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Methodology
Qualitative Research:

Å APCO Worldwide conducted 20 interviews among existing contacts of HOS including:

Å Interviews were conducted by telephone, lasted between 20 to 30 minutes and contained a mixture of closed and open 

(verbatim) questions.

Å Fieldwork started on 15 April and  finished on 17 May 2010.

Å Aim: To better understand how key stakeholders view the Housing Ombudsman Service, the needs and expectations for its 

current and future services and its perceived role in the new regulation framework for social housing.  

Å Question wording included at the bottom of each slide.

Å {ƻƳŜ ǘƻǘŀƭǎ ǎƘƻǿƴ ƛƴ ǘƘƛǎ ǊŜǇƻǊǘ Řƻ ƴƻǘ ŀŘŘ ǘƻ млл҈ ŘǳŜ ǘƻ ǊƻǳƴŘƛƴƎΣ ŜȄŎƭǳǎƛƻƴ ƻŦ άŘƻƴΩǘ ƪƴƻǿέ ƻǊ άƴƻ ŀƴǎǿŜǊέ ǊŜǎǇƻƴǎŜǎΣ 

or the fact that more than one response was allowed.
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Å Housing associations (3)

Å Landlord advice organisations(2)

Å Landlords (CEOs + senior officers) (3)

Å Legal profession (1)

Å Regulators and other ombudsman (3)

Å Tenant advice organisations(5)

Å Trade bodies (3)



KEY TAKEAWAYS:
Perceptions of the Housing Ombudsman Service

Å All respondents have heard at least a little about the Housing Ombudsman Service.

ς Although seeing as respondents are existing stakeholders of HOS this is to be expected

Å All respondents have a positive view of HOS.

Å Positive views of HOS are driven by:

ς Ih{Ω ǇǳǊǎǳƛǘ ƻŦ ƛƴŘǳǎǘǊȅ ōŜǎǘ ǇǊŀŎǘƛŎŜ

ς Direct personal experience with HOS

ς The way HOS communicates and interacts with stakeholders

Å Respondents most likely to volunteer the kinds of services provided by HOS as complaints and 

dispute resolution.

Å All respondents think HOS is a valuable service.
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1. Firstly I take it that you are aware of the Housing Ombudsman Service, can you tell me if you have heard, read or 
ǎŜŜƴ ŀ ƎǊŜŀǘ ŘŜŀƭΣ ǎƻƳŜ ƻǊ ŀ ƭƛǘǘƭŜ ŀōƻǳǘ ǘƘŜƳΚ  LΩƳ ƴƻǿ ƎƻƛƴƎ ǘƻ ǊŜŀŘ ŀ ƭƛǎǘ ƻŦ ƻƳōǳŘǎƳŀƴΦ  CƻǊ ŜŀŎƘ ƻƴŜΣ ǇƭŜŀǎŜ ǘŜƭƭ 
me if you have heard, read or seen a great deal, some, a little, or nothing at all about them.

Number of respondents who say

N=20

Å As all stakeholders are existing 
contacts of HOS, it is no surprise that 
all respondents (20) say they have 
heard, read or seen either a great 
deal, some or a little about the 
Housing Ombudsman Service.

Å Awareness of other ombudsman is 
mixed.

Å Most respondents (18) say they have 
heard, read or seen either a great 
deal, some or a little about the 
Financial Ombudsman, followed by:

ς Energy Ombudsman (14)
ς Pension Ombudsman (10)

Housing 
Ombudsman
Service

Financial 
Ombudsman

Energy 
Ombudsman

Pension
Ombudsman

Never heard     Nothing at all

Total 
(A little, Some, A great deal)

20

18

14

10

18



All respondents have a positive view of HOS
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Q2. Now, please tell me whether you have a very positive; somewhat positive, somewhat negative or very negative 
opinion of each of the following ombudsman? 
ά5ƻƴΩǘ ƪƴƻǿέ ƻǊ άƴƻ ŀƴǎǿŜǊέ ǊŜǎǇƻƴǎŜǎ ŜȄŎƭǳŘŜŘ
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Number of respondents who say

N=20

Housing 
Ombudsman

Financial 
Ombudsman

Energy 
Ombudsman

Pension
Ombudsman

Total 
positive 

20

9

6

4

Å The Housing Ombudsman is viewed 
most positively by all respondents, 
including 17 who say they have a 
άǾŜǊȅέ ǇƻǎƛǘƛǾŜ ƻǇƛƴƛƻƴ ƻŦ Ih{Φ

Å Followed distantly by the Financial 
Ombudsman which is viewed 
positively by almost half (9) of 
respondents.

Å Awareness of the Energy and Pension 
Ombudsman is quite low, therefore a 
number of respondents were unable 
to say whether they have a positive or 
negative opinion of them.

Very negative       Somewhat negative



tƻǎƛǘƛǾŜ ǾƛŜǿǎ ŘǊƛǾŜƴ ōȅ Ih{Ω Ǝƻŀƭ ŦƻǊ ƛƴŘǳǎǘǊȅ ōŜǎǘ ǇǊŀŎǘƛŎŜΣ 
direct experience and the way HOS communicates

Å When asked to say why they have a positive opinion of the Housing Ombudsman, respondents answers 
tend to fall into a few categories:
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Q2a. [If Positive view of HOS] Thinking about the Housing Ombudsman in particular, please tell me why you have a 
positive opinion of the Housing Ombudsman:

HOS encourages industry best 
practice

Respondents say: 
ÅHOS is seen as a specialist within the 

housing sector.

