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The Ombudsman’s role

We independently and impartially investigate complaints about councils and other
organisations in our jurisdiction. If we decide to investigate, we look at whether
organisations have made decisions the right way. Where we find fault has caused
injustice, we can recommend actions to put things right, which are proportionate,
appropriate and reasonable based on all the facts of the complaint. We can also identify
service improvements so similar problems don’t happen again. Our service is free.

We cannot force organisations to follow our recommendations, but they almost always do.
Some of the things we might ask an organisation to do are:

> apologise
> pay a financial remedy
> improve its procedures so similar problems don’t happen again.

We publish public interest reports to raise awareness of significant issues, encourage
scrutiny of local services and hold organisations to account.

Section 30 of the 1974 Local Government Act says that a report should not normally
name or identify any person. The people involved in this complaint are referred to by a
letter or job role.

Key to names used

Mr X The complainant

MrY The complainant’s son

Mr Z The complainant’s representative
Dana A
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Report summary

Housing: Homelessness

Mr X complained the Council delayed in assisting him when he asked for help
after receiving a section 21 notice requiring him to leave his private rented
accommodation, failed to provide him with interim accommodation between

June 2022 and 22 February 2023, did not make proper enquiries before deciding
he was not in priority need on 1 February 2023 and delayed in making its decision
about whether it owes him a main housing duty. He also complained that the
Council did not help him complete forms, despite knowing he was not able to read
and write and delayed in responding to his complaint.

As a result of these failings, Mr X and his family say they suffered uncertainty
over many months when it was unclear whether and how the Council would assist
them. They also said they suffered the humiliation of the bailiffs evicting them and
the difficulty and embarrassment of having to ask friends to look after their
belongings. They have since spent several months in bed and breakfast
accommodation that was far from their support networks and health services. This
has affected them mentally and physically and has put a strain on their family
relationships.

Finding
Fault found causing injustice and recommendations made.

Recommendations

The Council must consider the report and confirm within three months the action it
has taken or proposes to take. The Council should consider the report at its full
Council, Cabinet or other appropriately delegated committee of elected members
and we will require evidence of this. (Local Government Act 1974, section 31(2),
as amended)

The Council should also take the following action within three months of the date
of this report:

» apologise to Mr X for the injustice caused by the failings identified;
* pay him £1,000 to remedy the uncertainty, worry and time and trouble caused;
» pay him a further £355 to remedy the avoidable court costs he incurred;

» decide whether it owes him a main housing duty and write to him with that
decision;

* review his priority on its housing register in light of its main housing duty
decision, and back-date any additional priority to at least 25 October 2022, by
which point the Council should have made a main housing duty decision;

» share a summary of the learning from this decision, as well as the full report,
with all officers who deal with homelessness applications to ensure lessons are
learned from what went wrong in this case;

* remind relevant officers about the contents of paragraphs 6.35 to 6.38 of the
Homelessness Code of Guidance for Local Authorities. The Council has said it
will instruct officers to record when applicants have elected to assert their legal
right and remain in their accommodation until a warrant is issued but otherwise
to offer interim accommodation when a valid section 21 notice has been
served;
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* remind relevant officers that the Council should make the decision on whether
an applicant is vulnerable and on whether they are eligible for medical priority,
and not its medical advisers; and

» provide evidence of the action it is taking to procure interim accommodation in
its area, including properties for families.

The Council has accepted these recommendations.
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The complaint

Mr X complained the Council delayed in assisting him when he asked for help
after receiving a section 21 notice requiring him to leave his private rented
accommodation; failed to provide him with interim accommodation between

June 2022 and 22 February 2023; did not make proper enquiries before deciding
he was not in priority need on 1 February 2023 and delayed in making its decision
about whether it owes him a main housing duty. He also complained that the
Council did not help him complete forms, despite knowing he was not able to read
and write and delayed in responding to his complaint.

As a result of these failings, Mr X and his family say they suffered uncertainty
over many months when it was unclear whether and how the Council would assist
them. They said they also suffered the humiliation of the bailiffs evicting them and
the difficulty and embarrassment of having to ask friends to look after their
belongings. They have since spent several months in bed and breakfast
accommodation that was far from their support networks and health services. This
has affected them mentally and physically and has put a strain on their family
relationships.

Legal and administrative background

The Ombudsman’s role and powers

We investigate complaints about ‘maladministration’ and ‘service failure’. In this
report, we have used the word ‘fault’ to refer to these. We must also consider
whether any fault has had an adverse impact on the person making the
complaint. We refer to this as ‘injustice’. If there has been fault which has caused
an injustice, we may suggest a remedy. (Local Government Act 1974, sections
26(1) and 26A(1), as amended)

We consider whether there was fault in the way an organisation made its
decision. If there was no fault in how the organisation made its decision, we
cannot question the outcome. (Local Government Act 1974, section 34(3), as
amended)

We cannot investigate late complaints unless we decide there are good reasons.
Late complaints are when someone takes more than 12 months to complain to us
about something a council has done. (Local Government Act 1974, sections 26B
and 34D, as amended)

The law says we cannot normally investigate a complaint when someone could
take the matter to court. However, we may decide to investigate if we consider it
would be unreasonable to expect the person to go to court. (Local Government
Act 1974, section 26(6)(c), as amended)

We cannot investigate a complaint if someone has started court action about the
matter. (Local Government Act 1974, section 26(6)(c), as amended)

When considering complaints, we make findings based on the balance of
probabilities. This means that we will weigh up the available relevant evidence
and base our findings on what we think was more likely to have happened.
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Relevant law and guidance

Homelessness

Part 7 of the Housing Act 1996 and the Homelessness Code of Guidance for
Local Authorities (the Code) set out councils’ powers and duties to people who
are homeless or threatened with homelessness.

Duty to make enquiries

Where the council has reason to believe an applicant may be homeless or
threatened with homelessness, it should make enquiries to enable it to decide if
they are eligible for assistance and, if so, what duty it owes them. (Housing Act
1996, section 184)

Prevention duty

If a council is satisfied applicants are threatened with homelessness and eligible
for assistance, they owe the applicant the ‘prevention duty’. This means the
council must help the person to ensure that accommodation does not stop being
available for their occupation.

Section 175(5) of the Housing Act 1996 says a person is threatened with
homelessness if a valid notice under section 21 of the Housing Act 1988 has
been served in relation to the only accommodation available for them to occupy
and this will expire within 56 days.

