the distress caused, make £250
compensation 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.
Mr X complains the Council has delayed serving an improvement notice about his home and not
. Improvement notice, dealt with enforcement properly regarding his landlord. The Council is at fault because it delayed
23014 High Peak . ) . . i . Lo
571 Boroush Council enforcement, disrepair, £400 dealing with problems Mr X reported about the condition of his home. Mr X had to live in
g compensation 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.
Refusal to follow LGSCO Hounslow refusing “to do right” by homeless pregnant woman it failed - Local Government and
NA Hounslow . .
recommendations Social Care Ombudsman
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
. ti L t , iteh king for it L just t the E lit
23021 Isle of Wight Reasonable adjustments, emotional support dog des.pl e her asking or.| as a reasonable adjustment under g quality
055 Council emotiondstiboort anitals Act. We uphold the complaint about the housing of the dog, although for a shorter period than
PP 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.
Mr B complained the Council delayed in taking action despite recognising category one hazards at
. category 1 hazard, his accommodation. We find the Council at fault for a delay in taking enforcement action when
24019 Isle of Wight . - . . . .
151 Council enforcement, £2850 category one hazards were identified. This caused Mr B distress, frustration and uncertainty. The

compensation

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.
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Rodent infestation, 6 week bed

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

24002 Kensington and ~ housing officer, it did not explain storage options for her belongings, which led to damage, and its
and breakfast B+B limit, L L . Ly - .
584 Chelsea 2 poor communication caused additional distress. The Council’s decisions around her medical and
storage of belongings . L S . . . .
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.
Reasonable adjustments, . . I . . .
L . . Miss B complained the Council failed to meet its duties to her when she became threatened with
brain injury, autism, equality ] . .
act. disability. personalised homelessness and then homeless. She says the Council wrongly advised her to stay in her rented
24000 Leeds City hOl.;Sin lany’ prevention bt property even after the landlord asked her to leave. We found fault in how the Council handled
336 Council exDir c?f?sect’ign 21 ‘unwilliny’ Miss B’s homeless application which caused her distress at a difficult time and meant she was
piry I ’ g subject to legal action which could have been avoided. The Council agreed to apologise to Miss B,
to engage’, £400 o . A .
) review its procedures, and issue reminders to its staff.
compensation
Miss Y complained about the way the Council dealt with her housing register and homelessness
! . 1 applications. We have found fault, causing injustice by the Council, in its: delay and failures
gatekeeping, s.188 interim ’ . s o ] . : .
. . - assessing Miss Y’s homelessness application and its homelessness duties; failure to provide her
. accommodation, disability, : . . A . . . ! . .
24013 Leeds City ) . with suitable interim accommodation; and failure to provide clear information about its
. prevention duty, relief duty, h A .
895 Council ; procedure for direct let offers. We have also found fault by the Council in failing to keep proper
record keeping, £350 . e . . .. W .
compenshtich records of a prevention duty decision, which did not cause injustice. The Council has agreed to
P remedy the injustice by: apologising to Miss Y, making a payment to reflect the upset and worry
caused; and making a service improvement.
eligibility, home office,
t ineligible, s.1 - . - . . .
.overg ayer, ineligib e,.s 83 The Council failed to consider providing Miss X with emergency severe weather accommodation
. interim accommodation . . o . . . .
25002 Leeds City during freezing temperatures because it misunderstood its protocol. This caused Miss X distress
. threshold, SWEP, sever R N 1 . . .
364 Council and may have put her at risk of harm. The Council will apologise, make a payment, and improve its

weather emergency provision,
equality act, data protection,
£300 compensation

service. There is no fault with the way the Council handled Miss X’s homeless application.

10


https://youtu.be/_GyzdbYQNcc

Local Government and Social Care Ombudsman Homelessness Decision database Jul 2026
hbpconsultancy.co.uk
For instructions to use this database see https://youtu.be/ GyzdbYQNcc

Accommodation affecting
health, inter-departmental co-

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

23010 Leicester City operation, mould and damp, at fault for not considering the full breadth of its powers and responsibilities when responding to
049 Council safeguarding, Children Act concerns around safeguarding and the condition of Mrs X’s home. We have also found it at fault
1989, HHSRS, £650 for its communication. We have made recommendations to remedy the injustice this caused. We
compensation 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.
Mr X complained the Council failed to respond to his review requests about its homelessness and
23019 Leicester City Delays in dealing with s.202 housing allocation priority decisions. We found there was delay in the Council’s responses to Mr
872 Council request 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.
Mr X complained that the Council failed to provide sufficient support with his homelessness and
24005 Leicester City Refusal to follow LGSCO hou§|ng application and that |.t also falled to prov@g su!table aF;commodatlon for hlm and his
927 Council recommindations 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.
We have written this further report because the Council has refused to comply with one of the
recommendations made in our reportissued on 9 October 2025. Although the Council has confirmed it
24005 Leicester City Refusal to follow LGSCO will apologise to Mr X and make a payment of £500 for the distress its fault caused, it has refused to
927 fr Council recommendations remedy all the personal injustice caused. We are not satisfied with the Council’s explanation for refusing
to fully remedy the personal injustice to Mr X. We have issued this further report to highlight our continuing
concerns.
Mr X complained about the way the Council dealt with his housing. The Council was at fault for its
duty to refer vs homeless . . . . - J . . .
. . N . delay in responding to the probation service referral, failing to provide a written decision, delaying
25012 Leicester City application, DTR timescales . ot . . ! . .
. its decision to award the main housing duty and poor complaint handling. This caused Mr X
946 Council and response, £200 - . . .
. frustration and uncertainty. The Council should apologise and make a payment to remedy the
compensation o .
injustice caused. It should also make service improvements.
NA Leicester City Refusal to follow LGSCO Leicester City Council refuses to pay Ombudsman remedy to domestic abuse victim following

Council

recommendations

complaint - Local Government and Social Care Ombudsman
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Unsuitable private rented

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

23014 leerpt?ol City gccommodanon, C,hsabllltles’ disabled son remained in unsuitable accommodation between March 2023 and September 2024.
602 Council finalaccommodation offer, . - ... . e .
) The Council was at fault for failing to carry out a suitability review in line with the law and the
£600 compensation . . : . .
homelessness code. This has caused Miss X distress, frustration and uncertainty.
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
. . Gatekeeping, unfair eviction interim accommodation offered to him was suitable, failed to investigate if Mr X’s eviction was
24010 Liverpool City - L . A ; .
. from temporary justified when ending its duty to provide temporary accommodation, failed to protect his personal
564 Council . : . . ! . : . . .
accommodation 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.
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
anti-social behaviour, . . . N e . . .
S I nuisance, to consider properly his homeless application or his requests for interim
London Borough suitability of accommodation, . . : -
23005 . . accommodation, and when it took too long to arrange an occupational therapist’s assessment.
of Barking & noise, reasonable ~ . R . l .
121 Dagenham adiustments. £1000 The Council also did not handle Mr X’s complaints to it properly or have proper regard for his
g coJm ensati(;n reasonable adjustments under the Equality Act. This caused Mr X distress, inconvenience, and
P frustration. The Council should make a symbolic payment to Mr X and take specific steps to
improve its services.
Ms X complains on behalf of her father, Mr Y, that the Council failed to find suitable temporary
22012 London Borough . ) . accommodation desplte knowing |n. adyance the fan’ply was due to be ewgted from their private
211 of Barnet Advice to wait past s.21 expiry | rented property. We find the Council failed to act on its homelessness duties. These faults caused

MrY distress and uncertainty. The Council has agreed to apologise to MrY and make a financial
payment. This remedies the injustice caused.
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Domestic abuse, gatekeeping,
supporting survivor to stay

Ms X complains about how the Council dealt with her homelessness application. The Councilis 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

23003 London Borough irrationally. unsuitable homelessness application and wrongly focussed on sustaining Miss X’s tenancy which was
999 of Barnet Y g unsustainable. As a result, Miss X and her children lived in unsuitable accommodation for longer
temporary accommodation, . S . . .
£2500 compensation than necessary which caused significant distress to them. Miss X may also have missed an
P 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.
23006 London Borough Rodel'wt infestation, ,pest, the Council delayed re.solvmg.a.mlce |nfes'tat|on in Miss B’s tempora'ry accommodation. An
allowing contractor’s access, apology, payment to Miss B, visit to establish any further works required and procedural changes
730 of Barnet . -
£1500 compensation are satisfactory remedy.
Miss X complained about how the Council dealt with her request for a domestic abuse floating
support officer. There is no evidence the Council offered and withdrew a domestic abuse floating
domestic abuse, officer of the support officer or that an officer dealt with her inappropriately. However, the Council misled Miss
25005 London Borough . - . . Lo - . .
308 of Barnet same gender, specialist Xabout her eligibility, delayed telling Miss X about the eligibility criteria and delayed changing the
support, £100 compensation male officer allocated to Miss X. That raised Miss X’s expectations and caused her distress. The
Council has agreed to apologise, make a payment to Miss X, reconsider her eligibility and provide
guidance for officers.
Household makeu . Mr X complained that the Council refused to include his son in his homeless application. We
23004 London Borough responsibilit P.P found the Council was at fault because it provided no contemporaneous documentary evidence
436 of Bexley P Y, . of its decision-making and failed to provide Mr X with reasons for its decision. In recognition of the
contemporaneous evidence e ) - .
injustice caused the Council has agreed to apologise to Mr X and make a payment to him
Mr X complained about the way the Council dealt with his tenant’s homelessness application
Advice to wait for the bailiffs following the service of a section 21 notice. We have not found fault by the Council in the way it
23017 London Borough . . ] 1 considered the Homelessness Code of Guidance. We have found fault by the Council, causing
inadequate consideration of NN o L. . . | .
237 of Bexley injustice, in its communication failures and poor complaint handling. The Council has agreed to

para 6.35, £150 compensation

remedy this injustice by apologising to Mr X, making a payment to reflect the upset caused, and
service improvements.
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unsuitable temporary
accommodation, incorrect
payment of compensation,

Miss X complained about the suitability of her temporary accommodation. We found fault by the
Council which caused Miss X avoidable distress and meant she lived in unsuitable

25011 London B h ] . " .
oncon Boroug nature of compensation, accommodation for longer than necessary. The Council had offered a suitable payment to remedy
724 of Brent . . e . . . . .
compensation used to offset Miss X’s injustice but had applied this to her rent arrears which was not in accordance with our
rent arrears, £5000 guidance. The Council agreed to make this payment directly to Miss X.
compensation
We will not investigate this complaint about the Council’s handling of a call Mrs X made to the
25003 London Borough out-of-hours phone service, Council’s housing needs service out of hours and delay assessing her homelessness. The Council
851 of Brent 25 003 rude staff, delays, s.184, £250 | has already accepted fault and offered an appropriate remedy for delay assessing homelessness
851 compensation and responding to the complaint. It is unlikely investigation into the handling of the call would
achieve anything further.
there was fault in the way the Council considered Miss X’s homelessness application and met her
Gatekeeping of s.188, need for interim accommodation. There was further fault in the way it responded when she
response to report of assaultin | reported she had been assaulted at her temporary accommodation by neighbours. It also failed to
22011 London Borough i L . . - f [
788 of Bromle temporary accommodation, liaise with a Housing Association that was managing works at a private leased property allocated
y harassment from neighbours, to Miss X. These faults caused Miss X and her children significant distress and hardship. The
£1950 compensation Council has agreed to provide a suitable financial remedy for Miss X and make service
improvements.
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 terminalillness in the summer of 2021. There was fault in how the
Disability, Human Rights, E . . R . . . . .
22015 London Borough o . Council considered Miss X’s housing needs and handled her application, which meant Miss X
suitability, unsuitable : . . . . .
686 of Bromley accommodation. £11000 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.
. Mr X complained the Council provided him and his family with temporary accommodation which
Unsuitable temporary i . j . . s
! was unsuitable. We found fault by the Council. This caused Mr X and his family a significant
24 007 London Borough accommodation, too far from B . . . .
i injustice because they were in unsuitable accommodation for 12 months. The Council agreed to
666 of Bromley schools, impact on mental

health

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.
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Charity claiming