They are a good example of an 
organisation of its size [Regulators and 
other ombudsman]

ÅHOS has a positive outlook with 
respect to improving services as a 
result of complaints.

They are very encouraging and support 
development of dispute resolutions 
[Landlord advice organisation]

ÅDeterminations are useful to change 
practices and improve complaints 
handling.

Direct positive experience of working 
with HOS or individual staff members

Respondents say: 
ÅHOS deals with and report on 

complaints methodically.

HOS look at complaints in a way that gives 
us confidence and assurance in their 
decisions [Landlords]

ÅThe Ombudsman fulfils his roles and 
responsibilities as defined by the 
Parliament act.

ÅStaff are committed, knowledgeable 
and enthusiastic about their work

ÅA few stakeholders mention positive 
experiences with Dr Mike Biles.

The way HOS communicates and 
interacts with stakeholders

Respondents say: 
ÅHOS is recognised as an impartial 

service to assist tenants, landlords 
and housing providers

ÅHOS is seen as:

ςProfessional

ςOpen and ready to engage

ςProactive and solution focussed

ςSupportive of working with 
partners

ςFair, non-biased and reasonable

ςResponsive to the needs of its 
users

The Ombudsman is proactive at keeping in 
touch with housing associations and is 
more balanced than it used to be 
[Landlords]



Respondents most likely to volunteer complaints and 
dispute resolution as a service provided by HOS
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Complaints (dispute) resolution /adjudication

An impartial perspective once users 
complaints procedure exhausted

Training for landlords and other organisations

Advisory service

Arbitration/ Mediation service

Investigation of complaints

Best practice industry guidance on 
complaints handling

Redress/ compensation

Produce information and commentary

Other*
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Q3. What kinds of services do you think the Housing Ombudsman Service provides? 

ÅWhen asked to say whatkinds of 
services they think the Housing 
Ombudsman Service provides
respondents volunteer a variety of 
different services.

Å They are most likely to volunteer 
complaints/ dispute resolution or 
adjudication (13) followed by:

ςAn impartial perspective once users 
complaints procedure has been 
exhausted (8)
ςTraining for landlords and other 

organsiations (7)
ςAdvisory service (7)
ςArbitration/ Mediation service (6)

ÅwŜǎǇƻƴŘŜƴǘǎ ǾƻƭǳƴǘŜŜǊ Ƴƻǎǘ ƻŦ Ih{Ω 
services although few mention redress/ 
compensation or production of 
information and commentary which 
suggests that HOS can do more to 
promote these services.

Number of respondents who say

N=20

Multiple responses allowed

ϝ άhǘƘŜǊέ ǊŜǎǇƻƴǎŜǎ ƛƴŎƭǳŘŜǎ 
support procedures  and outreach



Respondents think an effective Ombudsman 
service should provide a variety of services
Å When asked to volunteer what they think an effective Ombudsman Service should do, respondents say: 
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Q4. What do you think an effective Ombudsman Service should do? [PROBE: What kinds of services should it provide?] 

Provide a dispute resolution service

ς Advise and assist those who want to use the service

ς Provide an accessible service for those who have exhausted 
their own complaints procedure

ς Mediate complaints

Raise awareness of the Ombudsman among 
consumers of housing services:

ς Clearly define its role, aims and objectives especially in 
relation to other sector Ombudsman and regulators

ς Promote what services are available, who can use them and 
what can be expected from the service

ς Promote services to tenants by partnering with tenant 
groups (e.g. Participate in the national conversation)

Deliver quality service

ς Provide a good service on a small range of offerings

ς Deliver services in a professional manner

ς Remain independent

Share best practice across the industry

ς With tenants to explain how complaints are resolved

ς With landlords and housing providers on effective 
complaints handling ςespecially if the service receives a lot 
of complaints on the same issue

ς Allow organisations across the sector to access information 
and reports to drive sector wide improvements

* On Q3, nearly three quarters (13) of  respondents 
volunteer dispute resolution as a service that HOS provides. 

* On Q3, one fifth (4) of  respondents volunteer best 
practice industry guidance as a service HOS provides.



All respondents think HOS is a valuable service

Å When asked to say whether overall they think the Housing Ombudsman Service is a valuable service, all 
respondents agree that it is a valuable service.

Å Respondents volunteer a variety of reasons for their positive views including:

ï The service benefits tenants by offering an independent and impartial perspective to resolve disputes

ï The service benefits landlords  by sharing practical information and experiences in the housing sector

ï Other organisations can direct consumers of housing services to HOS in the event they need information or advice
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Q5. Overall, do you think the Housing Ombudsman Service is a valuable service? [Probe: Why do you say that?]

