Governing Body Response

The Finance and Management Committee on 3 September 2026 considered and
endorsed the response of the Housing and Community Services Committee on 13
August 2026 as follows

The Housing and Community Services Committee considered the Housing
Ombudsman Report 2025-26, alongside details of complaints received by the
Housing Service.

It was noted that four complaints were received and seven complaints were
determined by the Housing Ombudsman in relation to the Council’s Housing Service.
In addition, 72 Stage 1 complaints were received, of which 16 progressed to Stage 2.

Members noted the reported figures, acknowledged the improvements made within
the Housing Service over the past 18 months, and expressed the expectation that
complaint volumes will reduce during 2026-27.

The Head of Housing advised that the number of Housing Ombudsman cases
accepted for investigation has increased by almost 500% over the past five years,
rising from 2,253 in 2020—21 to more than 13,000 in 2025-26. A further 60%
increase is forecast for 2026-27.



