
APPENDIX 4 

SUMMARY OF REPORTS FROM PSOW WEBSITE (‘OUR FINDINGS’ 
SECTION) RELATING TO RCT CBC 2022-2023 

 
Housing Applications. allocations. transfer and exchanges 
: Rhondda Cynon Taf County Borough Council 
Report date 
03/02/2023 
Outcome 
Early resolution 
Case ref number 
202205414 
 
Mrs S complained that Rhondda Cynon Taf County Borough Council failed to support 
her, and her husband’s housing needs which resulted in her husband having to seek 
accommodation in his vehicle. 
 
The Ombudsman concluded that the Council failed to act in accordance with its 
statutory complaints procedure and failed to provide its procedure with her. She said 
this caused frustration to Mrs S. 
 
As an alternative to an investigation, the Ombudsman sought and gained the Council’s 
agreement to apologise to Mrs S for not providing her with sufficient information on its 
complaint’s procedure, issue a stage 2 response, and remind its housing team of the 
model complaints procedure. It was agreed that the Council would action this within 
30 working days 
 

Other : Rhondda Cynon Taf County Borough Council 
Report date 
26/08/2022 
Outcome 
Early resolution 
Case ref number 
202202881 
 
Ms Q complained that the Council refused to tell her about the health and whereabouts 
of her late partner, Mr X, from February 2021 onwards, and failed to inform her about 
his death until several months after the event. She also complained that the Council 
failed to arrange for the administration of his estate, leaving her to attend to matters. 
 
The Ombudsman considered that Ms Q’s desire to receive information about her 
partner engaged her right to a private and family life under Article 8 of the Human 
Rights Act. The Ombudsman was satisfied that it was not unreasonable in the 
circumstances for the Council to withhold information about Mr X from Ms Q in the 



weeks leading up to his death. However, after Mr X died, the Council showed a lack 
of urgency in establishing that information about his death could be passed to Ms Q.  
 
This resulted in a 5-month delay in telling Ms Q that Mr X had died, which was likely 
to have caused her avoidable additional distress. 
 
The Ombudsman was also concerned that, in the circumstances, the Council should 
have provided appropriate advice and support to Ms Q in relation to the settlement of 
Mr X’s estate following his death, in as far as it affected her. As a result, Ms Q was left 
to resolve matters on her own without support, which put her to avoidable time and 
trouble. 
 
In the interests of resolving the complaint, the Council agreed to apologise to Ms Q for 
the failings identified and to make a payment of £750 to her for the injustice and 
avoidable time and trouble caused to her. The Council also agreed to contact Ms Q to 
offer her appropriate support and advice (itself, or through an expedited referral to an 
appropriate external agency) with any ongoing concerns relating to Mr X’s estate. 
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