L ōŜƭƛŜǾŜ ƛǘΩǎ ŀ ǾŀƭǳŀōƭŜ ŦƻǊ ǘŜƴŀƴǘǎ ǿƘƻ ƘŀǾŜ ƎƻƴŜ ǘƘǊƻǳƎƘ ǘƘŜ Ŧǳƭƭ ŎƻƳǇƭŀƛƴǘǎ ǇǊƻŎŜǎǎ ƻŦ ǘƘŜƛǊ ƭŀƴŘƭƻǊŘΦ Lǘ ƛǎ ŀ ŎƻƳŦƻǊǘ ǘƻknow there is 
someone there who is objective and impartial and who can adjudicate their complaint [Landlord]

They're familiar with what's happening in the housing sector and can inform housing providers of what they need to be doing in that sector. 
HOS is forward thinking, Rafael Runco involves tenants more in resolving issues. The TSA and Whitehall may implement this plan to increase 
tenant involvement[Legal profession]

[It is valuable] to have a mechanism for tenants, independent to the landlord to provide a fair opinion [Tenant advice organisation]

They're fair and keep us informed of what they're doing. They have an even handed approach to complaints they're asked to review. They give 
us confidence that they're objective [Landlord]

There needs to be a clear means of recourse and appeal to individual consumers if they are not happy with the outcome of their complaint 
[Trade bodies]

[They] provide a way forward for complaints to be solved. Confidence for tenants that issues raised have been addressed and that someone 
has taken a second look [Regulators and other ombudsman]



KEY TAKEAWAYS: 

Current knowledge and view about the 
Ombudsman Service

Å Respondents are most likely to say they are aware of HOS providing adjudication of complaints/ dispute 
resolution and training for landlords on complaints handling.

Å hǾŜǊŀƭƭ Ih{ ƛǎ ǊŀǘŜŘ ŀǎ ŜƛǘƘŜǊ ά9ȄŎŜƭƭŜƴǘέ ƻǊ άDƻƻŘέ ƻƴ Ƴƻǎǘ ǎŜǊǾƛŎŜǎ ŀƭǘƘƻǳƎƘ ǘƘŜǊŜ ƛǎ ǊƻƻƳ ŦƻǊ 
improvement.

Å While opinion is mixed for how long respondent think it takes on average for HOS to deal with a complaint, 
almost half of respondents say it has improved over the last 12 months.

Å Stakeholders say contact with HOS is most likely to be infrequent but in the form of high level interactions. 

Å wŜǎǇƻƴŘŜƴǘǎ ǘŜƴŘ ǘƻ ǾƻƭǳƴǘŜŜǊ ǘƘŜƛǊ ŜȄǇŜǊƛŜƴŎŜ ƻŦ ǿƻǊƪƛƴƎ ǿƛǘƘ Ih{ ŀǎ ϦDƻƻŘέ ƻǊ άtƻǎƛǘƛǾŜέΦ

Å To be more useful to stakeholders respondents recommend that HOS should: be more proactive in raising 
awareness of its services, be more visible, work more closely with the TSA and Local Government 
Ombudsman and engage more proactively with landlords.

Å Ih{ ǎǘǊŜƴƎǘƘǎ ŀǎ ŎƻƳƳǳƴƛŎŀǘƻǊǎΥ /ƭŀǊƛǘȅ ƻŦ ŎƻƳƳǳƴƛŎŀǘƛƻƴǎΣ ƛǘΩǎ ǎǘŀŦŦΣ ǇǊƻǾƛŘƛƴƎ ŀƴ ƻōƧŜŎǘƛǾŜ ƻǇƛƴƛƻƴΦ

Å HOS weaknesses as communicators: Lack of resources, lack of clarity of relationships with TSA and other 
organisations and limitations to their jurisdiction.

Å Almost all respondents say they have visited the HOS website and almost a quarter are aware of the 
recent changes to the website.

11
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Q6. Here is a list of services that the Housing Ombudsman Service provides. First, please tell me if you were aware of it

Adjudication of complaints/ 
dispute resolution

Training landlords on complaints 
handling

Speak at events to promote the 
values of the Ombudsman

General guidance on good 
complaint management

Helpdesk for landlords and 
tenants 

Encourage good practice for 
prevention of disputes

Number of respondents who say

N=20

ÅWhen asked to say whether they were 
aware of a list of services provided by HOS, 
most respondents tend to say they are 
aware of these services.

Å This is somewhat to be expected as these 
are stakeholders that have worked with HOS 
before.

Å All respondents say they are aware of HOS 
providing:

ς Adjudication of complaints/ dispute resolution 
ς Training landlords on complaints handling

Å A quarter of respondents (5) say they are 
not aware of:

ς Helpdesk for landlords and tenants 
[including: landlords (2), housing association (1) 
tenant advice org. (1) and trade body (1)]

ς Encourage good practice for prevention of 
disputes
[including housing associations (2) legal 
profession (1), tenant advice org. (1) and a trade 
body (1)]



Respondents say most services provided by HOS are at 
least somewhat relevant to them or their organisation

ÅWhen asked to say how relevant each 
service is to them or their organisation, 
three quarters of respondents or more 
say that all of the services are at least 
somewhat relevant.

Å Respondents in almost all stakeholder 
categories say that some of the services 
are not relevant to them.

Å Understanding the relevance of each 
service is important for tailoring 
information, marketing and reports to 
individual stakeholder groups.  