The Code, at paragraphs 6.35 to 6.38, says:

* itis unlikely to be reasonable for the applicant to continue to occupy their
accommodation beyond the expiry of a section 21 notice, unless the housing
authority is taking steps to persuade the landlord to allow the tenant to
continue to occupy the accommodation whilst an alternative is found;

+ itis highly unlikely to be reasonable for the applicant to continue to occupy
beyond the date on which the court has ordered them to leave the property and
give possession to the landlord;

» councils should not consider it reasonable for an applicant to remain in
occupation up to the point at which the court issues a warrant or writ to enforce
an order for possession;

» councils should ensure that homeless families and vulnerable individuals who
are owed an interim accommodation or main housing duty (see paragraphs 15,
17, and 18 below, for an explanation of these duties) are not evicted through
the enforcement of an order for possession as a result of failure by the council
to make suitable accommodation available to them.

Relief duty

If a council is satisfied an applicant is eligible for assistance and homeless then
the council will owe the ‘relief duty’. This requires the council to take reasonable
steps to help to secure suitable accommodation for any eligible homeless person
for at least six months. The relief duty usually lasts for 56 days.

After this period, the council should decide whether it owes the applicant the main
housing duty. It will owe the main housing duty if it is satisfied the applicant is
eligible for assistance, in priority need and not intentionally homeless.
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21.

22.

23.

Personalised housing plans (PHP)

Councils should work with applicants to identify practical and reasonable steps for
the council and the applicant to take to help the applicant keep or secure suitable
accommodation. These steps should be tailored to the household, and follow from
the findings of the assessment, and must be provided to the applicant in writing
as their personalised housing plan (PHP). (Housing Act 1996, section 189A and
Homelessness Code of Guidance chapter 11)

Interim accommodation

If the council has reason to believe the applicant may be homeless, eligible for
assistance and in priority need, it must provide interim accommodation until it
has finished assessing the homelessness application if the applicant asks for

it. “Reason to believe” is a low threshold. An example of priority need is those
applicants who are vulnerable because they are elderly or as a result of a
significant health issue.

When a council accepts a main housing duty, interim accommodation becomes
temporary accommodation. In both cases, the accommodation should be
suitable for the household. However, there is a statutory right to a review of the
suitability of temporary accommodation, but no such right for interim
accommodation.

Review rights
Homeless applicants may request a review within 21 days of being notified of
certain decisions including a decision that they are not in priority need.

Protection of belongings

Where the council owes or has owed certain housing duties to an applicant, it
must protect the applicant’s personal property if there is a risk it may be lost or
damaged. (Housing Act 1996, section 211, Homelessness Code of Guidance
chapter 20)

Overview: eviction from private rented sector (PRS) accommodation
Where a tenant has an assured shorthold tenancy, the landlord can issue a
section 21 notice asking the tenant to leave. They do not have to give reasons,
but the notice needs to be in a specific form and must satisfy various conditions.

In some cases, the landlord can evict without a court hearing — this is called
“accelerated possession”. They do need to apply to the court and the tenant can
challenge the application. The court will look at the papers and either:

* issue a “possession order” — this sets a date at which the tenant has to leave;
or

+ set a date for a possession hearing; or
» dismiss the case.

If the tenant does not leave the property by the date given in the possession
order, the landlord can apply for a “warrant for possession”. If the court issues a
warrant, it will send the tenant an eviction notice with the date they must leave the
property by. A bailiff can evict the tenant if they do not leave by that date.
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31.

What we have and have not investigated

Mr X complained to us in June 2023 about events from late 2021. We would
usually only consider events 12 months before the complaint to us. In this case
we decided to investigate the period from November 2021, when Mr X first sought
help. We decided it was not reasonable for Mr X to complain earlier because he
was dealing with being evicted from his home. In addition, the Council delayed
responding to his complaint, which prevented him from complaining to us earlier.
We were satisfied there would be sufficient evidence to make robust findings for
the period from November 2021 and the potential to achieve a worthwhile
outcome.

How we considered this report

We produced this report after examining relevant documents including documents
provided by Mr Z (Mr X’s representative) and documents provided by the Council
in response to targeted enquiries of the Council.

We gave Mr X, Mr Z, and the Council a confidential draft of this report and
considered their comments before completing this report.

What we found

What happened

Mr X lived with his family in a private rented sector (PRS) property, property 1. His
tenancy was for a fixed term and after the term ended, the landlord served a
section 21 notice. When the notice expired, the landlord started court action to
obtain possession of the property.

Mr X first sought housing advice from a Council outreach worker on 30 November
2021. The Council’s record indicated Mr X provided a copy of the section 21
notice, which said he should leave property 1 by 31 December 2021. The record
does not indicate what advice, if any, the outreach worker gave.

Mr X did not leave property 1 as he had nowhere to go. Mr X’s representative,
Mr Z told us Mr X’s landlord started accelerated possession proceedings on
19 January 2022 to evict him.

In June 2022, Mr X again approached the Council for housing assistance. He told
his representative, Mr Z, that a Council officer had told him it would not help him,
and he would have to find his own accommodation. There is no record of this
advice in the housing file the Council provided.

Mr Z wrote to the Council on 23 June 2022. He said:
« Mr X was living with his wife and extended family at property 1;

* Mr X was disabled and his daughter-in-law was his principal carer. He was
therefore in priority need;

» the Council had accepted Mr X onto its housing register, and had included
Mr X’s son and his daughter-in-law in his household for that application;

* Mr X had a tenancy with a fixed term, which had expired and his landlord was
now taking court action for possession. There was no suggestion of fault, so
Mr X was not intentionally homeless;

* Mr X was a British National, so he was eligible for housing assistance and had
lived at property 1 since early 2020, so he had a local connection; and
Damna 10
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37.

38.

39.

40.

» based on the above information, the Council had “reason to believe” Mr X was
homeless, eligible for assistance and in priority need. It should therefore make
enquiries and provide interim accommodation whilst it did so.

Mr Z also explained Mr X was unable to read or write English and was not able to
make an application online. Mr Z asked the Council to help Mr X complete the
necessary forms and upload any documents needed.

Council records show it carried out a homelessness assessment on 5 August
2022. It accepted a prevention duty on the basis it said Mr X was at risk of
homelessness, and asked Mr X to provide various documents. It issued a PHP.

Council records refer to the offer of a four bedroom private rented sector (PRS)
property outside the Council’s area. The Council confirmed there was no record it
had sent Mr X an email or letter about that property. We have not found any other
reference to that property in the records we have seen.

In September, Mr X told the Council he had received a possession order, which
required him to leave property 1 by 28 September 2022 and to pay the landlord’s
costs of £355 by the same date. On receipt of the possession order, the Council
emailed Mr X to say:

“As advised, please you should not vacate the property on the 28/9/2022
or any other date if you have not secured alternative accommodation or the
landlord had not obtained a warrant of possession.”