We will not exercise discretion to investigate this complaint about the Council’s refusal to re-

24 007 London Borough reimbursement for imburse a charity for accommodation which it provided to a homeless applicant. This complaint
770 of Bromley accommodation costs from was received outside the normal 12-month period for investigating complaints. There is no
council evidence to suggest that Miss X could not have complained to us sooner.
25016 London Borough unwarranted complaint, MissY complglned that the COU.I’\CIl have put hgrsglf and r.le.r family |nt9 unsurc'able
598 of Bromle unreasonable refusal of accommodation. She says the five flights of stairs is too difficult to navigate with two young
y accommodation. Not upheld children, the open plan layout is hazardous and there is anti-social behaviour within the estate.
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
Environmental health, housing | impacted her mental and physical health. The Council did accept some fault and offered Ms X
23018 London Borough . > B . . . . o .
register, priority points, £1200 £250. There was fault in the way the Council delayed making decisions about Ms X's
496 of Camden 1 . . "~
compensation 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.
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
Unsuitable accommodation, m.edlca.l priority and delaye.d resp.ondlng to his com.plalnt. The Council delgyed.prowdlng Mr B
24001 London Borough review bibcals. madidil with suitable accommodation, failed to follow the right process when closing his homeless
962 of Camden i ’ application, failed to tell him about his review rights, failed to properly consider his medical

priority, £56150 compensation

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.
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safety of accommodation

Miss X complained the Council failed to properly consider her medical and safety needs when
assessing her housing application. We find no fault in the Council’s decision not to award her
medical priority points. However, we find fault in the Council’s failure to consider whether it was
reasonable for Miss X and her children to remain in their current accommodation in light of the

25004 London Borough assessment, harassment, . . . . . . R
. harassment she was experiencing, and in its failure to appropriately signpost her to, or coordinate
216 of Camden gatekeeping, £250 L . . 3 .
combanes s with, its homelessness service. These failings caused Miss X uncertainty about whether she
P should have received additional advice or assistance. The Council has agreed to apologise, make
a payment to Miss X, assess whether Miss X’s current circumstances give rise to homelessness
duties, and take action to improve its services.
L . | . Mr C complained about the Council’s removal of his car in 2020 and how it dealt with his
Rodent infestation, disrepair, . . . iy . ) .
. concerns about disrepair and a rodent infestation in his Council flat. We found the Council was
22012 London Borough unsuitable for human . , . . .
o | not at fault when it removed and destroyed Mr C’s car. It was at fault for its failure to consider Mr
158 of Croydon habitation, when s.184 arises, K e : . . .
C’s eligibility under homelessness and its Housing Allocations Scheme. The Council should
£3550 > . W
apologise and make payment to Mr C to acknowledge the injustice its faults caused.
Gatekeeping, delays
. RIS VS, Mr X complained about the way the Council managed his homeless application. We found the
22012 London Borough unsuitable temporary . . . . ) . . L .
] Council at fault for excessive delay in making decisions on his case and failing to provide interim
825 of Croydon accommodation, £5750 . . ) .
. accommodation. The Council has agreed to our recommendations to remedy the injustice.
compensation
) th ncil failed to pr rl Mr B’s homel lication, failed to i him with
Gatekeeping, PHP, 5.188, e Counc a.ed o prope yaggess S .o eless applica 9 , failed to issue a .
. ; personal housing plan or a decision as to which duty the Council had accepted, delayed offering
unsuitable accommodation, A 4 . . < g i . . :
23001 London Borough . N, him interim accommodation, failed to provide him with suitable accommodation, failed to
responding to representative’s . ., g 1 . . L
336 of Croydon §- 8 respond to some of his representative’s communications and included incorrect information in a
communications, advocate, . . .. . .
. complaint response. An apology, payment to Mr B, reminders, training for officers and a review of
£1000 compensation . . . . ! .
the process for identifying properties for homeless applicants is satisfactory remedy.
Ms X complained about how the Council responded to her brother MrY’s homelessness
. applications in 2023. We found several faults. There were months of delays by the Council and
Gatekeeping, rough sleeper, . T . . A s
. basic administrative errors. The Council repeatedly failed to respond correctly to Mr Y’s attempts
23015 London Borough paying forfotpls, takerfitg to access support from its housing service. This meant that instead of being housed by the
996 of Croydon oversight committee, £9100 PP g ’ g Y

compensation

Council, MrY 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 MrY, Ms X
and Ms Z significant stress and upset.
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Unsuitable temporary

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

24006 London B h dation, di iri . . i . .
onclon Boroug accommodation, |srep§|r d delayed in deciding if Miss X’s temporary accommodation was suitable and did not deal with her
542 of Croydon temporary accommodation, . . . . . . ! .
' complaints of disrepair. As a result, Miss X lived in unsuitable temporary accommodation for 12
delays, £2600 compensation L N .
months longer than necessary. The Council will remedy the injustice to Mrs X by apologising and
making a symbolic payment of £2600.
out-of-time complaints, The Council delayed acting on Miss X’s reports of disrepair in her temporary accommodation. The
24017 London Borough disrepair in temporary Council has apologised for part of the delay and made a payment to Miss X. The further delay
573 of Croydon accommodation £500 caused Miss X a period of uncertainty. The Council has agreed to apologise and make an
compensation additional payment to Miss X.
. . The Council was at fault for failing to provide interim accommodation or to accept the relevant
domestic abuse, gatekeeping, . . . i
' . homelessness duties when Miss X approached it for assistance when she was homeless after
24022 London Borough s.188, evidential threshold, . . . . . .
y fleeing domestic abuse. This meant Miss X was left without accommodation for two months. The
233 of Croydon form of application, £2000 . . ) .
i Council should apologise to Miss X and make a payment to acknowledge the distress and
compensation .
frustration caused.
: Miss X complained the Council delayed in completing a review of its decision that she was not at
s.202 delay, late complaint, . ) L . . .
25008 London Borough . . risk of homelessness. The Council was at fault for the significant delay in completing the review.
distress and uncertainty, £300 . i ) . .
015 of Croydon . The Council has agreed to apologise and make a payment to Miss X to recognise the distress and
compensation 4
uncertainty caused by the delay.
waiting Tgh bg|l|ff, logatlon The Council failed to act when Miss X told it she was threatened with homelessness and then
of accommodation, caring J T N . . .
ek delayed accepting its homelessness duty and reviewing the suitability of its accommodation
25017 London Borough responsibilities, street . . : . TR .
) offer. This caused Miss X a period of uncertainty and then resulted in Miss X and her three children
150 of Croydon homeless children, . ) . ] . .
i being street homeless for six months. This caused Miss X and her family severe distress. The
gatekeeping, £7700 . L .
- Council has agreed to apologise and make a payment to Miss X.
compensation
The Council failed to take sufficient action to promote Miss B’s son’s welfare when Miss B and her
Welfare of child, location of son were homeless and ‘sofa surfing’ for around two months, and when they were living in bed
mental health support, and breakfast accommodation for over a year. However, there was no fault in the way the Council
19017 London Borough ) , . i ,. h ] . . L .
027 of Ealing accommodation through decided its offer of ‘out of area’ interim accommodation was suitable, or its decision that it no

children’s services, intentional
homelessness

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.
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Mrs X complained about the Council’s failure to process her request for a review of a decision

24 006 London Borough The wording of review requests about her homelessness application. We did not find the Council to be at fault because it
457 of Ealing followed legal precedent when it decided that Mrs X’s email was an expression of dissatisfaction,
rather than a review request.
Mr X complained about the Council’s handling of property disrepair at his mother’s (MrsY) private
disrepair in private rented accommodation. We found the Council was at fault in delaying inspecting the accommodation
24013 London Borough accommodation, legal action and issuing the outcome of that inspection. It was also at fault in attempting to arrange a re-
702 of Ealing against landlord, £150 inspection later in 2024. It was not at fault in declining to commence formal legal action against
compensation the landlord. The Council’s faults caused Mrs Y injustice in the form of uncertainty for which we
are recommending a remedy.
Miss Y complained about the Council’s handling of her homelessness and housing applications.
We have found fault by the Council, causing injustice, in failing to: provide Miss Y with suitable
suitability, s.188, B+B, 6 week interim and temporary accommodation from March 2024 to November 2025; properly consider
250083 London Borough limit, review rights, her medical information before making a decision about her priority in January 2025; and tell her
373 of Ealing assessment of medical needs, | about herright to ask for a review of the decision. The Council has agreed to remedy this injustice
£6150 compensation by: apologising; making payments to recognise the impact of the failures to provide suitable
accommodation, and when making and notifying Miss Y about its medical priority decision; and
service improvements.
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
Assessment of medical needs, | for not assessing Mrs Y’s care needs after being asked to. It was also at fault as its Housing and
23015 London Borough » . .
462 of Enfield extra bedroom, s.9 of the Care | Adult SOC|al.C.are.teams both told her the other was respo.nS|ble for assessing her needs. To
Act 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.
| The Council was at fault for failing to make inquiries when Miss X gave it reason to believe she
gatekeeping, s.184 threshold, . . . ] .
1 might be homeless. The Council was also at fault for telling Miss X to approach a different
24008 London Borough local confiettion, refuslite Council, inadequate record keeping and refusing to deal with Miss X’s complaint. The Council has
846 of Enfield consider complaint, £300 ’ )

compensation

agreed to apologise, investigate Miss X’s case, make a payment to her and act to improve its
services.
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Unsuitable Temporary
accommodation in hotel for

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

gg;ﬂ 5 (I;tf):::i:liorough someone with PIP, food and medical circumstances and was left out of pocket for meals. The Council has agreed to pay Mr X
laundry costs, £13700 £300 per month for the time spent in inappropriate hotel accommodation and backdate an
compensation uprated day allowance to 14 April 2022.
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
23017 London Boroush Advocacy, court costs, waiting | communicate with Mr X and Miss Y and the key worker was rude. Mr Z says this caused Mr X and
R g for bailiffs, £960 Miss Y a great deal of distress. We have found fault in the actions of the Council for failing to act
143 of Enfield . . , — . .
compensation 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.
Overcrowded unsuitable Mr X complained about how the Council has placed him and his family in an overcrowded and
23021 London Borough interim accommodation, unsuitable temporary accommodation and how it had dealt with disrepairs in the property. There
072 of Enfield disrepair, £250 per month was fault by the Council which has caused injustice to Mr X and his family. The Council will take
compensation (ongoing) action to remedy the injustice caused.
| The Council failed to provide Miss X homelessness accommodation when it should have done
s.21 notice, assessment of o y . . . .
disability. suitability of s.188 and when it did house Miss X, the accommodation was unsuitable. This meant Miss X accrued
24016 London Borough accomrr):édation a)c/ia ta‘)tions debt she should not have and has remained in accommodation which does not meet her needs as
501 of Enfield " R | aDisabled person. Other fault by the Council caused Miss X avoidable frustration and
£2500 compensation +£180 . . . : ! .
N uncertainty. The Council will apologise to Miss X, make a symbolic payment and take action to
per additional month - .
prevent similar fault in future.
ou.t of ta.rea pigcementsy The Council was at fault for delay providing Ms X and her children temporary accommodation,
suitability of temporary . . . . . . . N . . .
A . failing to consider its main housing duty, and giving Ms X insufficient time to consider an offer.
24019 London Borough accommodation, time to . . . .
. . . ) This meant a delay in Ms X moving back to the area where her support network was, and it
324 of Enfield consider offer, children's . . s . . .
. disrupted her children’s education. The Council will apologise and make a payment to remedy the
education, £1100 .
. injustice.
compensation
. Mrs X complained the Council did not allocate her a property she was in first place for, which she
Suspended bidding, . . ) . A . .
23005 London Borough consideration of medical said caused her family to miss the opportunity of a suitable property. We find the Council at fault
573 of Hackney which caused Mrs X injustice. The Council has agreed to make a fresh decision considering all

evidence

relevant information
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Consideration of domestic
abuse, definition of domestic
abuse / dysfunctional