Å It is important when communicating 
with these stakeholders to tailor key 
messages by topic or service to ensure 
they resonate with the target audience.

Q6. Second, regardless of whether you were aware of it before, please tell me how relevant each one is to you or 
your organisation. Firstly, 13
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Somewhat relevant Very relevant

Number of respondents who say

N=20

Adjudication of complaints/ 
dispute resolution

Training landlords on 
complaints handling

Speak at events to promote 
the values of the Ombudsman

General guidance on good 
complaint management

Helpdesk for landlords and 
tenants 

Encourage good practice for 
prevention of disputes

Not at all relevant       Not very relevant
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²ƘƛƭŜ Ih{ ƛǎ ǊŀǘŜŘ ŀǎ ŜƛǘƘŜǊ άŜȄŎŜƭƭŜƴǘέ ƻǊ άƎƻƻŘέ ƻƴ 
most services there is still room for improvement
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Q7. Now, please rate the performance of HOS on those services using the following scale: Excellent, Good, Needs 
Improvement or Poor? Firstly, 

Adjudication of 
complaints/ 

dispute resolution

Speak at events to 
promote the values 
of the Ombudsman

Encourage good 
practice for prevention 

of disputes

General guidance 
on good complaint 

management

Training landlords 
on complaints 

handling

Helpdesk for 
landlords and 

tenants 

ÅWhen asked to ratethe 
performance of HOS on those 
services respondents are most 
likely to say that HOS is 
ά9ȄŎŜƭƭŜƴǘέ ƻǊ άDƻƻŘέ ŀǘΥ
ςSpeaking at events to 

promote the values of the 
Ombudsman (16)
ςAdjudication of complaints 

and dispute resolution (14)

ÅOne respondent would like to see 
HOS improve the way it 
encourages good practice for 
prevention of disputes by 
providing more guidance to 
landlords on best practice where 
there is a common theme for 
complaints.

ÅNot all stakeholders have used 
each service which accounts for 
ǘƘŜ ƘƛƎƘ ƭŜǾŜƭ ƻŦ ŘƻƴΩǘ ƪƴƻǿ 
responses for some services.

Number of respondents who say

N=20

ά5ƻƴΩǘ ƪƴƻǿέ ǊŜǎǇƻƴǎŜǎ ŜȄŎƭǳŘŜŘ ŦǊƻƳ ŎƘŀǊǘ



There is little consensus on expectations for the 
average time it takes HOS to deal with a complaint
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Q8. How long do you think it takes on average for the Housing Ombudsman Service to deal with a complaint?

Number of respondents who say

N=20

ÅWhen asked to sayhow long they 
think it takes on average for the 
Housing Ombudsman Service to deal 
with a complaint, respondents 
opinions are divided.

Å Almost half (9) say it takes on 
average between 2 and 6 months.

ÅWhile more than a third (7) say it 
takes a month or less.

Å! ŦƛŦǘƘ ƻŦ ǊŜǎǇƻƴŘŜƴǘǎ ǎŀȅ ǘƘŜȅ άŘƻƴΩǘ 
ƪƴƻǿέΦ

Å It is clear that HOS needs to manage 
stakeholder expectations related to 
the length of time it takes to deal 
with complaints for example by 
publishing this figure in literature 
and on the HOS website. 



Half of respondents think the time taken to deal with a 
complaint has improved in the last 12 months

Improved, 
9

Got worse, 
2

Don't know, 
9
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Q9. Do you think the length of time taken to deal with a complaint has improved or got worse over the last 12 months?

N=20

Number of respondents who say ÅWhen asked to say whether they think 
the length of time taken to deal with a 
complaint has improved or got worse 
over the last 12 months, almost half (9) 
of respondents say it has improved.

ÅOnly two respondents think the time 
taken is worse, both of which are 
landlords (CEOs + senior officers).

ÅHowever, nearly half of respondents say 
ǘƘŜȅ άŘƻƴΩǘ ƪƴƻǿέ ǿƘƛŎƘ ǎǳƎƎŜǎǘǎ ǘƘƛǎ 
message has not reached all 
stakeholders.



Generally, contact with HOS is infrequent
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Q10. How often do you have contact with the Housing Ombudsman Service? 

Number of respondents who say

N=20

Å One in five (4) have contact with 
HOS more than once a month on 
average. These are stakeholders 
from:

Å Landlord advice organisations (2)

Å Legal Profession (1)

Å Landlords (1)

Å Generally, respondents tend to have 
contact with the HOS every 2-3 
months or more (15).

Total n= 15

Total n= 4



Contact with HOS tends to be high level interactions

ÅMost respondents have had contact with HOS either in face-to-face meetings (11) or by 
attending an event where a HOS speaker participated(11). 

ÅAlmost half of respondents have had contact with HOS by email (9) or by telephone (9).

ÅRespondents are less likely to have had contact from HOS by their annual report (5) or by 
letters and determinations (4).

ÅA few respondents say they have contact from HOS in quarterly meetings or conduct high level 
strategy discussions with Dr Mike Biles.