Mr X remained in property 1. Mr Z wrote to the Council again on 29 September.
He said that, as Mr X had no valid defence to the section 21 notice, it was
unreasonable for him to remain in property 1. As a result of the Council’s verbal
advice to remain in property 1 until a possession order was obtained, Mr X had
been ordered to pay costs and was now being asked to complete further forms.
He set out relevant sections of the Code and asked the Council to reimburse the
legal costs incurred as a result of its poor advice. He also asked it to explain why
it was asking Mr X to complete forms, despite knowing he could not read or write.

The Council reminded Mr X to provide relevant documents for his homelessness
application. Mr X said he provided them on 14 October, but the Council’s record
for that date stated Mr X had not signed the PHP, nor completed a medical form,
and had not provided the documents requested.

On 19 October, the Council contacted Mr X by telephone about another PRS
property. Its record of the call stated Mr X did not want to move outside its area
and the officer explained the Council did not have any other accommodation
available. Its email on the same day said this was a four bedroom property and it
asked Mr X to let it know if he wanted to be referred for this.

The next day, the Council met with Mr X and his son, MrY, who acted as
translator. The Council explained the supply of temporary accommodation was
very limited, particularly as Mr X wanted to stay in its area. Mr X confirmed he did
not want to consider the PRS property suggested the day before. Mr X provided a
completed vulnerability form, homelessness application and other documents, at
which point the Council “registered” his homelessness application.

On 24 October, the Council wrote to Mr X ending the prevention duty and

accepting a relief duty. Its email advised Mr X to start looking for alternative PRS

and to “make storage arrangements” for his possessions. It added “Once you

have a bailiff’'s warrant, please send it to me so | can discuss it with the

accommodation panel and request authorisation for emergency accommodation”.
Danpo- 11
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49.
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On the same day, the officer referred the case to the Council’'s PRS team to look
for a four bedroom property. In an email to Mr X to confirm this, they said the PRS
team would only make one offer and if this was not accepted, the Council would
discharge its housing duty. It said Mr X should bear this in mind, given he had
already refused the offer of two PRS properties outside its area.

Council records show it tried to contact Mr X’s landlord in late October but was
not able to speak to them. It asked Mr X to contact the landlord for their reasons
for evicting him. Mr X told it the landlord never replied to his communications.

The Council did not take any action between 4 November and 17 January 2023
when Mr X told it he would be evicted by the bailiffs on 22 February 2023. Mr X
said he was struggling to find his own alternative accommodation. The Council
said it didn’t have properties so “it will be emergency B&B, or hostel, whatever
they have on the day” and said Mr X could suspend the warrant of eviction by
completing a form, which it provided a link for.

Two days later, the Council advised Mr X it would seek permission from its
temporary accommodation panel to place Mr X in temporary accommodation
before the bailiffs' eviction date. The next day, it sent him links to property rental
websites and benefits calculators to help him in finding his own accommodation.

On 23 January, the Council’s medical adviser considered the Council’s file and
stated they did not consider the specific medical issues meant Mr X was
“significantly vulnerable as now defined”. The record does not clarify what records
the medical adviser saw when considering this, nor does it indicate what legal test
was applied.

On 25 January, the Council sent further decisions ending the prevention duty and
accepting a relief duty. In a covering email, the officer said they would be
discussing the case with senior managers the following day.

On 26 January, the Council’'s temporary accommodation panel discussed the
case, but did not authorise the arranging of accommodation. Its record stated this
was because Mr X had refused two properties at the prevention stage, although it
noted the Council had not sent official letters to Mr X to confirm those offers. The
panel advised the officer to notify the Council’s PRS team to try to find
accommodation by the eviction date and provide a progress report to the panel in
two weeks’ time so emergency accommodation could be authorised.

The same day, the Council emailed Mr X with details of a three bedroom PRS
property outside its area. It said it would help with one month’s rent in advance
and a deposit. Again, the Council did not send a decision letter formally offering
the property to Mr X and explaining why it was suitable for the household.

The next day, the Council told Mr Z the case had gone to its temporary
accommodation panel “and we will look to provide this as and when necessary”.

On 1 February 2023, the Council decided Mr X should be considered separately
from the extended family he lived with, and that he was not in priority need. Its
decision letter stated its reasons were that:

* Mr X was able to undertake all day-to-day activities, such as making
appointments with his GP, attending physio appointments, personal care and
shopping, and making trips abroad. He was also not relying on a wheelchair to
access services; and

* his extended family were not dependent on him and would therefore have to
make a separate application.

Anpg 19
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52.
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54.

55.

56.

Mr Y asked the Council to review its decisions. On 15 February, the reviewing
officer overturned both decisions and said fresh decisions would be made.

On 21 February, the Council confirmed it would treat Mr X and his extended
family as one household. Its panel agreed to arrange temporary accommodation.
Mr X and his family moved to bed and breakfast (B&B) accommodation the
following day. On 15 May, the Council moved the family to self-contained
accommodation.

Mr Z told us that Mr X:

* had no knowledge of being offered the three properties referred to by the
Council. Mr X said he refused a different property, because it was a third floor
flat in a building with no lift and he could not manage the stairs; and

* had not refused to consider accommodation outside the Council’s area. When
he was offered interim accommodation outside its area, he had accepted it.

In its initial response to our enquiries, the Council said:

+ it accepted its advice on 15 September and 24 October about waiting for an
eviction warrant contradicts the Code. However, it is important that applicants
understand their rights under the Protection from Eviction Act 1977;

+ temporary accommodation that is immediately available to homeless
households in its Borough is usually bed and breakfast accommodation due to
acute supply issues since summer 2022, which means there is some logic in
electing to remain in suitable self-contained accommodation whilst trying to
source a settled alternative;

* Mr X had turned down offers of alternative accommodation prior to the eviction
warrant being executed. Whilst it understood his preference to remain in the
Borough, this is often not viable for reasons of supply and cost. Further, it
remains likely the Council will discharge its homelessness duty by offering
suitable PRS accommodation, which may be out of Borough;

+ the decision to treat the family as two separate households on 1 February 2023
was an error, which was quickly rectified on review, which is the purpose of the
review process; and

it also accepted it had not yet made a main housing duty decision, which it said
was due to staff absences during 2023 and difficulty in recruiting cover, at a
time when PRS evictions had spiked.

The Council proposed the following to remedy the injustice caused:

» an apology for not offering interim accommodation before February 2023 and a
payment of £200 to Mr X to recognise the injustice caused;

* areminder to relevant officers about the contents of sections 6.35 to 6.38 of
the Code. It would instruct officers to record when applicants have elected to
assert their legal right and remain in their accommodation until a warrant is
issued but otherwise to offer interim accommodation when a valid section 21
notice has been served.