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

24003 London Borough relationships, withdrawn in priority need and for not ensuring she received its decision letters. There was no fault in the way
544 of Hackney . gl . . . . R . . " . .
applications, non-priority it reached its decision Miss X’s altercation with a relative was not domestic abuse. The Council
decisions at relief duty stage, has agreed to apologise and make a payment to Miss X to acknowledge her frustration and loss of
£250 compensation appealrights. It has also agreed to issue a reminder to officers to prevent a repeat of the faults.
Ms X complained about the Council’s actions after she told it she was a victim of domestic abuse.
We find the Council at fault in its handling of her initial approach, including its treatment of her at
A . . its offices, its failure to complete a Domestic Abuse, Stalking and Honour Based Violence risk
domestic abuse, s.188 interim : . — . . A . .
. ) assessment, and its failure to provide interim accommodation without delay. We also find fault in
accommodation, relief duty, . . . . . . ) . . .
. I the Council’s delay in accepting the relief and main housing duties, its failure to properly consider
25004 London Borough assessment of risk, location, L . - . ) . .
. the suitability of the interim accommodation and unsafe areas, its failure to inform Ms X of her
156 of Hackney time and trouble, DASH . . . . ] !
right to request a suitability review, and its poor complaint handling. These faults caused Ms X
assessment, £600 . . . ! -
) avoidable distress and uncertainty, placed her at risk of harm by requiring her to return to the
compensation . .
property where the alleged abuse occurred, led to a loss of statutory review rights, and caused
her unnecessary time and trouble in pursuing her complaint. The Council has agreed to apologise,
make a payment to Ms X, and take action to improve its services.
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
Damp and mould, payment to . | - .
London Borough A . second property she later moved to. There was evidence of fault in the condition of the first
23015 L run dehumidifier, complaint ) . . .
796 of Hammersmith handling. £350 + £2.50 per da property. The Council has already apologised and made payments to Miss X for electricity costs
& Fulham for runn;igr,l oo e ¥ ¥ and to remedy the injustice caused by the issues. There was no fault in how the Council
g conducted a suitability review on the second property. | am satisfied any injustice to Miss X has
already been remedied.
Ms X complained about the Council’s handling of her housing situation after she received an
London Boroush s.21 notice, assessment of eviction notice. We found the Council at fault for not finding interim accommodation when it
23018 of Hammersm?th point at which homelessness should have and for delays in accepting the relief duty to her. The Council has provided Ms X with
009 starts, landlord extending an apology and a symbolic payment to recognise her distress. We are satisfied this is appropriate

& Fulham

period, £1000 compensation

to remedy the personalinjustice caused and the Council has also taken action to prevent future
recurrence of the faults.
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London Borough

Gatekeeping, harm, delays,

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

24000 X unsuitable interim application, placed herin unsuitable interim accommodation, delayed in accepting the main
of Hammersmith . . . . A .
426 accommodation, £2000 housing duty and failed to properly investigate her complaint. These faults caused harm and
& Fulham . . . . . . . .
compensation distress to Miss X which the Council has agreed to remedy by apologising and making a symbolic
payment of £2000 to her.
. Mr X says the Council ended his interim accommodation agreement unfairly. He also says it
Breach of s.188 license, . . A .
) : . closed his homelessness application by referring it to another Borough who cannot help him. Mr X
London Borough ending s.188 interim . . - . . .
24000 p . . says his belongings were also stolen from his interim accommodation. Mr X says this has caused
of Hammersmith accommodation, decision . . . " . - . .
718 & Fulham making brocess. £250 him distress. We have found fault in the Council’s actions for failing to discuss the issues Mr X
gp I ’ raised with his interim accommodation with him before ending his agreement. The Council has
compensation . ” . L
agreed to issue an apology, pay a financial payment to Mr X and make service improvements.
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
24008 London Borough carried out its prevention duty for him. We also found fault in the way the Council communicated
841 of Hammersmith PHPs in prevention duty with Mr X. The Council’s fault caused injustice to Mr X. The Council has agreed to apologise, to
& Fulham 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.
Mr Q complains the Council did not properly handle his homeless application. It did not make a
25005 London Borough local connection, £100 proper.demsnon and.then said he did not have a logal gonnectlon. We uphold the complaint. The
215 of Hammersmith combendhtioh Council made a decision to not accept a new application from Mr Q based on a flawed analysis of
& Fulham P whether he had had a change of circumstances. This will have caused him some distress and
uncertainty. The Council has agreed to our recommendation of a symbolic payment as a remedy.
ASB, Anti-social behaviour,
anti social behaviour, mould
25008 London Borough and damp, medical priority, Based on current evidence we found there was repeated fault in the way the Council considered
824 of Hammersmith management transfer, requests from Miss X for medical priority and a housing transfer. We recommended an apology, a

& Fulham

environmental health,
unsuitability, £100
compensation

distress payment and actions to properly consider her circumstances.
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There was fault by the Council. The Council placed a family in Bed and Breakfast accommodation

24000 London Borough 6 week limit, storage costs, for 14 weeks longer than they should have been. This also meant the family had extra costs for
069 of Haringey £3932 compensation 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.
Disrepair, overcrowding, The Housing Ombudsman Service (HOS) found service failure by the Council for delay dealing
24003 London Borough 'managem'ent tr.ansfers,.joint with Ms X's reports (?f disre.pair in her council tenancy. LGSCO found fgult by the COL.JI:ICil in'it's
972 of Haringe investigation with Housing assessment of Ms X's medical needs. Both Ombudsmen found fault with the Council's decision
gey Ombudsman, medical needs, making about Ms X's management transfer and for delays in the complaint process. The Council
£650 compensation has agreed to remedy the injustice to Ms X and improve its services.
We find the Council failed to send Mr X a homelessness decision letter explaining its reasons to
Exclusion of family member exclude his brother-in-law (Mr Y) from the application. We also find poor communication and
from application, damp and unreasonable delay in completing a suitability review of Mr X’s temporary accommodation and
22013 London Borough | . . . .
mould, unsuitable temporary treating reported mould growth. The Council should apologise to Mr X and make payments to him
000 of Harrow . . ; . ] . ! . . .
accommodation, delays, for uncertainty and distress caused and for impact on his family while they remained in unsuitable
£3500 compensation accommodation. It should also provide staff reminders of its statutory duties to provide clear
decision letters and meet review deadlines to prevent recurrence.
Miss X complains the Council unreasonably refused to remedy the time she and her family were in
23019 London Borough 6 week limit, council not bed and breakfast accommodatlon and.mad.e offers (?f unsul’Fable, accommodation. The
) ) Ombudsman finds fault with the Council for its handling of Miss X’s homelessness case, and for
978 of Harrow responding to complaints . . . . [ .
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.
Additional bedroom for carer, Mr D complained about the Council not carrying out repairs to his temporary accommodation and
24012 London Borough repairs to temporary about its decision to not award him an additional bed space for a carer. | have found fault by the
701 of Harrow accommodation, £300 Council because it has delayed carrying out repairs. The Council has agreed to assess what

compensation

repairs are outstanding, schedule the works and pay Mr D redress for the delay.
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s.21 and assessment of

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 Councilin: 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

ggéﬂ 8 tl;tf):lc:::osvorough homelessness, £500 accommodation following the issue of court action in September 2023; failing to properly
compensation 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.
GatoKaoPing, s.188 tHTESHOwW. The Council was at fault for faili.ng t.o proyige Mr Xwith interim accommod'ation when he W'a's
; ! homeless. Mr X slept rough, which is an injustice. The Council also made inadequate inquiries
24014 London Borough domestic abuse, ending s.188, . ) . R .
- and took too long to issue formal homelessness decisions. This delayed Mr X’s access to his
415 of Harrow vulnerability, £1250 R . . . ..
I review and appeal rights. The Council has agreed to apologise, make a new decision, and make a
compensation ) - . !
payment to Mr X. It will also act to improve its services.
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
24004 London Borough Delays, advised to wait for the decisions on her homeless application and its failure to take proper action in line with the main
783 of Havering bailiff 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.
Part 6 vs Part 7, victim to
crime, gatekeeping, relief duty,
F;:;Eg:%: Seu:qy’ :rz;r:dmg, Miss X complained about the Council’s decision not to award her the highest banding on its
23015 London Borough A P y housing register and not moving her after she was a victim of crime. We found the Council at fault
K accommodation, assessment . . AP . N oy .
172 of Havering for failing to provide interim and temporary accommodation in line with its homelessness duties

of location, children’s
disabilities, employment,
support network, £4275
compensation

to Miss X. The Council has agreed to our recommendations to remedy the injustice caused.
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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

32201 8 t?:?ﬁi: B:;zugh 2(;Nrsel;lllsn;:ci,o[;regnancy, 60 Council was at fault and Ms X and her baby remained in bed and breakfast accommodation for 25
g P 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.
Suitability of temporary
accommodation, location of
t ti . . . . . .
si?—i%r:tr;/isgzizr:%?:rlon’ Ms X complained the Council has failed to provide suitable temporary accommodation for her
24003 London Borough . P " y son MrY despite accepting a homelessness duty. We find the delays in dealing with MrY’s
. accommodation, medical gy . . ] . :
455 of Hillingdon : . ) homelessness application and the failure to provide suitable interim or temporary
evidence, medical advisors, . S
accommodation are fault. These faults have caused MrY and Ms X an injustice.
out-of-borough placements,
£3200 compensation (+£150
subsequent month)
. The Council failed to take proper account of the health needs of Miss B’s son, when it offered her
Temporary accommodation . . L 3 i . .
location in regards to interim accommodation that was too far away from his school and involved him making a long
24003 London Borough . g journey on public transport. It has acknowledged that the accommodation may not have been
. schooling and assessment of . . " )
847 of Hillingdon o gy ) N . suitable for the family. Miss B had to separate her children to sleep on the floors and sofas of
child’s disability, £600 . : —— ! .
. other family members during this time. The Council has agreed to take action to remedy the
compensation A ] N
injustice it caused Miss B and her family.
Miss X complained about how the Council handled her homelessness after she received an
Advised to wait for bailiff, eviction notice in 2024. The Council was at fault. It failed to take steps to alleviate her risk of
24009 London Borough ) . ) . . . . . .
792 of Hillingdon prevention duty, £800 homelessness and delayed moving her to interim accommodation. This meant Miss X remained in

compensation

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.
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noise nuisance, reasonable to
continue to occupy, housing

The Housing Ombudsman Service (the HOS) finds maladministration by the Council in respect of

its handling of Miss X’s reports of noise nuisance and antisocial behaviour. The Local Government
& Social Care Ombudsman (LGSCO) finds the Council at fault for failing to consider whether Miss
X’s circumstances meant there was reason to believe she was homeless. However, for the

25004 London Borough ombudsman overlap, ASB, anti . 2 \ ) L
. . . 4 ’ reasons set out in the statement, we do not find this fault caused Miss X an injustice. Both
679 of Hillingdon social behaviour, anti-social . . . . X
. Ombudsmen find the Council at fault for a delay in completing a risk assessment. The
behaviour, management . I .
. Ombudsmen have not found the Council at fault for how it conducted its management transfer
transfer, £300 compensation \ L
procedure. The Ombudsmen have made orders and recommendations to remedy the injustice to
Miss X and to improve the Council’s services.
Mrs X complained the Council failed to properly assess her housing application and family’s
statutory overcrowding circumstances. We find no fault in the Council’s consideration of safeguarding issues, the
25 006 London Borough definition, housihg allocation medical evidenc<=T pr'ovided, or Mrs, X’s len'gth of resiQency in'the borough. However, wg find fau.lt
217 of Hillingdon scheme, s.17 children act, in the lack of clarity in the Council’s housing allocations policy on statutory overcrowding, and in
g child in need, poor complaint its failure to properly address this in its handling of Mrs X’s complaint. This caused Mrs X
handling, £5600 compensation avoidable distress, uncertainty, and time and trouble. We recommend the Council apologise,
make a payment to Mrs X, and review its allocations policy.
The complaint is about the lack of communication from the Council about a decision on a housing
register application. And that, because the Council’s Housing Allocations Policy gives preference
SN I to working households, it makes it discriminatory: against women who are pregnant or on
alleged discrimination, : o . L L
25002 London Borough housing allocation scheme maternity leave. Our decision is the Council was at fault in its communications. It has proposed a
602 of Hounslow g ’ remedy, which is suitable. We do not uphold the complaint about discrimination. The Council has

remit of the LGSCO

shown it considered the issue. Its view is it has measures to alleviate any indirect discrimination.
Only the courts can decide if any discrimination is a proportionate means of the Council achieving
the aim of its Policy.
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discretionary housing
payments, DHPs, pets,
support animals and mental
health unsuitable
accommodation, protection of