18

Q11. In what forms have you had contact from the Housing Ombudsman Service? [PROBE:  ANYTHING ELSE?] 
[MULTIPLE RESPONSE ALLOWED]



Respondents tend to say their experience with 
Ih{ ƛǎ άƎƻƻŘέ ƻǊ άǇƻǎƛǘƛǾŜέ
Å When asked to describe their experience of working with the Housing Ombudsman Service, respondents 
ǘŜƴŘ ǘƻ ǾƻƭǳƴǘŜŜǊ ŀ άƎƻƻŘέ ƻǊ άǇƻǎƛǘƛǾŜέ ŜȄǇŜǊƛŜƴŎŜΦ

19

Q12. How would you describe your experience of working with the Housing Ombudsman Service? [Probe: Was it positive 
or negative, why?]

Service Experience

OverallImpression of HOS Å Experton the needs and regulatory environment of the social housingsector
Å Works to improve the sector and raise awareness of best practice
Å Professional, objective and even handed when dealing with complaints
Å Easy to work with, responsive and communicates on the level of the stakeholder
Å Servicehas improved

Working as a partner with HOS Å HOS isready and willing to engage
Å Committed and supportive (e.g. Supportive of campaigns around tenant rights)
Å Shares knowledge between different disciplines
Å Gathers ideas from within and outside the housing sector

Training and Events Å Open to new ideas to improvemember services
Å Enthusiastic and motivated to improve complaints handling
Å Professional and communicate messages clearly

HOS Staff Å Actively promotethe service
Å Knowledgeable, good listeners and positive ambassadors for the service
Å Stakeholders respect the organisation as well as individual staff members

Determinations Å Message and communicationsare clear and HOS is constructive in its recommendations



hƴ ǘƘŜ ǿƘƻƭŜΣ Ih{ ǎŜǊǾƛŎŜǎ ŀǊŜ άŦŀƛǊƭȅ Ŝŀǎȅέ ǘƻ ƴŀǾƛƎŀǘŜ

Å Respondent who have experience navigating the service tend to say that the service is fairly easy to use.

Å One landlord says that while the service is fairly simple, it would be usefulif HOS communicated the reason 
behind any delays to the tenant rather than leaving any impression that it could be the landlords problem.

Å One member organisation says that while they have never received any complaints from their members that 
have used the services provided by the Housing Ombudsman Service they also have not had any positive 
feedback.

Å One respondent says that at times the website can be difficult to navigate in particular locating higher level 
information such as reports  and statistics.

Å A couple of member organisations think that while the service is simple to use it might not be easy for 
everyone depending on their location and resources available for accessing the service.

CƻǊ ǎƻƳŜƻƴŜ ƭƛƪŜ ƳŜΣ L ǘƘƛƴƪ ƛǘΩǎ ǾŜǊȅ ŜŀǎȅΣ ōǳǘ ŦƻǊ ŀ ǘŜƴŀƴǘ ǿƘƻΩǎ ƴƻǘ ǊŜǇǊŜǎŜƴǘŜŘ ŀƴŘ ǿƘƻΩǎ ƴŜǾŜǊ ōŜŜƴ ŀǿŀǊŜ ƻŦ ǿƘŀǘ ǘƘŜ ǎŜrvice is 
ŀōƻǳǘ ƛǘ ŎƻǳƭŘ ōŜ ŘƛŦŦƛŎǳƭǘΦ ώIh{ϐ ƘŀǎƴΩǘ Ǝƻǘ ŀƴ ƻŦŦƛŎŜ ƛƴ ŜǾŜǊȅ ǘƻǿƴΦ LŦ ȅƻǳ ŎŀƴΩǘ Ǝƻ ŀƴŘ ǘŀƭƪ ǘƻ ǎƻƳŜōƻŘȅΣ ǎƻƳŜǘƛƳŜǎ ƛǘǎ Řƛfficult using 
ǘƘŜ ǇƘƻƴŜΣ ǎƻƳŜǘƛƳŜǎ ǘŜƴŀƴǘǎ ƘŀǾŜƴΩǘ Ǝƻǘ ŀŎŎŜǎǎ ǘƻ ŎƻƳǇǳǘŜǊǎΣ ǎƻ ǘƘŜ ŘƛǎǘŀƴŎŜ ŀƴŘ ǘƘŜ ƴƻƴ ƘǳƳŀƴ ǘƻǳŎƘ ƻŦ ǎŜŜƛƴƎ ǎƻƳŜƻƴŜ ŀƴŘ 
talking to them is sometimes a difficulty or a barrier. [Member organisation] 

Å !ƭƳƻǎǘ ƘŀƭŦ όфύ ƻŦ ǊŜǎǇƻƴŘŜƴǘǎ ŘƛŘ ƴƻǘ ŀƴǎǿŜǊ ǘƘƛǎ ǉǳŜǎǘƛƻƴ ǿƛǘƘ ǎƻƳŜ ǎŀȅƛƴƎ ǘƘŀǘ ǘƘŜȅ ŜƛǘƘŜǊ άŘƻƴΩǘ ƪƴƻǿέ 
or have not tried to navigate the services HOS provides.
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Q13. How simple do you think it is to use and navigate the services provided by the Housing Ombudsman?



Almost all respondents say contact with HOS is useful

18

15

3

2

TOTAL Useful

Very Useful

Somewhat useful

Don't know
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Q14. How useful do you find contact with the Housing Ombudsman Service ςVery useful, somewhat useful, somewhat 
not useful, or not at all useful? 