Complaints handling
Mr Z formally complained, on behalf of Mr X, in March 2023. The Council
acknowledged this and said it would respond by 30 March, which was 20 working
days in line with its complaints process. On 28 April, it informed Mr Z there would
be a delay in responding. It responded at stage 1 on 5 June. It said:

Danp 12
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59.

60.

* it had made robust enquiries and set out the reasons for its decision Mr X was
not in priority need in its letter dated 1 February;

* not all section 21 notices are enforced and councils are required to work with
landlords to prevent homelessness. Tenants are therefore advised not to leave
in case their homelessness can be prevented;

* it was not aware at the time that Mr X could not read or write. It said Mr X had
previously completed a housing register application, which he signed himself,
and had communicated with it by email; and

* Mr X’s family were now in bed and breakfast accommodation and the Council
would contact them when it had identified a suitable property for them.

Mr Z was unhappy with the response and asked the Council to consider the
complaint at stage 2 of its process on 8 June. The Council responded on
4 August 2023. In its response, it:

» apologised for the delay in responding, which was due to staffing shortages
due to unavoidable circumstances;

» explained it used medical advisers to provide medical expertise on health-
related issues and the impact they may have on an applicant’s vulnerability
and housing needs;

» said “it was the Medical Team which made the determination that Mr [X]’s
condition did not warrant him being awarded medical priority. The [housing
officer] reported what the expert in the field had determined”; and

* Mr X had delayed providing documents requested by two months and was
offered suitable alternative properties on three occasions, which he refused.

At the time of preparing a draft of this report, the Council had not decided whether
it owed Mr X a main housing duty. We have not seen evidence it has done so
since.

Analysis and findings

Initial approach

Mr X approached the Council for help in November 2021 and provided a section
21 notice. The Council should have checked whether the notice was valid, and, if
so, contacted the landlord to explore whether his homelessness could be
prevented by an extension to the tenancy. The failure to take those steps was
fault. As a result, the Council did not register a homelessness application for Mr X
in 2021.

On balance, we find the section 21 notice was valid as the landlord proceeded to
eviction based on it. Further, on balance, the Council would not have been able to
prevent Mr X’s homelessness since the landlord wanted the property back and
started court action in mid-January 2022. On balance, if it had properly
considered the matter, it would have decided it owed a relief duty by the end of
January 2022. Its failure to act, delayed any assistance to Mr X, and meant he
incurred £355 legal costs as he was ordered to pay the landlord’s costs for the
application. He would not have had to pay if the Council had not delayed in
helping him because the landlord would not have needed to continue with the
legal action if Mr X had left the property.

Ao 1/
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67.

68.

69.

Homelessness application — June 2022 onwards

Mr X approached the Council again in June and Mr Z also wrote to the Council on
his behalf. There is no record of the oral advice the Council gave Mr X. However,
the letter Mr Z sent was sufficient for the Council to have reason to believe Mr X
may have been eligible for housing assistance, was homeless, and in priority
need. It therefore had a duty to provide interim accommodation. It did not do so,
which was fault. It also had a duty to make enquiries, which it delayed doing,
which was further fault.

The Council carried out a homelessness assessment on 5 August 2022, following
which it accepted a prevention duty and issued a PHP. This was fault. It should
have accepted a relief duty on the grounds it was not reasonable for him to
continue to occupy property 1. And it should have provided interim
accommodation.

A relief duty would usually last 56 days, which would have been 30 September
2022, but Mr X did not provide all the documents the Council asked for until

20 October. At that point the council should have decided whether it owed a main
housing duty.

On 25 October the Council wrote to Mr X ending the prevention duty and
accepting a relief duty. It did not take any action between 4 November 2022 and
17 January 2023, which was fault.

On 17 January, it told Mr X to arrange storage for his belongings. It did not
enquire about whether Mr X was able to protect his belongings or offer any
assistance with storage, which was fault. By this point, Mr X had been informed
he would be evicted on 22 February, but the Council still failed to arrange interim
accommodation. In the event Mr X was able to arrange storage himself.

On 25 January 2023, the Council wrote again to Mr X ending the prevention duty
and accepting the relief duty. This was a repeat of a letter it sent three months
earlier and there was no basis for doing so. This is evidence of a general lack of
care and attention to the case and was further fault.

On 26 January, the Council’s panel decided not to arrange interim
accommodation on the grounds Mr X had refused two offers of PRS
accommodation during the prevention stage, despite noting it had not formally
written to him about these. From our review of the records, the Council identified
a possible PRS property in August 2022, but there is no evidence it told Mr X
about this. It sent Mr X details of a PRS property on 24 October 2022. There was
no formal offer of a property, no explanation of why it was suitable for the
household and no warning about the consequences of not accepting an offer of
suitable accommodation. The Council was at fault for refusing to provide interim
accommodation on the basis it did.

The Council accepts it was at fault for deciding on 1 February that the family
should be treated as two separate households, which was rectified following the
review.

On balance, it was also at fault for deciding Mr X was not in priority need. This
was because:

» the Council had not made proper enquiries, for example, it had not made
enquiries of Mr X’s GP;

+ information it relied on in its decision letter was incorrect, for example, it said
he could manage to attend appointments and undertake his own personal care
Dango 165
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72.

73.

74.

and shopping. Mr X had explained he could not do those things and needed to
be helped by his family to do them. Its letter said he was travelling between the
UK and two other countries, which was also incorrect. Mr X had travelled to
another country in 2013 and again in 2019 for holidays before he became sick
in 2021;

+ it did not apply the proper legal test for deciding whether Mr X was vulnerable.
It should have considered whether he was more vulnerable than an ordinary
person would be if they became homeless;

+ it did not consider the Equality Act when making its decision. Mr X had a
disability for which he was receiving a Personal Independence Payment (PIP)
and his wife was receiving carer’s allowance. The Council had documents
confirming these benefits; and

* there were children in the household.

At the time of writing, the Council has not made a main housing duty decision, a
year after the review decision, which is further fault.

Supporting Mr X with forms

We have not found fault with the Council for failing to help Mr X to complete
forms. Council records show that, whilst it was aware he needed an interpreter
and was not able to read or write, family members who lived with him were
helping him with those things.

Complaints handling

The Council failed to respond to the complaint at either stage within the
timescales in its published policy. It should have responded within 20 working
days. At stage 1, it should have responded by 30 March but did not do so until
5 June, which was 23 working days later than it should have been. At stage 2, it
should have responded by 8 July, but did not do so until 4 August, which was
19 working days later than it should have been. The delay was fault.