The Council was at fault in how it responded to Miss X’s homelessness. It delayed acting until
Miss X was evicted and failed to consider what it should to do to protect her belongings. The faults

25006 London Borough . caused Miss X avoidable upset, distress and uncertainty. To remedy Miss X’s injustice, the
property, challenging . . . .
252 of Hounslow ] Council should apologise and make a symbolic payment. It should also take action to prevent
unsuitable s.188 o . . : . . .
: similar fault in future. The Council was not at fault in how it decided what care and support Miss X
accommodation, s.188 needed
threshold, s.9 assessment, ’
social services, care package,
£500+ compensation
Ms Z, on behalf of Mr X, complained the Council failed to provide him with adequate support as a
care leaver when offering a housing association property he said he couldn’t afford and failed to
ffer hi il t ite th L local offer stating it ld. The local off
25007 London Borough care leatehperscnal offer him a cpunm prqper yc'lespl g facare ef':\vers ocalo grs ating it would. The local offer
. . documentation contained misleading information and the claimed enhanced support was not
499 of Hounslow assistant, affordability . . . . .
provided causing Mr X to refuse a property and remain without permanent accommodation. To
remedy the injustice the Council will review Mr X’s decision to refuse the property taking input
from Mr X and his personal advisor.
Unsuitabie temporary N . there was fault in the way the Council met Miss X’s housing needs as a homeless person with a
accommodation, 6 week limit, . ’ . . . .
. disabled child. As a result, she has lived in unsuitable bed and breakfast accommodation for a
23005 London Borough impact on mental health, . - . . .
. . . N prolonged period. The Council’s handling of her complaint was also extremely poor. The Council
475 of Islington autism, child’s disability, ) . . , . I .
has agreed to apologise, provide a suitable financial remedy for Miss X and make service
assessment of need, £13800 .
. improvements.
compensation
Etc;n’i]r?St\:vCitibf:Sgi,ls.lsféS local We have found fault with the Council for failing to secure suitable accommodation for Miss X
23017 London Borough cor:/neition referrz’l ) when she was homeless after fleeing domestic abuse. This caused Miss X prolonged uncertainty
294 of Islington ’ and distress. The Council has agreed to remedy Miss X’s avoidable injustice by securing suitable

assessment of risk, location of
accommodation, employment

accommodation, an apology and a payment.
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Delays for reaching s.184

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

24014 London Borough decision, unsuitable provided him with. Mr X said he has lived in a property which he believed was unsuitable. We
104 of Islington temporary accommodation, found the Council at fault for the time it took to give him a decision on his homelessness
£1900 compensation 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.
Unsuitable private rented
accommodation, disabled Ms X complained the Council failed to provide suitable temporary accommodation for over three
22 007 London Borough ; . . . . . . g .
child, language translation, years despite knowing since April 2019 that her private rented accommodation was unsuitable for
276 of Lambeth [ . . .
private sector discharge, the needs of her disabled child.
£21000 compensation
Unsuitable private rented
accommodation, disabled Ms X complained the Council failed to provide suitable temporary accommodation for over three
22007 London Borough . . . . i . . . .
child, language translation, years despite knowing since April 2019 that her private rented accommodation was unsuitable for
276 of Lambeth . . . .
private sector discharge, the needs of her disabled child.
£21000 compensation
Suitability of temporary We found serious failings in the way the Council considered Miss X’s needs as a vulnerable
accommodation, disabilities, homeless person with children. It failed to arrange suitable accommodation for the family who
23008 London Borough ) . . = I . ) s L .
937 of Lambeth complaint handling, protection | have complex needs due to their disabilities. This continues to cause significant injustice to Miss
of property, £10k+ X and her children. The Council has agreed remedies for Miss X and her children along with
compensation service improvements.
I Miss X complained about the Council’s actions relating to her temporary homeless
Suitability assessment of A ! S
. accommodation. We found fault because the Council took too long to complete a suitability
temporary accommodation, A i . . . .
. . I review of her accommodation, took too long to deal with disrepair issues and did not have
23016 London Borough disrepairimagitoring of appropriate oversight of the condition of the property. This caused avoidable frustration and
266 of Lambeth accommodation quality, pprop g Propertg

rodent infestation, £350
compensation

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.
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Overcrowding, property

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

23017 London Borough . . priority on the housing register. We found fault because there was a delay of a year in the Council
inspection, £700 . . . . .
447 of Lambeth . completing the inspection. We have recommended the Council should apologise to Mrs X, make
compensation . . - : . . .
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.
. i . . The Council was at fault for delay providing temporary accommodation because of which Ms X
Disability and managing stairs, . . . . . .
. and her children experienced the distress of eviction. The Council was also at fault for leaving Ms
unsuitable temporary - . . .
. . Xand her family in bed and breakfast accommodation for nine weeks longer than the six weeks
23017 London Borough accommodation, not helping . ; . . . L
. . allowed in law. This caused Ms X avoidable financial loss and the whole family significant
860 of Lambeth before eviction date, travelling . . . .
distress. The Council has agreed to apologise and make payments to Ms X to remedy this
to school, £2300 . . . . ) . .
L .. injustice. The Council should update us on its progress against its Housing Needs Service
compensation (and rising)
Improvement Plan.
. i . Miss X complained the Council failed to properly investigate or take appropriate action in relation
Disrepair in private rented . . . . e .
3 1. to issues of disrepair in her privately rented property. We found the Council’s failure to inspect the
23020 London Borough accommodation, affordability, . . . s . . . .
] reported disrepair at Miss X’s property in the Autumn of 2023 is fault. As is the failure to properly
068 of Lambeth unreasonable to continue to . ! . . . . ! .
k consider and record its decisions in relation to Miss X’s homelessness application. These faults
occupy, £500 compensation . N .
have caused Miss X an injustice.
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
Disrepair in temporary handles being too loose. We find the Council was at fault for how it handed the disrepair issues
23020 London Borough accommodation, pests, rodent | and its failure to conduct a suitability review. This caused Miss X avoidable distress and
606 of Lambeth infestation, unsuitable frustration, and it meant she had to live in unsuitable temporary accommodation. The Council
temporary accommodation 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.
. ) . The Council was at fault for failing to provide suitable interim and temporary accommodation
Disrepair, unsuitable . ) ) ! . .
. when Miss X was homeless. It failed to keep oversight of the managing agent acting on its behalf
temporary accommodation, . . . . .
24 004 London Borough contractet teporat to provide the accommodation. The Council also communicated poorly and delayed accepting
791 of Lambeth P y the main housing duty. As a result, Miss X experienced avoidable frustration and lived with

accommodation, delays
accepted main duty

extensive disrepair. To remedy this injustice, the Council has agreed to apologise, make a
payment to Miss X and act to improve its services.
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domestic abuse, safeguarding,
transfer priority list, temporary

Ms X complained the Council failed to find her alternative temporary accommodation following a
domestic violence incident at a property the Council provided. She also complained the Council

25013 London Borough . . failed to update her housing application when she tried to update it. We found there was failure to
accommodation, complaint . L " .
675 of Lambeth time limits. £250 properly consider prioritising a transfer to alternative temporary accommodation. We
%, recommended an apology and payment for distress caused. We did not investigate other issues
compensation . S
about her housing application as the events occurred too long ago.
The Council was at fault for the way it handled Ms X’s housing application as it included historical
23011 London Borough Rent arrears, skipping bids, rent arrears on her account and later removed these. This caused injustice as Ms X does not know
918 of Lewisham £400 compensation 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.
Harassment by private Mr X complains about the way the Council responded to his complaints of disrepair at his rented
24001 London Borough landlord (not upheld), failure to propserty and harassment by his landlorq.We found no ewdencg of faultin the \{vaythe Cqunml
075 of Lewisham prosecute landlord (not considered the alleged harassment by his landlord. The Council has accepted it delayed in
upheld), disrepair (not upheld), | dealing with Mr X’s complaints and offered a suitable remedy for the injustice caused in this case.
delays, £500 compensation So, we have completed our investigation.
Housing Benefit pavments Miss X complained about the Council’s decision to stop her Housing Benefit and failure to notify
24005 London Borough movin gout Whilsﬁ rZ airs t;ke her of this. Miss X said this left her with a debt of rent arrears. We find the Council at fault for not
577 of Lewisham lace gdecant P properly notifying Miss X of its decision. The Council has agreed to apologise to Miss X and make a
P ’ payment to recognise the injustice caused.
) ’ The Council was at fault for failing to provide Ms X with interim accommodation when she was
Gatekeeping, sofa surfing, . . . .
- . homeless and heavily pregnant. As a result, Ms X gave birth without anywhere to live and
24014 London Borough pregnancy, interim : . . L
. ] . ’ continues to sofa surf with her newborn. The Council was also at fault for poor communication
944 of Lewisham accommodation, review rights, . . ] . . .
. and delay accepting the main housing duty. The Council has agreed to apologise, provide Ms X
£1750 compensation . g . - .
with temporary accommodation, make payments to her, and act to improve its services.
3 . X Miss X complained about the Council’s handling of her homeless application. The Council was at
domestic abuse evidential ) . . L
. fault for failing to carry out a medical assessment. The Council was not at fault for providing
threshold, location of . , . . . . .
25002 London Borough temborartackommodaie temporary accommodation to Miss X in an area she was at risk of abuse. There is no evidence it
786 of Lewisham P 3 ’ knew Miss X was at risk when it placed her there and it moved her promptly to new

medical assessment
timeframe £300 compensation

accommodation when it became aware. The Council has agreed to apologise, pay Miss X a
symbolic amount and carry out the medical assessment to remedy the injustice caused.
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reasonable adjustments,
wheelchair access, wellbeing

Miss D says the Council has failed to provide suitable temporary accommodation which meets
the needs of her disabled child. | have found fault by the Council because it delayed by over 12

52308 t?::\?v?sigﬁugh of child, transfer, ongoing months adding Miss D to its housing transfer list. Miss D’s child is unable to have an electric
compensation, £6000 wheelchair because of their unsuitable accommodation. The Council has agreed to make Miss D
compensation a direct offer of housing and to pay redress for the time spent in unsuitable accommodation.

Ms X complained about the Council’s handling of her homelessness application and safeguarding
around domestic violence. She said she experienced distress, uncertainty and risk of further

25008 London Borough domestic gbuse, gatekeeping, | violenceasa ~result. We found fault.by th.e Council for its failure to provide interim

753 of Lewisham safeguardln.g, £500 ac.com.modatlon and properly cc?nS|der I’ISk.S to Ms X for over.two weeks. It Was.not at fault after
compensation this as it made a housing offer with review rights. The Council agreed to apologise and make

payment to acknowledge the injustice its faults caused her. It will also complete a service
improvement recommendation.
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.
23000 London Borough Unlawful eviction, HMO Mr X would like the Council to respond to his complaint, ensure there are no unlicensed
51 of Merton licensing, remit of the LGSCO 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.
s.202 review delay, lack of Ms F complained the Council failed to respond to her request for a review of its decision that she

23017 London Borough response, accommodation was not in priority need and failed to decide whether to offer interim accommodation pending the

502 of Newham pending the outcome of s.202, | review decision. We found fault. The Council has agreed to apologise and make a payment to Ms
£500 compensation F to remedy the injustice caused.