N=20

Number of respondents who say

ÅAlmost all respondents (18) say that 
contact with the Housing Ombudsman 
Service is at least somewhat useful, 
including three in four (15) who say it is 
άǾŜǊȅ ǳǎŜŦǳƭέΦ



Useful aspects of contact with HOS

Å When asked to say what aspects of their contact with HOS they find useful respondents volunteer:
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vмпŀΦ LC !ƴǎǿŜǊǎ ά±ŜǊȅ ǳǎŜŦǳƭέ ƻǊ ά{ƻƳŜǿƘŀǘ ǳǎŜŦǳƭέ ƛƴ vмпΦ  ²Ƙŀǘ ŀǎǇŜŎǘǎ ƻŦ ȅƻǳǊ ŎƻƴǘŀŎǘ ǿƛǘƘ ǘƘŜ IƻǳǎƛƴƎ 
Ombudsman Service do you find useful? [PROBE: Anything else?]

Ih{Ωǎ ǊƻƭŜ ŀǎ ŀƴ ƛƴŦƻǊƳŀǘƛƻƴ ǇǊƻǾƛŘŜǊ

ς Influential organisation within the housing sector, learn a lot 
that can be shared with organisations they work with [Legal 
profession]

ς We pass on things to tenants so need to know what is 
available to us. Their website it good. Useful to tell us what 
they can't do which saves us time [Tenant advice organisation]

ς It's cross sector thinking - can learn from housing associations, 
HOS is an open minded organisation [Housing association]

Two-way interaction and strategic engagement of stakeholders 

ς I think they are very willing to build up a strong relationship to 
understand our sector and to try and deliver the services that 
ƳŜŜǘ ǘƘŜ ǎŜŎǘƻǊΩǎ ŎǳǎǘƻƳŜǊǎ [Trade body]

ς They are open minded and welcome suggestions. Its not just a 
one way relationship. I also find that the individuals that work 
there are friendly, approachable and knowledgeable [Landlord 
advice organisation]

ς They are a service provider in the sector. Knowledge sharing, 
discuss with HOS how we can influence and mould sector 
change and development [Trade body]

The service is solution focussed

ς They're a great service, making people understand in plain 
English [Housing association]

ς Ability to give clear adjudication on disputes [Landlords]

ς Determinations - being able to close a complaint, closure and 
decision.  In maladministration, highlights there is a problem 
and helps us to improve services [Landlords]

HOS seen as approachable, receptive and helpful

ς Always approachable, can get their views and opinions. Often 
supportive of work we're trying to do for tenants [Tenant 
advice organisation]

ς They are engaging and they work at many different levels 
[Landlord advice organisation]

ς They are supportive and very helpful [Tenant advice 
organisation]



Recommendations for HOS to be more useful to 
stakeholders 
Å Whilst there is consensus that HOS on the whole is doing a good job, respondents say they should:
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Q15. What recommendations do you have for the Housing Ombudsman Service for how they can be more useful to 
you or your organisation? 

Action Recommendations

Be more proactivein awareness raising
Å Develop a marketing strategy (resource dependent) to target the country region by region
Å Develop partnerships withtenant organisations to target tenants

Be more visible

Å Frequentupdates of services tailored to stakeholder groups
ς E.g. Producing a quarterly digest of cases for landlords and housing associations

Å Actively engage landlords and relevant stakeholders if a complaint is raised repeatedly 
against on or more housing providers

Work moreclosely with the TSA and 
Local Government Ombudsman

Å With the future of regulation in the social housing sector still unclear, collaboration
between regulators is essential to educate tenants on who they should turn to and what 
differentiates HOS from those organisations

Å ²ƘŜǊŜ ŀ ŎƻƳǇƭŀƛƴǘ ŘƻŜǎ ƴƻǘ Ŧŀƭƭ ƛƴǘƻ Ih{Ω ǊŜƳƛǘΣ ǘƘŜȅ ǎƘƻǳƭŘ ǿǊƛǘŜ ōƻǘƘ ǘƻ ǘƘŜ 
complainant and the other organisation to inform them of their decision

Å Some would like to see one Ombudsman to provide the service across the board

Engage more proactively with landlords

Å Expand training for landlords on complaints handling
Å Identify trendsin complaints and proactively advise landlords how to improve their 

services and prevent bad practice
Å Pre-emptpossible delays in handling a complaint and liaise with the landlord and the 

tenant to explain why the delay has occurred
Å Although, landlords tend to be happy with the current service and do not want to see fees 

increased



Most describe the information provided by HOS 
as at least somewhat high quality
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Q16. How would you describe the quality of the information (both written and oral) that the Housing Ombudsman 
Service provide?

ÅAlmost all (19) respondents 
describe HOSΩǎ ǿǊƛǘǘŜƴ ŀƴŘ ƻǊŀƭ 
information as high quality, 
including nearly three quarters 
(14) who would describe the 
ǉǳŀƭƛǘȅ ŀǎ άǾŜǊȅέ ƘƛƎƘΦ

19

14

5

1

Total somewhat/ high quality

Very high

Somewhat high

Don't know

N=20

Number of respondents who say



Examples of communications from HOS that 
were particularly good
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Q16a. IF SOMEWHAT OR VERY HIGH ςCould you give me any examples on communications you have received from the 
Housing Ombudsman Service that were particularly good?