The Council was also at fault for saying in its complaint response that its medical
adviser had decided Mr X was not vulnerable and the housing officer simply
reported what they had determined. It is for the Council to make the decision
about medical priority and whether an applicant is vulnerable, not the medical
adviser. In the event, this did not cause Mr X a significant injustice as the decision
on 1 February was overturned at review and he has been housed throughout.

Injustice caused by the Council’s failings

Mr X and his family were caused months of uncertainty and worry due to the
Council's delay in taking action to assist them and, in particular, its failure to
arrange interim accommodation when it should have done, which was by
January 2022 at the latest. The family, which includes a disabled, older man and
children, also had to go through the experience of being evicted by bailiffs, which
could have been avoided but for the Council’s fault. They also had to arrange for
the storage of their belongings without any assistance from the Council. Mr X
incurred avoidable court costs and was put to avoidable time and trouble pursuing
the Council. The delay in making a main housing duty decision means Mr X does
not have a statutory right of review of the suitability of his accommodation, and
this may have affected his priority on the housing register.
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75.

76.

77.

Recommendations

The Council must consider the report and confirm within three months the action it
has taken or proposes to take. The Council should consider the report at its full
Council, Cabinet or other appropriately delegated committee of elected members
and we will require evidence of this. (Local Government Act 1974, section 31(2),
as amended)

In addition to the requirements above the Council has agreed to take the following
action within three months of the date of this report:

» apologise to Mr X for the injustice caused by the failings identified;
* pay him £1,000 to remedy the uncertainty, worry and time and trouble caused,;
» pay him a further £355 to remedy the avoidable court costs he incurred;

» decide whether it owes him a main housing duty and write to him with that
decision;

* review his priority on its housing register in light of its main housing duty
decision, and back-date any additional priority to at least 25 October 2022, by
which point the Council should have made a main housing duty decision;

» share a summary of the learning from this decision, as well as the full report,
with all officers who deal with homelessness applications to ensure lessons are
learned from what went wrong in this case;

* remind relevant officers about the contents of paragraphs 6.35 to 6.38 of the
Code. The Council has said it will instruct officers to record when applicants
have elected to assert their legal right and remain in their accommodation until
a warrant is issued but otherwise to offer interim accommodation when a valid
section 21 notice has been served;

* remind relevant officers that the Council should make the decision on whether
an applicant is vulnerable and on whether they are eligible for medical priority,
and not its medical advisers; and

» provide evidence of the action it is taking to procure interim accommodation in
its area, including properties for families.

Decision

We have completed our investigation into this complaint. We found fault by the
Council causing injustice. We have recommended action to remedy that injustice
and prevent recurrence of the fault.
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TOWER HAMLETS

ACTION

DETAIL OF ACTION

NEXT STEPS

STATUS

COUNCIL MUST
CONSIDER REPORT AT
CABINET/COMMITTEE

The Council must consider the report and confirm within three months the action it has
taken or proposes to take. The Council should consider the report at its full Council,
Cabinet or other appropriately delegated committee of elected members and we will
require evidence of this. (Local Government Act 1974, section 31(2), as amended). Let
us know by 15 April when your Council will consider the report and when we may
expect to receive a response. If that deadline causes a problem, please let us know.

Relevant committee must be identified and arrangements made
before deadline to inform/evidence to LGSCO. Audit Committee has
been suggested where next meeting is 23 April however this would
be before publication date of 9 May meaning it not suitable. A
committee date of after 9 May needs to be identified to avoid public
disclosure of report before publicaiton

Completed

pay him a further £355 to remedy the avoidable court costs he incurred;

do via apology letter to request this and arrange payment of
£1355.00 to be paid to complainant

PUBLIC NOTICES AND|Section 30 of the 1974 Act requires your Council to place two public notices in Next to inform and prepare with comms team for public notices to  |Completed
REPORT COPIES AT|local newspapers and/or newspaper websites. To complete your statutory be published as directed. Need to ensure copies of report are
OFFICE requirements printed and available in the location/office as directed in the

you should place these announcements within two weeks of us publishing the report.  |speciment notice (see comments)

We

enclose a specimen public notice at the end of this letter which you may find helpful.

Please let us know when you have placed these notices. You should also make copies

of the renart availahle free of charae at ane or mare of vour offices
WRITTEN APOLOGY TO|apologise to Mr X for the injustice caused by the failings identified; Housing Service to ensure written apology to complainant - can use |Completed
COMPLAINANT apology to request payment details if not already on file
REMEDY PAYMENT pay him £1,000 to remedy the uncertainty, worry and time and trouble caused; Housing Service to ensure bank details of individual obtained - can Completed




OFFICERS
CODE

OF THE

Code. The Council has said it will instruct officers to record when applicants
have elected to assert their legal right and remain in their accommodation until
a warrant is issued but otherwise to offer interim accommodation when a valid
section 21 notice has been served;

MAY - Housing Service should arrange a team meeting and sharing
of the reminder of the code with all relevant officers with evidence
recorded of this via the sent email sharing the report as well as
minutes/agenda of meeting to evidence this occured. Can happen
via same mechanism for the above action

HOUSING DUTY|To decide whether it owes him a main housing duty and write to him with that Housing Service to review the case and determine if it has not been | Completed
DECISION AND|decision already if a housing duty is owed and a written communication
NOTIFICATION arranged for this specifically to evidence to LGSCO
REVIEW HOUSING|To review his priority on its housing register in light of its main housing duty Housing Service to review the case and determine if it has not been | Completed
REGISTER PRIORITY|decision, and back-date any additional priority to at least 25 October 2022, by already the housing priority and ensuring any appropriate
AND BACK DATE|which point the Council should have made a main housing duty decision; backdating of priority as directed. Evidence of this to be provided.
PRIORITY This can be communicated together with the action above for
Housing Duty
LEARNING AND|To share a summary of the learning from this decision, as well as the full report, THIS SHOULD NOT HAPPEN BEFORE PUBLICATION ON 9 Completed
REPORT TO BE|with all officers who deal with homelessness applications to ensure lessons are MAY - Housing Service should arrange a team meeting and sharing
SHARED AND|learned from what went wrong in this case of the final report with all relevant officers with evidence recorded of
EXPLAINED WITH this via the sent email sharing the report as well as minutes/agenda
U|STAFF of meeting to evidence this occured
jab)
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o
LEARNING/REMINDING [To remind relevant officers about the contents of paragraphs 6.35 to 6.38 of the THIS SHOULD NOT HAPPEN BEFORE PUBLICATION ON 9 Completed




LEARNING/REMINDER
OF OFFICERS OF
TAKING DECISION ON
VULNERABILITY  AND
MEDICAL PRIORITY

To remind relevant officers that the Council should make the decision on whether an
applicant is vulnerable and on whether they are eligible for medical priority, and not its
medical advisers