Miss X complained about the Council’s failure to house her and her children, one of whom is
Unsuitable temporary disabled, in suitable accommodation when she became homeless. There was fault by the Council
A : which meant Miss X and her children lived in unsuitable bed and breakfast accommodation for
accommodation, 6 week limit, . . . . .
23003 London Borough . ", over six months after they became homeless. Miss X also experienced a financial loss because
139 of Newham protectioffafiproperty, Ehil's she had to pay for separate storage for her belongings while waiting for suitable accommodation.

disabilities, £5814.50
compensation

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.
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Damp and mould,

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

24002 | LondonBorough | . 0 cntal health, HHSRS, | his family. Mr X suffered avoidable distress, confusion, and delayed appeal rights. The Council
528 of Newham . - . . . 10 .
£200 compensation will apologise, make a symbolic payment to Mr X, and deliver training to its homelessness
prevention and assistance service.
Miss X complained about the significant disrepair issues in her temporary accommodation. She
24003 London Borough Disrepairin tgmporary said therg have‘been signifiF:ant delays ir])repairing the is§ues and some issues rgmain ‘
280 of Newham accommodgtlon, £1550 outstanding. M{ssXalso S.’:.]Id 'the Cou'nC|l scommunlcatlon has been poor. We find the.CounC|l
compensation was at fault. This caused significant distress to Miss X. We make several recommendations to
address this injustice caused by fault.
Miss X complained the Council delayed taking action to remedy damp in her temporary
24 005 London Borough Damp and mould in temporary | accommodation. The Council accepts there was delay which meant Miss X was left in unsuitable
884 of Newham accommodation, unsuitable accommodation for 31 months. The Council has already moved Miss X into alternative
accommodation and a suitable financial remedy is now agreed.
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
23010 London Borough Reasonable adjustments (easy | to let Ms X view a property she bid for. The Council agreed to apologise and make a symbolic
040 of Redbridge read format), PHPs 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.
Mr X complained about the Council’s poor handling of his homelessness application and failure
Consideration of vulnerability, | to provide suitable temporary accommodation. We found the Council to be at fault. It failed to
s.188 threshold, medical properly consider his priority need and this led to him being denied temporary accommodation for
23020 London Borough assessments, Now Medical, several months. It also incorrectly closed his application and did not carry out suitability
194 of Redbridge inquiries, gatekeeping of assessments for three temporary properties he was offered. To remedy the injustice to Mr X, the

interim accommodation,
£2000 compensation

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.
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mental capacity, domestic

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

24008 London Borough abuse, s.9 social care . . . . .
. to offer a one-bedroom property and it took too long to deal with the complaint to it. The family
348 of Redbridge assessment, c.£7000+ . . . . . .
. missed out on interim accommodation, and they were caused distress and uncertainty. The
compensation . . . . . . .
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.
Mrs X complained about the way the Council dealt with her housing application and medical
Part 6 banding, consideration assessment. The Council was at fault for failing to explain the reasons for its decision, failing to
24012 London Borough of medical evidence, s.175, evidence it had considered all of the medical evidence and failing to consider if Mrs X was
973 of Redbridge homeless application, £250 homeless. This caused Mrs X uncertainty about whether the Council had completed the
compensation 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.
24014 London Borough cou.rt costs, delays to Miss.X cgmplained thgt dela?ys by the Council when it was dealing with hgr homelessngss
. assistance, £5589 application led to her incurring court costs. There was fault by the Council. The Council has
788 of Redbridge . .. B .
reimbursement agreed to pay the courts costs to remedy the injustice caused by its delay.
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
gatekeeping, domestic abuse, . .
24016 London Borough . excludes a group of applicants the law says must get reasonable preference. The Council was
. unlawful allocation scheme, . . ] R A L
712 of Redbridge reasonable preference. £250 also at fault for failing to tell Ms X about her right to review its decisions. To remedy the injustice to
P i Ms X, the Council has agreed to apologise, make new decisions on Ms X’s applications, and act to
improve its services.
Mrs X complained the Council failed to ensure her landlord complied with an Improvement Notice
25002 | London Borough | 0 | e assasoing compliance but faled o ensure & further darm sumvey 1 dontiioaas -
797 of Redbridge P SUTESY: gcomp psurvey

compensation

necessary was carried out. This was fault. It caused Mrs X uncertainty, distress, and time and
trouble. The Council agreed recommended actions to remedy the injustice caused.
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Gatekeeping, medical
evidence, care and support

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

23011 London Borough needs, location of reviews of the medical evidence she presented. It also failed to answer Mr and Mrs X’s complaint.
821 of Southwark ] . . ! & L
accommodation, delays, The Council has agreed to apologise, make a payment in recognition of the injustice caused and
£3600 compensation 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.
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
24005 London Borough Gatekeeping, burden of proof, housing allocation. We found the Council was at fault. Ms X suffered significant uncertainty due to
444 of Southwark perverse complaint handling 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.
Miss X complained the Council failed to properly respond to reports of disrepair at her temporary
23010 London Borough Disrepairin tgmporary . accqmmodation. Miss X says she lived in unacceptable conditions with water leaks and no .
412 of Southwark accommodation, no heating / heating or hot Yvaterfor longer than necgssary. We have foungl fault b.y the Counlel but consider
hot water, water leaks, £600 the agreed action of an apology, symbolic payment, property inspection and review of the
oversight of repairs in temporary accommodation provides a suitable remedy.
The Council has already accepted fault for significant delay assessing Mr X’s application for social
23012 London Borough Asse§sment of medical priority | housing and further delay dealing.with hi§ gomplaint. The Council has agreed to apologise anfj.
387 of Southwark banding according to make payments to Mr X to recognise the injustice caused. The Council was also at fault for failing
published scheme 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.
Mr X complained about the way the Council handled his application for homelessness
Assessment of medical needs | assistance. We find no fault with how the Council assessed the suitability of Mr X’s interim
23018 London Borough re. toilet and urinary issue (not | accommodation. We find the Council at fault for not making timely decisions and for not
397 of Southwark upheld), delays, £500 communicating decisions with Mr X, causing him frustration and uncertainty. The Council has

compensation

agreed to apologise to Mr X, make a payment to recognise the injustice, and act to prevent
recurrence.
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delays, incorrect terminology,

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

24014 London Borough . . . . . , : ! .
review rights, £300 used incorrect terminology in its communication causing confusion and uncertainty. It delayed
982 of Southwark . . . ) N ol ) . . .
compensation 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.
Miss X complained the Council failed to take any action against her landlord when he evicted her
illegal eviction, enforcement, from her privately rented accommodation without notice. We find the Council was at fault for
24020 London Borough . L . s L . . .
prosecution of landlords, £150 | failing to complete a robust investigation when Miss X reported her landlord had illegally evicted
725 of Southwark ) A . . . i . .
compensation 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.
Expiry of s.21 notice, . . N 1 . . .
: I Mr X complained the Council wrongly insisted he take court action to obtain possession of his
23013 London Borough consideration of . . A .
. property before it would accept his tenant as homeless and provide them with emergency
894 of Sutton homelessness, complaint . .
accommodation. We have not found fault by the Council.
from landlord, not upheld
Domestic abuse, council The Council was at fault for contacting the alleged perpetrator of domestic abuse against Ms X as
23019 London Borough . o S 5 .
contacting alleged perpetrator, | part of its inquiries into her homelessness. The Council has agreed to apologise, make a payment
868 of Tower Hamlets . y E . : .
£300 compensation to recognise the distress caused and act to improve its services.
Gatekeeping, delays in relief Miss X complained about how the Council handled her homelessness application when she
duty and issuing PHP, became threatened with homelessness in February 2019, and homeless in March 2019. She
19000 London Borough . .. . . . s . .
unsuitable TA, requiring proof complained about Council officers’ approach towards her and a lack of action to help her find
068 of Tower Hamlets . . p . . . [ . .
of pregnancy, 10 days too long | somewhere to live. Miss X stayed in unsuitable, unfurnished interim accommodation while
to issue PHP pregnant. This has affected her physical and mental health.
Gatekeeping, requiring 2 The Ombudsman found fault by the Council on Miss Q’s complaint of it failing to promptly, and
documents before application . . i .
S properly, process her homeless application. It failed to show it considered the need to offer her
accepted, prevention instead . . 4 . . .
19012 London Borough of relief duty. staving with interim accommodation. It also failed to consider whether it was reasonable for her to occupy the
560 of Tower Hamlets i ying accommodation where she was staying. The Council failed to show it reviewed the personal

family members, impact on
mental health, £2400
compensation

housing plan, kept full records on her case, or made enquiries on her application. The agreed
action remedies the injustice caused.
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Care and support needs, s.9
assessment, co-operation

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

23013 London Borough < ” . . . .

310 of Tower Hamlets between social services and receive any support for his care needs after the morning call on the day he was evicted and on
housing, £10200 another weekend when he had no accommodation. As a result of Council failings, Mr X was
compensation 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, sleptin 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.

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

24003 London Borough Gatekeeping, disability, communication, failing to make reasongblg adjustmeﬁts anfj delays in complaint handling.. These

. faults caused Mr X distress. The Council failed to provide suitable temporary accommodation

907 of Tower Hamlets | unsuitable TA . . . . . T

despite accepting Mr X’s current accommodation is unsuitable. As a result, he remains livingin 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.
! The Council was at fault for failing to address damp and mould in Miss X’s temporary
damp and mould, unsuitable . o 3 [ . .

24015 London Borough temboratacEommoditioh accommodation and delay providing alternative accommodation once a review found it was

224 of Tower Hamlets porary . ’ unsuitable. This left Miss X and her baby at risk of harm from damp and mould, which is an
£3000 compensation o . . . . .

injustice. The Council has agreed to apologise, make payments, and act to improve its services.
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
Consideration of extra . . .
24018 London Borough bedroom for carer. £150 for a carer. The Council has agreed to make a payment to remedy the frustration and uncertainty
670 of Tower Hamlets ’ caused. We will not investigate the complaint about the decision reached because there is

compensation

insufficient evidence of fault in the Council’s decision-making to justify this and MrY had a review
right, which it was reasonable for him to use.

35


https://youtu.be/_GyzdbYQNcc

Local Government and Social Care Ombudsman Homelessness Decision database Jul 2026
hbpconsultancy.co.uk
For instructions to use this database see https://youtu.be/ GyzdbYQNcc

Part 6 / Part 7 interaction,
s.188, gatekeeping, 57 day

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

24018 London Borough time limit to make decision, K . . . . .
. . make him a payment in recognition of the injustice caused to him. It also agreed to check its
996 of Tower Hamlets | medical needs and suitable . . ) . .
interim acRorS i dation records to see if Mr X would have been the first placed bidder on any suitable properties offered
1 ’ by the Council between January 2024 and August 2025, when Mr X’s bidding number was
£1300 compensation .
activated.
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
23020 London Borough consideration of ASB, the Council delayed in deciding whether to offer Miss W alternative accommodation. It also failed
213 of Waltham Forest | suitability, £400 compensation | 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.
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
24005 London Borough Gatekeeping, Domestic Abuse, and her children remained li\{ing in thg propgrty where she reported being at risk of abuse, for
131 of Waltham Forest | £3050 compensation fourteen months. The Council also failed to inform Ms X for almost a year that she had been
P 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.
s.188 and reasonable to . . . S . S .
continuckolotcy Mr D says the Council delayed progressing his homelessness application, failed to provide interim
e p.y’ accommodation and delayed providing temporary accommodation. | have found extensive fault
25008 London Borough unsuitabliity,gnedical fEeds, by the Council which meant Mr D’s family had to remain in housing that was unreasonable to
661 of Waltham Forest | disability, s.184 trigger, review y y g

rights of s.188 and 193, £2800
compensation

occupy for 15 months longer than necessary. The Council has made service improvements, and
agreed to pay Mr D redress
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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

22013 London Borough Protection of property payment. We found its remedy was not enough to remedy the injustice it caused. The Council

334 of Wandsworth . - . .
agreed to our recommendation of a higher payment to acknowledge the distress, uncertainty and
costs its faults caused Miss F and her son.