Å Examples of communications stakeholders have received from HOS that were particularly good:

Type of communication Comments

Annual report/ Digest of cases Å I look at the part which discusses policy reform and the way it may develop in the coming year [Tenant 
advice organisation]

Å It is very informative both in terms of the Ombudsman discussing future trends in the housing sector and 
statistical information on performance and types of complaints [Regulators and other ombudsman]

Training/Support services Å Training - speakers are very down to Earth, normal people[Landlords ,CEOs + senior officers]

ÅWe wanted to set up a service to help our customers with complaints. HOS helped us develop an online 
service and helped us anonymise it[Landlord advice organisation]

Conferences/Regional events Å PowerPoint at tenant participation forum was simple but informative "is your complaint going nowhere" by 
Linda Collier. She also did an adhocQ&A session [Housing association]

Å They are very good when they speak at regional events  [Tenant advice organisation]

Å The speaker explains reasons for findings, remembersthe audience they are relating to and uses simple 
language, no jargon [Tenant advice organisation]

Determinations Å Reports on determinations for complaints are easily understandable and written in succinct language 
[Landlords]

Å [They] summarise all the actions we've taken. Handy to get it in that format. Useful for clarification and 
recommendations on policies and procedures to improve [Landlords]

Publications/ Statistics Å¢ƘŜǊŜ ǿŀǎ ŀ ŘƻŎǳƳŜƴǘΣ ƛǘ Ƴǳǎǘ ōŜ мн ȅŜŀǊǎ ƻƭŘ ƴƻǿΣ ƛǘΩǎ ǎǘƛƭƭ ǾŜǊȅ ǊŜƭŜǾŀƴǘ ǘƻŘŀȅΦ Lǘ ǿŀǎ ǇǳōƭƛǎƘŜŘ ŀƴŘ 
devised by both the Ombudsman and the housing corporation. It identifies a very good complaints 
procedure[Tenant advice organisation]

Letters/Correspondence Å Letters from HOS are always plain English[Landlords]



HOS Strengths and Weaknesses
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vмтΦ ²Ƙŀǘ ǿƻǳƭŘ ȅƻǳ ǎŀȅ ŀǊŜ ǘƘŜ IƻǳǎƛƴƎ hƳōǳŘǎƳŀƴ {ŜǊǾƛŎŜΩǎ Ƴŀƛƴ ǎǘǊŜƴƎǘƘǎ ŀǎ ŎƻƳƳǳƴƛŎŀǘƻǊǎΚ ώtǊƻōŜΥ  !ƴȅǘƘƛƴƎ ŜƭǎŜΚϐ
vмуΦ !ƴŘ ǿƘŀǘ ǿƻǳƭŘ ȅƻǳ ǎŀȅ ŀǊŜ ǘƘŜ IƻǳǎƛƴƎ hƳōǳŘǎƳŀƴ {ŜǊǾƛŎŜΩǎ Ƴŀƛƴ ǿŜŀƪƴŜǎǎŜǎ ƻǊ ŎƘŀƭƭŜƴƎŜǎ ŀǎ ŎƻƳƳǳƴƛŎŀǘƻǊǎΚ ώtǊƻōŜΥ  
Anything else?]

Strengths Weaknesses

They distil complex issues in an understandable way Lack of resources

Clear description of role, responsibilities andjurisdiction for 
how they can assist consumers

Do not promotetheir services enough

Clearand concise communication, advice and messages Communicating the parameters of who they can and cannot act for

Setout clear expectations for landlords and provide guidance 
on how to meet those expectations

Difficult to promote best practicewhen housing sector is so complex

Dr Mike Biles andHOS staff are excellent advocates for the 
service

Maintaining a database of relevant contacts within the housingsector 
ςit is dominated by vast players however HOS only has 1 to 2 contacts 
at each individual organisation

Independent, objectiveand balanced organisation Sharing findings of complaints with the TSA and auditcommission

Provide succinctand timely communications
Market is increasingly competitive,the service is important, they need 
to be more forceful in communicating their opinion

Accessible,responsive and methodical Cannot force housing providersto comply with their recommendations

HOSstaff are articulate and talk to people in a language they 
understand

Cannot provide advicefor landlords on concepts such as contractor 
issues

Good public presentation skills
Being London based, access tends to be by internet or letter however 
internet access and written ability varies across the country

Goodat listening to the needs of its users
Relationshipbetween other bodies such as TSA and national tenant 
voice is unclear
Making the case of the Ombudsmanat policy level, contributing to 
emerging legislationand dealing with government departments



Recommendations to improve the clarity and 
usefulness of HOS

Å In order to improve the usefulness of communications respondents suggest that HOS:

ï Produce a quarterly reminders of their services for users

ï Develop a marketing strategy to target certain sectors of the community e.g. Younger people

ï Better publicise the outcomes of the services they provide

ï Encourage councils and landlords to reference the Housing Ombudsman Service on their website

ï Brief landlords on the main issues and developments in the housing sector on a regular basis 

(quarterly/ biannually)

ï 9ƴŎƻǳǊŀƎŜ ǎǘŀƪŜƘƻƭŘŜǊǎ ǘƻ ŜƴƎŀƎŜ ǿƛǘƘ Ih{Ω ŀƎŜƴŘŀ

ï Use a variety of communications tools ςwithout relying on online methods

ï Allocate regional contacts (still based in London) to make the service more accessible

ï Conduct more discussions with the TSA and National Tenant Voice

ï Clearly explain why they cannot deal with certain issues e.g. In their annual report

ï Use simpler language for tenants when explaining the legislation they work under
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Q19. What could the Housing Ombudsman Service do to improve the clarity and usefulness of their communications? 
[PROBE: Anything else?]