THIS SHOULD NOT HAPPEN BEFORE PUBLICATION ON 9
MAY - Housing Service should arrange a team meeting and sharing
of the learning on these points with all relevant officers with
evidence recorded of this via the sent email sharing the report as
well as minutes/agenda of meeting to evidence this occured. Can
happen via same mechanism for the two above actions

Completed

INTERIM Provide evidence of the action it is taking to procure interim accommodation in Housing Service to ensure detailed written evidence of the actions |Completed
ACCOMODATION its area, including properties for families and strategy around procurement of interim accomodation as

STRATEGY AND directed

EVIDENCE

PRESENTATION OF|Releating back to Action 1 above - once identified and arranged at relevant committee {Once committee identified - report to be added to the agenda - Completed

PUBLIC REPORT TO
MEMBER  ATTENDED
COMMITTEE

the report will need to be presented to the relevant committee and feedback provided
to LGSCO

presented and then LGSCO informed of this with evidence
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Local Government &

OMBUDSMAN

Report by the Local Government and Social Care
Ombudsman

Investigation into a complaint about
London Borough of Tower Hamlets
(reference number: 22 013 057)

18 March 2024

Local Government a i re Ombudsman
wwvﬁggoqgrg.u


http://www.lgo.org.uk/

The Ombudsman’s role

We independently and impartially investigate complaints about councils and other
organisations in our jurisdiction. If we decide to investigate, we look at whether
organisations have made decisions the right way. Where we find fault has caused
injustice, we can recommend actions to put things right, which are proportionate,
appropriate and reasonable based on all the facts of the complaint. We can also identify
service improvements so similar problems don’t happen again. Our service is free.

We cannot force organisations to follow our recommendations, but they almost always do.
Some of the things we might ask an organisation to do are:

> apologise
> pay a financial remedy
> improve its procedures so similar problems don’t happen again.

We publish public interest reports to raise awareness of significant issues, encourage
scrutiny of local services and hold organisations to account.

Section 30 of the 1974 Local Government Act says that a report should not normally
name or identify any person. The people involved in this complaint are referred to by a
letter or job role.

Key to names used

Miss X The complainant
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Report summary

Housing — Allocations, Domestic Abuse

Miss X complained about how the Council dealt with her application for the
housing register. In particular, she complained that the Council:

» delayed in dealing with her application for the housing register in 2022;

« wrongly decided that she did not qualify for the housing register and delayed
in dealing with her request for a review of its decision;

» gave conflicting information about whether she could seek a review of its
decision that she was not eligible for the housing register or make a complaint;
and

* wrongly placed her in priority band 2B when it accepted her application in
August 2023. Miss X considers she should have been placed in a higher
priority band due to her medical needs.

Miss X says that as a result she has been caused significant distress which has
worsened her medical conditions and affected her mental health.

Finding
Fault causing injustice and recommendations made.

Recommendations

The Council must consider the report and confirm within three months the action it
has taken or proposes to take. The Council should consider the report at its full
Council, Cabinet or other appropriately delegated committee of elected members
and we will require evidence of this. (Local Government Act 1974, section 31(2),
as amended)

In addition to the requirements set out above, the Council should take the
following actions within three months of the date of this report.

+ Send a written apology to Miss X for the distress caused to her by its delay in
considering her housing register application, failure to consider her medical
conditions, delay in considering her request for a review, retracting its offer for
a further review and failure to notify her of her right to seek a review of its
decision to award band 2B priority. We publish guidance on remedies which
sets out our expectations for how organisations should apologise effectively to
remedy injustice. The organisation should consider this guidance in making
the apology we have recommended.

+ Make a symbolic payment of £500 to Miss X to acknowledge the distress
caused to her.

+ Draw up an action plan with clear timescales for reducing the delay in
considering applications for the housing register to ensure applications are
decided within eight weeks. The Council should provide a quarterly report to
the relevant committee to ensure democratic oversight.

» By training or other means, remind officers of the need to ensure they
consider whether an applicant who does not have a local connection has
housing needs, including medical needs, when considering housing register
applications.

age 25
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* Review its template letter to ensure it notifies applicants of their right to seek a
review of decisions on their housing application in accordance with the
Council’s housing allocation policy.

The Council has accepted our recommendations.
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The complaint

Miss X complained about how the Council dealt with her application for the
housing register. In particular, she complained that the Council:

» delayed in dealing with her application for the housing register in 2022;

« wrongly decided that she did not qualify for the housing register and delayed
in dealing with her request for a review of its decision;

» gave conflicting information about whether she could seek a review of its
decision that she was not eligible for the housing register or make a complaint;
and

* wrongly placed her in priority band 2B when it accepted her application in
August 2023.

Miss X considers she should have been placed in a higher priority band due to
her medical needs.

Miss X says that as a result she has been caused significant distress which has
worsened her medical conditions and affected her mental health.

Legal and administrative background

The Ombudsman’s role and powers

We investigate complaints about ‘maladministration’ and ‘service failure’. In this
report, we have used the word ‘fault’ to refer to these. We must also consider
whether any fault has had an adverse impact on the person making the
complaint. We refer to this as ‘injustice’. If there has been fault which has caused
an injustice, we may suggest a remedy. (Local Government Act 1974, sections
26(1) and 26A(1), as amended)

When considering complaints we make findings based on the balance of
probabilities. This means that we look at the available relevant evidence and
decide what was more likely to have happened.

We may investigate matters coming to our attention during an investigation, if we
consider that a member of the public who has not complained may have suffered
an injustice as a result. (Local Government Act 1974, section 26D and 34E,

as amended)

Relevant law and guidance

Housing allocations

Every local housing authority must publish an allocations scheme that sets out
how it prioritises applicants, and its procedures for allocating housing. All
allocations must be made in strict accordance with the published

scheme. (Housing Act 1996, section 166A(1) & (14))

An allocations scheme must give reasonable preference to applicants in the
following categories:

* homeless people;
* people in insanitary, overcrowded or unsatisfactory housing;

* people who need to move on medical or welfare grounds;
Damna 27
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* people who need to move to avoid hardship to themselves or others.
(Housing Act 1996, section 166A(3))

Councils must notify applicants in writing of the following decisions and give
reasons:

« that the applicant is not eligible for an allocation;
+ that the applicant is not a qualifying person;

» adecision not to award the applicant reasonable preference because of their
unacceptable behaviour.

The Council must also notify the applicant of the right to request a review of
these decisions. (Housing Act 1996, section 166A(9))

Housing applicants can ask the council to review a wide range of decisions about
their applications, including decisions about their housing priority.