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.

o . There was no fault in how the Council considered the medical information Miss Xinitially
Suitability of accommodation, ) . - . . .
. provided. However, the Council was at fault for failing to consider medical evidence she later
23017 London Borough assessment of medical i . L . : . .
) g . provided and not reassessing the suitability of the interim accommodation at that point. The
908 of Wandsworth evidence, review rights, ; - . . . . .
delavs. £1200 compensation Council also delayed accepting the main housing duty which delayed Miss X’s right to request a
ys, P 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.
MrY, a solicitor, complained on behalf of Ms X about the Council’s handling of her homeless
24002 London Borough Unaffordable accommodation, | application in 2022. We find the Council at fault, which resulted in Ms X signing a tenancy she
370 of Wandsworth direct offers 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.

Miss X complained the Council placed her in unsuitable emergency accommodation, delayed
trauma informed support, moving her from that accommodation, allowed the landlord to enter the accommodation without
domestic abuse, male staff notification and moved her to another property which was unsuitable as it was unfurnished. The

24016 London Borough accessing accommodation, Council delayed addressing the issues with the suitability of the first accommodation, delayed
588 of Wandsworth suitability, unsuitable moving Miss X to new accommodation and failed to consider the suitability of a male entering

accommodation, size, £750
compensation

Miss X’s accommodation when she had fled domestic abuse. There is no fault in the remainder of
the complaint. Miss X has suffered distress. An apology, payment to Miss X and guidance to
officers is satisfactory remedy.
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medical evidence disregarded,

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,

24017 London Borough suitability of accommodation, | failure to assess whether it was reasonable for her to remain in the property, inaccuracies in her

313 of Wandsworth delays, inaccurate PHP, s.21, personal housing plans, and poor complaint handling. As a result, Mrs X experienced financial
£10384 compensation 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.
6 week limit, unsuitable TA, Ms X complained the Council failed to act when she was issued with an eviction notice from her
housing benefitin TA, medical | privately rented accommodation. She also complained about the Council’s actions following her

23016 Luton Borough . S . s .

K needs, storage of property, eviction. We found fault by the Councilin its handling of Ms X’s case. The Council agreed to

706 Council : . . - . . .
general incompetence, food apologise to Ms X and make her payment in recognition of the financial losses she incurred, and
and laundry costs in TA the distress caused to her and her children.

25001 Luton Borough ending Of. rehgf duty, Boof . Mr X complained about the Council’s handling of his homelessness application. We found the

. communication, rent deposit, . . ! ) L

926 Council . Council at fault. It should apologise and make payment in recognition of the injustice caused.
£600 compensation
B+B 6 week limit, procurement | Mr X complained the Council failed to mitigate his homelessness when he faced eviction due to
strategy to secure more unaffordable rent increases then it placed his family in unsuitable bed and breakfast

25005 Luton Borough . . . , - . .

515 Council housing, report to relevant accommodation. The Council kept Mr X’s family in unsuitable accommodation for 16 weeks
committee, £3200 longer than allowed causing distress and affecting the family’s wellbeing. A financial remedy for
compensation the injustice caused is agreed.

Landl h t, illegal o . 3 . . i .
a.ndlord arassm.en ean the Council failed to act when Mr B reported his landlord harassing him and illegally evicting him.

22014 . eviction, prosecution of f . L o . 1 .

Medway Council . The Council also gave Mr B misleading information in its complaint responses. An apology,
575 landlord, bad advice, £500 . " . .
. payment to Mr B and training for officers is satisfactory remedy.
compensation
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,
24 004 . Affordability of TA, housing failed to contact Miss X when her rent was not covered by housing benefit and failed to provide
Medway Council . . ] . ] . K .
029 benefit, DHP 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.
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Gatekeeping, PHPs, delays,

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

24010 Medway Council delay to starting the relief duty, | in Mr X’s Personalised Housing Plan, did not offer him interim accommodation while it made

569 . S . . . .

s.21, £350 compensation 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.
Miss X complained about the Council’s lack of action and response to her reports when her

24011 category 1 hazard, repeated landlord delayed fixing various disrepair issues at her property. We found the Council at fault for

386 Medway Council reports of disrepair, £350 letting the case drift and the late point it found a Category 1 hazard. This caused Miss X significant
compensation uncertainty and distress. The Council has agreed to apologise, pay a symbolic payment, and take

action to prevent future recurrence of fault.
Mr B says the Council failed to properly consider whether he had capacity to make a homeless

22010 Mendip District Capacity to make a homeless applic.atior? and failed to ctonsider the opinign of other. profes.si.onals who said he had capacity.

165 Council applicatigndmental capagity There is evidence of faglt |r? how the Council reached its dec’|S|on 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.
domestic abuse from prison, Ms X complains the Council did not give her proper assistance when she approached as
. assessment of risk, definition homeless. The Council failed to take an application at the earliest opportunity, did not issue

19014 Milton Keynes . . . ] ; o . .

011 Council of homelessness through decision letters or a personalised housing plan, and failed to consider the suitability of interim
domestic abuse, £1000 accommodation. These faults caused Ms X injustice. The Council has agreed to apologise, make
compensation afinancial payment to Ms X, and take action to improve its service.

Miss B says the Council failed to act to prevent her becoming homeless and wrongly referred her
Gatekeeping of TA, domestic case to another local authority when she could not return there due to experiencing abuse. The

24 006 Milton Keynes abuse, local connection concerns about the referral to another local authority are outside the Ombudsman’s jurisdiction.

946 Council referrals, limits of LGSCO The Council dealt with the initial homeless application properly but did not provide Miss B with
remit, £650 compensation accommodation as it should have done. An apology, payment to Miss B and training for officers is

satisfactory remedy.

Ms T complained about the way the Council dealt with disrepair at her temporary
24009 Milton Keynes Damp and mould in unsuitable | accommodation. She says she and her family had to remain in a property with severe damp and
747 Council TA, £2000 compensation 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.
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Ms D complained the Council had placed her family in unsuitable interim and temporary

24012 Milton Keynes Unsuitable TA, inadequate accommodation. Based on current evidence | have upheld the complaint and the Council has
832 Council offer of accommodation agreed to pay financial redress to Ms D to recognise the time her family had to spend in unsuitable
accommodation.
We will not investigate Miss X’s complaint the Council provided unsuitable accommodation after
- he fl ti .Thati thi lainth t exhausted th i’
24017 Milton Keynes Complaints to LGSCO, she ed.domes ic abuse ! atis becaL{se is comp am. as not ex aus.ed e Council’s
. : A complaint procedure and is late. We will also not investigate her complaint about rent charges for
869 Council Housing benefitin TA . . .
her temporary accommodation. The Council amended the tenancy date and agreed to review the
charges. Further investigation would not lead to a different outcome.
gatekeeping, misuse of local Mr D complained the Council failed to accept a homelessness application, provide a decision or
24014 Newcastle upon connection, s.188, language provide emergency accommodation. | have found the Council at fault because it failed to follow
942 Tyne City Council | barriers, verification of rough the correct process. The Council has agreed to make service improvements, and will pay redress
sleeping, £400 compensation to MrD.
Ms X complained about the way the Council handled her homelessness application when she fled
A ! domestic abuse. The Council was at fault for a delay in arranging interim accommodation,
North Gatekeeping, domestic abuse, | . . . | . L .
23001 . inappropriate advice about the consequences of refusing an offer, a failure to confirm in writing
Northamptonshire | refusal of offer, £700 . . . .
082 Council combenitian why the property offered was suitable and the consequences of refusing, and failings in the
P complaints handling process. The Council will apologise, pay Ms X £700 for the distress caused
and give guidance to relevant staff.
Ms X complained about the way the Council handled her homelessness application when she fled
] d domestic abuse. The Council was at fault for a delay in arranging interim accommodation,
North Gatekeeping, domestic abuse, | . . . . . L .
23001 . inappropriate advice about the consequences of refusing an offer, a failure to confirm in writing
Northamptonshire | refusal of offer, £700 y . . .
082 Council compbandition why the property offered was suitable and the consequences of refusing, and failings in the
P complaints handling process. The Council will apologise, pay Ms X £700 for the distress caused
and give guidance to relevant staff.
A f igh isk of
buse frouingighbour gisigo Mr and Mrs X complain the Council failed to meet its duties to them when they asked to be moved
harm, threshold of . . . I .
North because of risk of harm and it assigned them the wrong housing band. We found there was faultin
23020 . homelessness, scope of ) R . W .
Northamptonshire | . . ) how the Council handled Mr and Mrs X’s homelessness application which caused them
479 inquiries, overcrowding, due

Council

process, poor communication,
£500 compensation

frustration and uncertainty. The Council should apologise to Mr and Mrs X and issue reminders to
its staff.
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North Tyneside

data breach re. domestic
abuse, ICO, consideration of

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

24018 . e recognition of the uncertainty Ms X has been caused by these faults, the Council has agreed to
Metropolitan homeless application, . . . ] . .
707 . . apologise, pay Ms X £400 and take action to improve its services. There was no fault in the
Borough Council gatekeeping, £400 1 . . , 1 N . -
- Council’s decision not to write off Ms X’s rent arrears, or its decision she was not eligible to join
compensation - .
the housing register.
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
Reasonable adjustments, e . .
24007 . L his eligibility for a three-bedroom property until August 2024. Mr X made several complaints about
North Yorkshire disability, household make up, L : ! . . L .
615 atekeenin poor communication, inconsistent advice, and distress caused by delays and administrative
g ping 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.
Admin error. refusal of interim Mr X, who is street homeless, complained that he missed out on an offer of housing when the
24000 Northumberland N, Council amended his email address on its computer system. To remedy the injustice caused the
. accommodation s.188, £1400 ) . .
673 County Council . Council agreed to apologise to Mr X and make a payment to acknowledge the distress he
compensation :
experienced.
The Council failed to consider whether to provide Mr X with interim accommodation when it
interim accommodation, should have and delayed making decisions about his case. When it did address whether to
. . gatekeeping, disability, provide Mr X with interim accommodation, it did not properly consider all the information he had
24018 Norwich City . A _ . . . o . .
503 Council consideration of medical provided. As a result, Mr X, who has a physical disability, stayed in his property until he was

information, s.21, £1250
compensation

evicted by bailiffs and then slept for several nights on the concrete floor of a garage. Mr X has been
caused significant, avoidable distress because of the Council’s actions. However, there was no
fault in how the Council applied its allocations policy to Mr X.
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gatekeeping, interim

Mr X complained the Council failed to provide him with interim accommodation when he became
homeless. We found the Council at fault for this, causing Mr X significant injustice as he had to

24019 Norwich City accommodation, risk, s.188, o : . .
R o sleep rough. We are satisfied the Council has taken appropriate and positive steps towards
272 Council unqualified nature of duty, . . . . . .
’ improvements in this area. The Council has agreed to apologise to Mr X and make a symbolic
arson?, £1000 compensation L
payment to acknowledge his injustice.
Endth SN s i ras The Council was at fault for the way it ended Mr X’s accommodation. It did not give him the
22009 Nottingham City g o - B . opportunity to respond to allegations made against him before it decided to end his
- accommodation with . . . .
646 Council ] . accommodation. The Council agreed to apologise to Mr X and make a payment to him for the
unsubstantiated allegations .
uncertainty caused.
Ending Temporar The Council was at fault for the way it ended Mr X’s accommodation. It did not give him the
22009 Nottingham City g P . 4 . opportunity to respond to allegations made against him before it decided to end his
- accommodation with . . . .
646 Council ! . accommodation. The Council agreed to apologise to Mr X and make a payment to him for the
unsubstantiated allegations .
uncertainty caused.
Ms X complained that the Council failed to make sure the managing agent of her temporary
Disrepair, managing agents, accommodation provided a satisfactory repairs service. She said there was an unreasonable
23007 Nottingham City service level agreements, delay in replacing external doors which were not waterproof resulting in damp and mould and a
792 Council damp and mould, £500 delay in resolving issues concerning access to the property. We found the agency failed to
compensation 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.
Miss Y complained about the way the Council dealt with the information she provided about risk
Locationbf akcommodatian areas for her homelessness application. We have found fault by the Council, causing injustice, in
23013 Nottingham City . ’ failing to: update the information Miss Y provided about her risk areas, record this in one place
. assessment of risk, £500 . . . .
929 Council compendhtich and properly check its case notes; properly handle its contact with her about a potential
P 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.
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
24002 Oxford City Gatekeeping, 6 week limit, accepting its duty, delayed providing accommodation and placed Ms X and her family in bed and
499 Council delays, £3650 compensation 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.
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Veteran with PTSD gatekept
from s.188, no consideration
of vulnerability, closing

