Resident facing

The Housing Ombudsman has released its Annual Complaints Review, which has
shown a significant increase in severe maladministration findings. The report
highlights that social housing complaints have seen a huge spike due to poor
property conditions, legislative changes, media attention, and the inquest into the
death of Awaab Ishak.

The Housing Ombudsman has investigated over 5,000 complaints in a year for the
first time to make things right for residents. This included ordering or recommending
£1.1m in compensation. If you have an issue with your housing, it's important to
report it to your landlord first. But if you are not satisfied with their response, you can
turn to the Ombudsman for help.

The Housing Ombudsman is committed to ensuring that residents receive the best
service possible and will continue to work with landlords to improve the complaints
process. The good news is that the landlord and resident surveys show a trend
towards promoting the complaints process, signposting to the Ombudsman, and
sharing learning from complaints. This means that more people are aware of their
rights and are willing to make complaints.

So, if you have any problems with your housing, don't be afraid to make a complaint.
The Housing Ombudsman is here to help!

To read the Annual Complaints Review in full click here

For more information about the Housing Ombudsman click here

Housing Professional facing

The Housing Ombudsman has released its Annual Complaints Review for 2022-23,
providing key insights into the social housing complaints landscape. The review
reveals a sharp increase of severe maladministration findings, with individual
performance reports published for 163 landlords where the Ombudsman made most
findings. The report highlights that social housing complaints have seen a huge spike
due to poor property conditions, legislative changes, media attention, and the inquest
into the death of Awaab Ishak.

The Annual Complaints Review provides a comprehensive assessment of
complaints in social housing, including that the Ombudsman received over 5,000
complaints for the first time last year, a 28% increase on the previous year. The
report also shows that more than half of the findings were upheld for the first time,
with an increase in maladministration findings where service requests were not
handled reasonably.


https://www.housing-ombudsman.org.uk/annual-complaints-review-2022-23/
https://www.housing-ombudsman.org.uk/residents/
https://www.housing-ombudsman.org.uk/residents/

In many of these cases, landlords are making the same mistakes over and over
again. This shows that with just a little bit of sharp focus on the important issues the
Ombudsman highlights, the sector can get to grips with the problem.

The Ombudsman has again written to Chief Executives of landlords who have a
maladministration rate of over 50% to bring urgent attention to the figures. However,
this year the Ombudsman is also writing to five landlords who had no findings
upheld, recognising their positive complaint handling approach. The review also
looks at Complaint Handling Failure Orders (CHFOs) and key issues for the first
time, with the Ombudsman issuing 146 CHFOs last year.

The Annual Complaints Review provides key insights and information into the
performance of landlords managing complaints. Alongside this publication the
Ombudsman are also hosting training and events to keep up to date with the latest
policies and best practice.

Read the full review here

To access the Housing Ombudsman Training and Events click here



https://www.housing-ombudsman.org.uk/annual-complaints-review-2022-23/
https://www.housing-ombudsman.org.uk/landlords-info/workshops/