Statutory guidance on the allocation of accommodation says:

» review procedures should be clear and fair with timescales for each stage of
the process;

+ there should be a timescale for requesting a review - 21 days is suggested as
reasonable;

+ the review should be carried out by an officer senior to the original decision
maker, or by a panel not including the original decision maker;

* reviews should normally be completed within a set deadline - 8 weeks is
suggested as reasonable.

The Council’s housing allocation policy

The Council places all applicants eligible for the housing register into three bands
depending on their housing needs. The bands are also subdivided into priority
groups.

The Council’s housing allocation policy provides that applicants should normally
have a local connection. This is defined as having lived in the borough
continuously for the last three years at the point of registration.

Where an applicant in housing need does not meet the local connection
requirement their application can be accepted and placed in band 2B. When an
applicant has lived continuously in the borough for three years their application
will be moved to band 2A or higher.

The Council’s allocation policy provides that an applicant can request a review on
any decision that is made about their application. The policy says the Council
aims to tell the applicant the result of the review within 56 days.

What we have and have not investigated

We have not investigated the Council’s recent decision to award band 1B priority
to Miss X or Miss X’s concerns that the Council has given her a new priority date
since she has lived in the borough for three years. These are new issues as the
Council made these decisions after we started our investigation.

How we considered this complaint
We produced this report after examining relevant documents.

age 28
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20.

21.

22.

23.

24,

25.

26.

We gave the complainant and the Council a confidential draft of this report and
invited their comments. The comments received were taken into account before
the report was finalised.

What we found

What happened
The following is a summary of the key facts relevant to the consideration of the
complaint. It does not include everything that happened.

In 2020, Miss X rented a property in the Council’s area as she was fleeing
domestic abuse. In January 2022, Miss X applied to join the Council’s housing
register as her landlord wanted the property back.

In May 2022, Miss X submitted a medical form to the Council explaining why her
housing was unsuitable due to her medical conditions. Miss X explained she
could not leave her property as she had mobility problems and could not manage
the stairs to the entrance of her property.

The Council made a decision on Miss X’s application in July 2022. It decided
Miss X did not qualify to join the housing register as she had not lived in the
borough continuously for three years. The Council advised Miss X on how to
make a homelessness application at this time.

In late July 2022, Miss X requested a review of the Council’s decision. In her
review request Miss X said the Council had not taken account of her medical form
or her updates about her worsening health when making its decision. Miss X also
said she had moved to the area due to domestic abuse and her current property
was not intended to be long term accommodation. This was because it did not
meet her medical needs. Miss X considered that the Council should place her in
band 1A due to her medical needs and circumstances.

The Council considered Miss X’s review request in January 2023. In response to
our enquiries the Council said that the delay in considering Miss X’s review was
due to an oversight. The Council refused Miss X’s application as she had not lived
in the borough continuously for three years. In its letter notifying Miss X of the
decision, the Council said she did not fall into the exception categories. This was
because she had not provided any medical documents and it could not locate a
medical form for her. The Council invited Miss X to submit medical documents in
support of her application and these would be considered by a separate team.

Miss X requested a further review of the decision. The Council initially advised
that there was no further right of review. It then advised Miss X that it would offer
a further right of review. Miss X submitted her review request. The Council
acknowledged Miss X’s request and said it would be forwarded to the relevant
team. The Council then notified Miss X that it would not carry out a further review.

Miss X made a complaint to the Council about its decision to refuse her
application which the Council considered through its two stage complaints
procedure. In response to Miss X’s stage two complaint, the Council apologised
for not considering Miss X’s medical conditions when she made her application to
join the housing register. The Council said it should have sent Miss X a medical
form for completion so her application could be assessed for priority on medical
grounds. The Council agreed to reconsider Miss X’s application on medical
grounds. It also carried out an occupational therapy assessment and Miss X
provided additional medical information.
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27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

The Council reconsidered Miss X’s application and decided she qualified for the
housing register due to her housing need. It placed her in band 2B with a
preference date of January 2022. The Council explained she had been placed in
this band because she had not lived in the borough continuously for three years.
It would place her in band 2A from the date she had lived in the borough
continuously for three years. Miss X considers the Council should have exercised
discretion and placed her in a higher priority band due to her medical needs.

The Council did not notify Miss X of her right to seek a review of the decision to
award band 2B priority.

The Council placed Miss X in band 1B on the date she had continuously lived in
the borough for three years.

Conclusions

Delay in dealing with Miss X’s application for the housing register

The Council took six months to consider Miss X’s application for the housing
register. The Council has said this was due to staff shortages, volume of
applications and a backlog of work. We usually expect a council to be able to
process an application for the housing register within eight weeks. So, the time
taken by the Council to consider Miss X’s application is excessive and is fault.

In response to our enquiries, the Council said it currently has a six month delay in
processing housing register applications. The ongoing delays will cause injustice
to other applicants so the Council should take action to address the delays.

Decision on Miss X’s housing register application

The Council acknowledged it was at fault for not assessing Miss X’s application
for priority on medical grounds when she first made her application. The Council
also did not consider the medical form completed by Miss X in May 2022 when
considering her application. This is fault. As a result, the Council did not properly
consider whether Miss X was in housing need and therefore exempt from its local
connection criteria.

The Council took appropriate action to remedy its fault by considering Miss X’s
application again including her medical conditions and whether she had housing
needs. The Council considered Miss X was eligible due to her medical conditions
which made her housing unsuitable. We therefore consider, on balance, that the
Council would have found Miss X to be in housing need and eligible for the
housing register in July 2022 if it had considered and obtained evidence of her
medical conditions at that time.

The Council did not notify Miss X that she could seek a review of its decision to

award band 2B priority when it decided she was eligible for the housing register.
This was a new decision on her application so the Council should have notified

her of the right to request a review of this decision. Not to do so was fault. As a

result, Miss X lost the opportunity to request a review.

Delay in dealing with Miss X’s review request

The Council’s allocation policy provides it will make a decision on a review
request within 56 days. The Council took six months to consider Miss X’s review
request. This is fault which caused distress and avoidable uncertainty to Miss X.

Conflicting information about further reviews.
The Council’s allocation policy does not contain any provision for a further review.

The Council initially agreed to exercise its discretion to offer a further review to
Damna 20
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37.

38.

39.

40.

41.

42.

Miss X but then withdrew this offer. It is not clear why the Council changed its
mind about offering a further review. This is fault which will have raised Miss X’s
expectations and caused some uncertainty to her.