The Council was at fault in its handling of Mr X's homelessness when he first approached in 2023

24005 PlymOl:Ith City homeless application and when he made a further application in 2024. To remedy the injustice caused the Council has
169 Council ] . - . . .
prematurely, LGSCO’s view on | agreed to apologise and make payments to Mr X. The Council will also act to improve its services.
consideration of vulnerability,
£800 compensation
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.
23002 Plymouth City Consideration of supporting
461 Council evidence
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
23016 Portsmouth City Storage costs, protection of distress and uncertainty and storage costs. The Council has agreed to apologise to Mr X, refund
210 Council property 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.
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Category 1 hazard,

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

Rochdale ) for not taking formal enforcement action against the landlord when it identified category 1
22001 R enforcement action, . . e . L s
Metropolitan . - hazards in the property, which caused injustice. The Council’s determination the landlord’s
690 . retaliatory eviction, £2000 . . A . s -
Borough Council . eviction attempt was not retaliatory was unclear but did not cause Miss X significant injustice. The
compensation . . . . . .
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.
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
Category 1 hazard, . . . . o
Rochdale . for not taking formal enforcement action against the landlord when it identified category 1
22001 . enforcement action, : . e . L R
Metropolitan . e hazards in the property, which caused injustice. The Council’s determination the landlord’s
690 . retaliatory eviction, £2000 .. . A . s T
Borough Council combendatinn eviction attempt was not retaliatory was unclear but did not cause Miss X significant injustice. The
P 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.
23012 Rossendale Improve{neilt notice, Sisrapair, Ms D says the Council delgyed serving an Improvemeth Notice relating to hazards atlher private
. . rental home. We found evidence of fault by the Council and have upheld the complaint and
367 Borough Council £950 compensation . 0 .
completed the investigation because the Council agrees to pay redress.
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
M . her in the correct priority band under its housing allocations scheme. The Council was at fault as
6 week limit, reciprocal . . . . . .
23021 Royal Borough of agreementwith other dburkil Miss X and her children lived in bed and breakfast accommodation for longer than six weeks so
298 Greenwich g . ’ | they lived in one room with shared facilities for longer than they should have done. The Council
£3650 compensation 4 . . . .
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.
We will not investigate Mr X’s complaint about the Council’s decision not to prosecute his
23007 Roya! Borough of Council’s failure to prosecute la.ndlord foran offenfse, abo_ut delayin telll_ng hlm_ |t§ decision, and for noF agreeingto help hlm
Kensington & . with the cost of pursing a private prosecution. This is because the Council has already provided a
099 landlord, £1400 compensation ] ] Y . "
Chelsea proportionate remedy to recognise the injustice caused by the faults identified and an

investigation would not lead to a different outcome.
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Unsuitable temporary

Miss B says the Council failed to move her from unsuitable temporary accommodation despite

Royal Borough of . . agreeing to do so and failed to act on antisocial behaviour from another resident. The Council left
23016 . accommodation, ASB in : ) . . s .
Kensington & X Miss B in what it accepted was unsuitable temporary accommodation for 18 months longer than it
416 temporary accommodation, . . : y . . .
Chelsea . should have and failed to follow its antisocial behaviour policy. An apology, payment to Miss B,
£3000 compensation . . L .
reminder to officers and training is satisfactory remedy.
The Council was at fault for failing to address ongoing issues of damp and mould and anti-social
Damp and Mould in temporary | behaviour in Miss X's temporary accommodation. The Council was also at fault for poor
Royal Borough of § . L . . . s . . -
24001 . accommodation, ASB in communication, delay acting on actions identified by its complaint process, and failure to keep
Kensington & . L . . . .
508 Chelsea temporary accommodation, the suitability of the accommodation under review. As a result, Miss X spent 19 months in
delays, £3900+ compensation | unsuitable accommodation. To remedy this injustice, the Council has agreed to apologise, make
payments to Miss X, and act to improve its services.
Ms C complained of behalf of Ms B that complained that the Council had delayed excessively in
Delavs talmlin duty dbcigion dealing with her homeless application and providing her with suitable accommodation. We found
Royal Borough of . y . y ’ the Council delayed for at least 15 months in accepting the main housing duty towards Ms B and
24010 . review rights, unsuitable AR . 1 I } .
Kensington & i considering the suitability of her interim accommodation. It also took nine months to respond to
307 temporary accommodation, . . . . .
Chelsea . her stage two complaint. This caused Ms B to live in unsuitable accommodation for at least a year
£2100 compensation ] . .
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.
Royal Borough of unsafe tempo.rary . Miss D says the Council left her in unsafe temporary accommodation. | have found the Council at
24022 . accommodation, domestic : . . » .
Kensington & . fault and Miss D was left in unsuitable accommodation for 22 months. The Council has agreed to
147 Chelsea abuse, risk assessment, poor av Miss D redress
advice, £4400 compensation Py ’
Gatekeeping of domestic Ms X complains that the Council wrongly considered she did not qualify for the housing register
abuse, representative applying | and did not consider her homelessness application. The Council is at fault as it did not properly
Royal Borough of . | . , . i L ) ] L
23017 Kingston ubon on applicant’s behalf, support | consider Ms X’s housing register application and failed to consider a homelessness application
702 Thagmes P from IDVA, scope of inquiries made by her representative. As a result, the Council’s decision that Ms X did not qualify for the

regarding domestic abuse,
£400 compensation

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.
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Unsuitable temporary

The Council delayed issuing a decision on Miss B’s homeless application, left Miss B and her

Royal B h of . . . ; . . .
24001 f)ya orough o accommodation, cost of food children in hotel accommodation for more than six weeks, delayed responding to Miss B’s
Kingston upon . . . . . .
898 in temporary accommodation, | representative and failed to keep proper records. An apology, payment to Miss B, reminder to
Thames . . . Ly . k
£2250 compensation officers and a review of the Council’s processes is satisfactory remedy.
MrY complained about the Council’s actions and lack of support when he approached it for
24006 Royal Borough of Avoiding main housing duty, homelessness advice. This led to him to being housed out of the area and he is now ineligible for
496 Kingston upon use of dodgy agent, its housing register. This caused him significant distress impacting on his mental health and
Thames gatekeeping s.188, delays 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.
itable interi . . . . o . .
Royal Borough of lgayltable h .erlm ; Ms D complains the Council delayed considering her homelessness application and left her in
24022 . accommodation, extensive . . . . | . .
711 Kingston upon fault. delavs. £3500 unsuitable interim accommodation. | have found extensive fault by the Council meaning Ms D
Thames ’ y. i was left in unsuitable accommodation. | have asked the Council to pay redress to Ms D.
compensation
Royal Borough of ?::eie;z;ngér\/&;eri:lcuai’c:;r; 4 We have found the Council at fault for failing to secure interim accommodation for Miss X when it
24013 Windsor and gA 0% . d \ had reason to believe that she was eligible, homeless and in priority need. This left Miss X without
R previous domestic abuse, . ) ‘ . . A .
528 Maidenhead A suitable accommodation for the period until the Council reached its decision that she had no
. vulnerability, £400 . ) . ] y
Council . priority need. The Council has agreed to take action to remedy Miss X’s injustice.
compensation
Miss D says the Council has not been fair in the way it calculated her family’s income in its
n housing allocations assessment. Miss D’s partner is self-employed with a variable income. But in
24010 Rugby Borough Affordability, Part 6, £200 4 - e . . .
. 1 its calculation of their income, the Council made no allowances for holidays, sickness of other
394 Council compensation .. . . .
seasonal variations. We uphold the complaint. The Council has agreed to our recommendations
of a remedy for the uncertainty this led to.
MrY complained how the Council handled Mr X’s homelessness after a fire at his home. He says
. A the Council failed to take appropriate action in line with homelessness legislation. We find the
Fire, gatekeeping, threshold, . . . . . . .
24015 Runnymede nature of dutv. £500 Council was at fault for its delay in taking a homeless application from Mr X and its failure to offer
799 Borough Council % interim accommodation. This meant Mr X had to live in unsuitable accommodation. The Council

compensation

has agreed to our recommendations to make a payment to Mr X and implement service
improvements.
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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

Sandwell . , St short of their assessed need. The Council’s failure to have proper regard to the statutory
24 006 . Overcrowding, delays, priority . . L : . C . . .
677 Metropolitan bandin overcrowding standards in this instance is fault. As is the significant delay in responding to Miss
Borough Council g 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.
Sandwell QnsyiEbls a.ccommodatlon, Mr A complained that the Council has not moved him and his family although it has accepted he
24009 R late complaints, wrong . . . A .
Metropolitan is in unsuitable accommodation. We found the Council is at fault and this delay has caused Mr A
565 . ombudsman £9600 oy . > . ;
Borough Council . an injustice. We have recommended a financial remedy, which the Council has agreed to.
compensation
Landlord complained the Council wrongly told his tenant to remain in his property despite him
Landlord complaint as tenant serving s.8 eviction notices and delayed responding to his complaint. The Council failed to
24 007 Sefton Borough . i . . ) .
. evicted under s.8 advised to consider whether it was reasonable for MrY to remain in the property and delayed respondingto a
891 Council . - ) . i . .
remain until bailiffs complaint. Mr Xiincurred unnecessary legal and bailiff costs and experienced frustration. An
apology, payment to Mr X and reminder to officers is satisfactory remedy.
Ms X says the Council did not deal with her housing properly. The Council did not inform Ms X of
Council paying off temporary her rent properly or complete affordability assessments. Ms X suffered accrued rent arrears,
24 007 Slough Borough . . . . - . . .
. accommodation rent arrears financial loss and avoidable distress. The Council should pay Ms X £300 for avoidable distress,
407 Council . . .
due to bad advice they gave repay her £2760 payments, reduce her rent account balance to zero and provide guidance to
staff.
Gatekeeping, consideration of | There was fault by the Council. There was delay in responding to a request to make a homeless
23002 Somerset Council vulnerability threshold, clarity application and in sending out decision letters. There were also errors in the decision letters,
572 of decision letters, rough which has meant uncertainty for Mr X, who is street homeless. Making a payment to Mr X and

sleeping, £500 compensation

carrying out a new assessment of his homeless application remedies the injustice.
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disability, autism, complex
needs, breaching rules of
accommodation, supported
accommodation, intentional

There was fault by the Council. It failed to consider its duty to protect Mr K’s belongings when he
was made homeless. It also took too long to assess his social care needs, and did not contact

24018 . him with sufficient urgency when he was at risk of being made street homeless. This caused Mr K
Somerset Council | homelessness, pests, bed . . . . .
399 ; distress and uncertainty. The Council has agreed to apologise to Mr K; make a symbolic payment
bugs, protection of property, . .\ . . . ; .
. in recognition of the impact on him; and remind staff of its duty to protect belongings that are at
s.9 assessment, adult social risk through homelessness
care, alleged data breach £250 g )
compensation
25014 s.184 threshold, gatekeeping, We will not investigate this complaint about how the Council considered Mr X’s homelessness
559 Somerset Council | violence and harassment, non- | application. The Council has agreed a proportionate remedy for Mr X’s injustice which removes
statutory inquiries the need to investigate.
Miss X complained about the Council’s decision to refer her homelessness application to another
s.198 local connection council area where she said she had suffered domestic abuse. The Council was not at fault for the
24001 South referrals. Domestic abuse, way it reached the decision to refer Miss X’s homelessness application. It was at fault for not
117 Gloucestershire multiple local connections, providing full information with the referral and for initially advising Miss X she could request a
Council evidence for abuse, £200 review of the decision. The Council has agreed to apologise and make a payment to acknowledge
compensation the distress the faults caused and to remind officers to ensure referrals to other councils contain
sufficient information about the case.
Ms X complained the Council refused to support her and her child when they fled domestic abuse
South domesticabilse, gateKespingl in 2923. Specifically, she sgys the Council decided thgy did not qualify for homelessnessl
25006 Gloucestershire local connection. £1000 assistance because they did not have a local connection to the area. Instead, the Council referred
248 ’ them back to their previous area, where the domestic abuse had occurred, on the basis that they

Council

compensation

had a local connection there. Ms X says these decisions have severely affected her mental health
and wellbeing and placed her and her child at risk of further harm.
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council refusal to accept
recommendations, s.188

We have written this further report because the Council has refused to comply with some
recommendations made in our report issued on 18 August 2025. Although the Council has complied with
some of our service improvement recommendations, it has refused to remedy all the personal injustice

24010 th Kest . . : . s
719 fr [S)?sl::rict f:sos‘r:z:‘l interim accommodation caused to Mr B by the Council’s fault. It has also refused to remind its staff about the correct test and
threshold, £1175 threshold for considering interim accommodation when someone is homeless. We are not satisfied with
compensation the Council’s response to our recommendations. We have therefore issued this further report to highlight
our continuing concerns.
unsuitable temporary
accommodation, OT reports, The complainant (whom | refer to as Ms D) says the Council placed her in unsuitable temporary
25001 Southend-on-Sea 4 . . g . .
667 City Council medical assessment, £7500 accommodation which does not meet her medical needs. She says the Council has failed to
y plus £200 per additional explain what steps it will take to provide suitable accommodation.
month
Summary: The Council was not at fault for how it handled reports about the condition of Ms X’s
category 1 hazard, damp and . N, . .
mould. prevention dut property or for how it placed restrictions on her contact. The Council was at fault for how it
24018 Southend-on-Sea . ,.p & handled some of her requests for re-housing. This meant Ms X had to wait longer than she should
. . restriction of contact, . ; . .
625 City Council . . have to receive assistance. The Council agreed to apologise, make a payment to Ms X for the
improvement notice, £200 . ) . .
1 uncertainty she experienced as a result of the delays providing homeless assistance and carry out
compensation L
a service improvement.
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
Gatekeeping, s.188 inquiries, found the Council was at fault for failure to fulfil its homelessness duties causing him to miss out
22010 Stoke-on-Trent d ) . . ) A . .
. . sofa surfing, £1000 on accommodation. This caused Mr X frustration, uncertainty, distress and put him to the time
275 City Council ; . y i S
compensation 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.
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
Gatekeeping, s.188 inquiries, found the Council was at fault for failure to fulfil its homelessness duties causing him to miss out
22010 Stoke-on-Trent ) ) . . - . . -
. . sofa surfing, £1000 on accommodation. This caused Mr X frustration, uncertainty, distress and put him to the time
275 City Council

compensation

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.
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Mrs X complained about the Council’s failure to rehouse her tenant from her property after she

24001 Tameside Advice to wait for the bailiffs, served a notice. We found the Council at fault as it did not consider whether the property was
Metropolitan inadequate consideration of reasonable for the tenant to remain in occupation, during the period Mrs X was seeking
650 . . y .
Borough Council para 6.35 possession of the property. The Council has agreed to our recommendations to remedy the
injustice.
Ms X complained about the Council’s advice when she was given an eviction notice by her
24010 . : . N landlord. We four.1d the Coypcilat faul’F.The Council ha.s offergd to cover Ms X's court cos.ts and
958 Thurrock Council Advised to wait for the bailiffs 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.
gatekeeping, multiple serious Mr A says the Council failed to assist him with homelessness and did not issue him with a
faults, domestic abuse, s.184 decision letter. | have found severe failings by the Council which meant Mr A was left without any
24022 . [ . " . .
615 Thurrock Council threshold, local connection support, did not have his homelessness application correctly assessed and lost an opportunity to
referral, s.188 threshold, be considered for interim accommodation. The Council has agreed to pay Mr A redress and to
£1000 compensation make a service improvement.
Homeless whilst with family,
prevention vs relief duty, Miss X complained the Council did not properly process her homelessness application. We found
24004 Torbay Council protection of property, storage | fault by the Council that resulted in Miss X and her family being homeless for four months longer
275 costs, DHP, inadequate offer than necessary. The Council agreed to apologise to Miss X and make her a payment in recognition
of compensation, £900 of the injustice caused to her and her family.
compensation
23000 Torbay Council 23 | Prosecution of landlord by Mr B complains that the Council failed to properly consider whether to prosecute his former
636 000 636 council for harassment landlord for harassment after it agreed to do so.
23000 Torbay Council 23 | Prosecution of landlord by Mr B complains that the Council failed to properly consider whether to prosecute his former
636 000636 council for harassment landlord for harassment after it agreed to do so.
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PHP, suitability of temporary

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

20008 WarW|c.:k District acco.mm.odatlor.], ey failed to provide her with suitable temporary accommodation. The Council’s failure to identify and
807 Council application to different . . . .
consider whether its homelessness duties were engaged in October 2019 amounts to fault. As
department . . . . . . L s
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.
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
PHP, suitability of temporary having ac.cepted a homeless application, the Coyncﬂ fallgd to correspond.W|th the rfefuge to
. N . enable Miss Y to remain there; produced a generic, unachievable personalised housing plan; and
20008 Warwick District accommodation, refuge, . . ) . . . . ; .
. . . failed to provide her with suitable temporary accommodation. The Council’s failure to identify and
807 Council application to different . . . .
consider whether its homelessness duties were engaged in October 2019 amounts to fault. As
department . . ) . . . R s
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.
Protection of bropert Mr X complained about how the Council supported him after he became homeless. There was
p_ perty, fault in how the Council decided to reduce the funding it provided to protect Mr X’s possessions
23009 West Suffolk reasonable adjustments (large . . : - .
. . and how it delayed acting on his request for large print documents. The Council agreed to
741 Council print documents), £0 . . . . .
. apologise to Mr X and review its decision about how much it should contribute to the storage of Mr
compensation , /
X’s belongings.
! . ) Ms X complained about the Council’s failure to support her when she reported domestic abuse.
Domestic abuse, children’s . Ly ] .
. . . ] The Council was at fault for not properly considering whether she was homeless in 2019 and
22006 Westminster City services, when s.184 arises, 3 . . . ) . .
. . I 2021, for failings in a child and family assessment in 2021 and a delay in making amendments
195 Council child and family supportre. I . . .
. after agreeing to do so. It should apologise and pay her £650 to recognise the uncertainty caused,
DA, £650 compensation = A
and the additional time and trouble Ms X was put to.
3 . y Ms X complained about the Council’s failure to support her when she reported domestic abuse.
Domestic abuse, children’s ) N .
. . . . The Council was at fault for not properly considering whether she was homeless in 2019 and
22 006 Westminster City services, when s.184 arises, . . . . | . .
. . 1 2021, for failings in a child and family assessment in 2021 and a delay in making amendments
195 Council child and family supportre.

DA, £650 compensation

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.
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Gatekeeping, evidence for

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

22016 Westminster Cit . ) S . .
es n!ms ertity domestic abuse, reason to information it had considered before deciding it did not have “reason to believe” Ms X was
909 Council . . - . . .
believe, 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.
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
22016 Westminster City Gatekegplng, evidence for faxplalnln.g W.hat |nform§t|on it needed anc;l why it r?eeded it, n(:t being clear ~abOlit what
909 Council domestic abuse, reason to information it had considered before deciding it did not have “reason to believe” Ms X was
believe, 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.
. S Ms B complained the Council delayed telling her she would need to pay rent for interim
Paying rent in temporary . .
accommodation. £200 accommodation. She says because of this, she accrued rent arrears and was delayed from
23003 Westminster City 1 ’ bidding on the housing register. We found fault with the Council for delays telling Ms B she was
. compensation + . | h . . ] .
033 Council . ! liable to pay rent for interim accommodation and accepting the main housing duty. To remedy the
reimbursement of 9 weeks o o ! . .
rent injustice caused to Ms B by these faults, the Council will make a financial remedy. It will also
make service improvements.
Failure t t y . . .
. . al u.re Qiegpondte Miss X complains the Council failed to respond to her contacts and delayed assessing her
23007 Westminster City | applicant, delays, poor B .
. N 1 homelessness application. We found there was fault and the apology and payment the Council
999 Council communication, £100 . .
. offered to Miss X was a reasonable remedy to her complaint.
compensation
. The Council was at fault for delaying in providing Mr X with a homelessness relief duty and for
. . Delay to relief duty, data A . . .
23010 Westminster City wrongly telling him to attend a homelessness assessment. As a result, the Council delayed in
. breach, contents of . . ; . . .
339 Council . . providing Mr X with help to relieve his homelessness. The Council agreed to apologise to Mr X and
personalised housing plan . . .
make a payment to recognise the distress and uncertainty caused.
. Mr X complained about the Council’s handling of his homeless application and placement at
Council as corporate parent, . ] . | . e . .
. . X . unsuitable accommodation. This caused frustration, distress and significant impact on his
24004 Westminster City | co-operation between housing . . . .
. . R k vulnerabilities. We found the Council at fault. The Council agreed to our further recommendations
079 Council and children’s services,

unsuitable accommodation

to remedy Mr X’s injustice with an apology, symbolic payment, and to highlight this as a case
study to relevant staff.
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Inappropriate terminology,
consideration of abuse,

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

24014 Westminster City . . Council delayed making decisions about Ms X’s homeless application and used inappropriate
. violence against women and . ; . . . .
031 Council . . language to describe child sexual abuse which caused Ms X frustration and distress. The Council
girls, abuse from neighbour, . . X
. had already offered Ms X an appropriate remedy for the frustration she was caused. It will
£310 compensation . . . .
apologise to Ms X for the distress caused by the inappropriate language.
2?::?;;2?5’ silr(]ltpep:]ltrf:;(l:ls, Miss X complained about the Council’s handling of her homelessness application. The Council
) Ys had already accepted it was at fault for not allowing Miss X to join the choice-based lettings
. homelessness, damp and . . ) .
Wirral scheme and for wrongly deciding she was intentionally homeless. We also found the Council at
23016 . mould, contemporaneous . . . . .
Metropolitan i fault for failing to update records promptly. However, we did not find the Council at fault for its
149 . record keeping, conduct of . - I - -
Borough Council . A response to reports about disrepair. But we found there is remaining injustice caused by the
applicant in temporary . . . . . . .
. Council’s fault, in the form of distress, lost opportunity, and uncertainty, which the Council
accommodation £1500
I agreed to remedy.
compensation
main duty decision delay,
refusal of s.188 interim Mr X complained the Council failed to comply with its statutory duties when it made him
Wirral accommodation, disability, homeless due to disrepair in his flat. We find the Council at fault for a delay in accepting the
25010 . - ’ . ) . . m s
151 Metropolitan suitability, suitable main housing duty and for failing to complete a suitability review. The faults caused Mr X
Borough Council accommodation, prohibition distress, frustration and uncertainty. The Council has agreed to apologise and make a
order, relief duty, £850 symbolic payment to remedy the injustice caused to Mr X.
compensation
The Council was not at fault for the way it responded to Mr X’s homelessness. It was at fault in
25005 Woking Borough equality act, translation of failing to offer to translate key homelessness letters, but this did not cause Mr X a significant
154 Council letters, language barriers injustice. The Council has agreed, through training or guidance, to ensure staff consider whether
document translation is required.
assessment of domestic The Council's delay providing Miss X with interim accommodation when she was homeless
24001 Woyre Forest abuse, gatekeeping of s.188 because of domestic abuse was fault. This left Miss X living with avoidable fear of further abuse
627 District Council accommodation, £500 for 24 days. To remedy this injustice, the Council has agreed to apologise and make a payment to

compensation

Miss X. It should also act to improve its services.
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