Decision to place Miss X in band 2B

Miss X considers the Council should have awarded higher priority than band 2B
when it accepted her application in August 2023 due to her medical needs and
her personal circumstances. The decision to place Miss X in band 2B was in
accordance with the Council’s allocation policy. But councils have discretion to
depart from policy if there are good reasons to do so. There is no evidence to
show the Council considered if Miss X’s circumstances warranted exercising
discretion to award higher priority. But it is not proportionate to investigate the
matter further as we cannot know what the outcome would have been even if the
Council had considered its discretion.

Injustice to Miss X

The Council should have decided Miss X’s application by March 2022 and placed
her in band 2B at this time. The Council has backdated Miss X’s preference date
to January 2022 which is the date of her original application so she has not lost
waiting time as a result of the fault by the Council.

We also do not consider the faults prevented Miss X from successfully bidding on
a property. The Council has provided details of the properties Miss X has bid on
and her place in the queue. The properties were offered to applicants with higher
priority and longer waiting time. Miss X’s position in the queue for each property
was very low. So, we consider it is unlikely that she would have successfully bid
on a property even if she had been on the housing register from March 2022.

But the delay in dealing with her application and considering her medical needs
caused distress to Miss X which the Council should remedy. The Council’s delay
in dealing with Miss X’s review, the retraction of its offer to carry out a further
review and missed opportunity to seek a review also caused distress to her.

Recommendations

The Council must consider the report and confirm within three months the action it
has taken or proposes to take. The Council should consider the report at its full
Council, Cabinet or other appropriately delegated committee of elected members
and we will require evidence of this. (Local Government Act 1974, section 31(2),
as amended)

In addition to the requirements set out above, the Council has agreed to take the
following actions within three months of the date of this report.

* Send a written apology to Miss X for the distress caused to her by its delay in
considering her housing register application, failure to consider her medical
conditions, delay in considering her request for a review, retracting its offer for
a further review and failing to notify her of her right to seek a review of its
decision to award band 2B priority. We publish_guidance on remedies which
sets out our expectations for how organisations should apologise effectively to
remedy injustice. The organisation should consider this guidance in making
the apology.

+ Make a symbolic payment of £500 to Miss X to acknowledge the distress
caused to her.

age 31
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43.

+ Draw up an action plan with clear timescales for reducing the delay in
considering applications for the housing register to ensure applications are
decided within eight weeks. The Council should provide a quarterly report to
the relevant committee to ensure democratic oversight.

» By training or other means, remind officers of the need to ensure they
consider whether an applicant who does not have a local connection has
housing needs, including medical needs, when considering housing register
applications.

* Review its template letter to ensure it notifies applicants of their right to seek a
review of decisions on their housing application in accordance with the
Council’s housing allocation policy.

Final decision

We have completed our investigation into this complaint. There was fault by the
Council which caused injustice to Miss X. The Council has agreed to take the
action identified at paragraph 42 to remedy that injustice.
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caused to her

do via apology letter to request this and arrange payment of £500.00
to be paid to complainant

ACTION DETAIL OF ACTION NEXT STEPS STATUS
COUNCIL MUST|The Council must consider the report and confirm within three months the action it has |Relevant committee must be identified and arrangements made Completed
CONSIDER REPORT AT|taken or proposes to take. The Council should consider the report at its full Council, before deadline to inform/evidence to LGSCO. Audit Committee has
CABINET/COMMITTEE |Cabinet or other appropriately delegated committee of elected members and we will been suggested where next meeting is 23 April however this would

require evidence of this. (Local Government Act 1974, section 31(2), as amended). Let|be before publication date of 23 May meaning it not suitable. A

us know by 15 April when your Council will consider the report and when we may committee date of after 23 May needs to be identified to avoid public

expect to receive a response. If that deadline causes a problem, please let us know. |disclosure of report before publicaiton
PUBLIC NOTICES AND|Section 30 of the 1974 Act requires your Council to place two public notices in Next to inform and prepare with comms team for public notices to  |Completed
REPORT COPIES AT|local newspapers and/or newspaper websites. To complete your statutory be published as directed. Need to ensure copies of report are
OFFICE requirements printed and available in the location/office as directed in the

you should place these announcements within two weeks of us publishing the report.  |speciment notice (see comments)

We

enclose a specimen public notice at the end of this letter which you may find helpful.

Please let us know when you have placed these notices. You should also make copies

of the renart availahle free of charae at ane or mare of vour offices
WRITTEN APOLOGY TO|Send a written apology to Miss X for the distress caused to her by its delay in Housing Service to ensure written apology to complainant that Completed
COMPLAINANT considering her housing register application, failure to consider her medical meets the parameters of the previous box - can use apology to

conditions, delay in considering her request for a review, retracting its offer for request payment details if not already on file

a further review and failing to notify her of her right to seek a review of its

decision to award band 2B priority. We publish guidance on remedies which

sets out our expectations for how organisations should apologise effectively to

remedy injustice. The organisation should consider this guidance in making

the apology
REMEDY PAYMENT Make a symbolic payment of £500 to Miss X to acknowledge the distress Housing Service to ensure bank details of individual obtained - can |Completed




COMMITTEE

ACTION PLAN FOR|Draw up an action plan with clear timescales for reducing the delay in Housing Service to ensure production of an action plan (if not one  |Completed
REDUCING DELAY IN|considering applications for the housing register to ensure applications are already) and to arrange a quaterly report of this in a way that gets
HOUSING REGISTER|decided within eight weeks. The Council should provide a quarterly report to the relevant oversight - this needs to be arranged in a way that the
APPLICATION the relevant committee to ensure democratic oversight. deliverables communicate a demonstrable way to reduce the delay
DECISIONS in an evidenced way
LEARNING -|By training or other means, remind officers of the need to ensure they THIS SHOULD NOT HAPPEN BEFORE PUBLICATION ON 23 Completed
REMINDERS FOR|consider whether an applicant who does not have a local connection has MAY - Housing Service should arrange a team meeting and sharing
OFFICERS housing needs, including medical needs, when considering housing register of the final report and its reminders with all relevant officers with
applications. evidence recorded of this via the sent email sharing the report as
well as minutes/agenda of meeting to evidence this occured
REVIEW OF TEMPLATE|Review its template letter to ensure it notifies applicants of their right to seek a Housing Services should ensure the template letter is reviewed and |Completed
LETTER review of decisions on their housing application in accordance with the amended to meet this requirement
Council’s housing allocation policy.
-
jab)
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PRESENTATION OF|Releating back to Action 1 above - once identified and arranged at relevant committee {Once committee identified - report to be added to the agenda - Completed
PUBLIC REPORT TOf|the report will need to be presented to the relevant committee and feedback provided |presented and then LGSCO informed of this with evidence
MEMBER  ATTENDED|to LGSCO
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