Email, telephone and post are best forms of 
communication

Å Most respondents prefer to be contacted by email, telephone or by post.

Å Informal and formal face-to-face meetings are also useful to discuss developing issues that 
the Ombudsman is seeing in the sector and topical issues as they arise but these are 
expected to be a less frequent occurrence.

Å The form of communication must be appropriate and relevant to the issues being discussed. 
Every day issues are more likely to be suitable for email and telephone whereas higher level 
interactions should be discussed face-to-face.
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Q20. What are the best methods of communication for the Housing Ombudsman Service to use to communicate with 
you and your organisation?



Most respondents have visited the HOS website

Yes, 
17No, 

2

Don't know, 
1

29

Q21. Have you ever visited the HOS website? 
Q21a. IF YES, what is your impression of the HOS website

N=20

Number of respondents who say
Å Almost all (17) respondents say they have visited the HOS 

website.

Å Only 2 say they have not visited the website.

Å When asked what their impression of the HOS website is, 
respondents tend to say it is:

Å Fairlyeasy to use / User friendly

Å Clear and not too cluttered

Å Up-to-date and provides easy to access information

Å Effective in communicating its messages

Å One respondent volunteers that the website has improved over 
the last few years.

Å While a few say the format could be further improved to 
increase the standard font size.

Å Two respondents think the website is more complicated to 
navigate for other stakeholders rather than users in terms of 
locating publications and statistics, accessing the document 
library and written responses to issues.



About one in four are aware of the recent 
changes to the HOS website

Yes, 
6

No, 
11

Don't know, 
3
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Q22. Are you aware of the recent change to the HOS website? 
Q22a. IF YES, what is your impression of the updated HOS website?

N=20

Number of respondents who say

Å About a quarter (6) of respondents say they are aware 
of the recent change to the HOS website.

Å Of those respondents who say they are awareof the 
recent change to the HOS website, five in six say there 
has been a clear improvement.

Å Respondents say the updated website is simpler, more 
modern, clearer and easier to read.

Å A couple of respondents say the website has been 
designed with users of HOS in mind however one 
thinks that for stakeholders the website is more 
difficult to navigate.

It's simpler and designed with users in mind. It is not necessarily for 
stakeholders. Particular groups of people will need different 
information. The Ombudsman's priority is tenants and landlords, 
those that interact with the Ombudsman. A website [with] sections 
for landlords, tenants and other stakeholders would be useful for 
statistics and promoting the training they do for other 
organisations. [Regulators and other ombudsman]



KEY TAKEAWAYS: 
Opportunities and obstacles for 
ǘƘŜ IƻǳǎƛƴƎ hƳōǳŘǎƳŀƴΩǎ ŎǳǊǊŜƴǘ 

and possible future services

Å There is a degree of uncertainty in stakeholder expectations for the social housing sector within the 
next few years because of the general election. 

Å Respondents are most likely to say they expect to see: more tenant empowerment, greater pressure 
on social housing, stricter regulation for letting agents and landlords, lower tenant satisfaction and a 
subsequent increase in the volume of complaints received by HOS.

Å To stay relevant to tenants and landlords, respondents recommend that HOS engage in more 
strategic communication to ensure messages resonate with the relevant target audience and 
undertake more publicity to raise awareness of the service.

Å When asked what else they would like to know about HOS, respondents say they want: more 
frequent updates and analysis on developing issues and trends within the sector, more information 
on the role of the HOS board and how HOS works with the TSA to determine the standards expected 
of landlords.
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Expectations and implications of changes in the 
social housing sector within the next few years

32
Q23. What changes do you expect to see in the social housing sector within the next few years which may affect the way 
complaints are handled?

ÅThere is a degree of uncertainty in stakeholder expectations for the social housing sector because most interviews were 
conducted before the general election on May 6th. The implications of a change in government is unclear. 

Expected change Impact

Tenantempowerment 
(co regulation on April 1st)

Expectations on landlordswill be higher resulting in more disappointment when services do not meet 
expectations. Tenants more likely to contact HOS.

Possible disbandmentof the 
TSA

1. Increasein the volume of complaints if the TSA is disbanded.
2. Increase in insecure tenancies/ less security means tenants will be less likely to complain to the 

Ombudsman.
3. TSA, Local Government Ombudsman and the Housing Ombudsman may combine into one organisation.

Decreasein tenant 
satisfaction / Increase in the 
volumeof complaints

1. Respondents think a number of factors may increase the volume of complaints, and that HOS will need 
to handle these at the same speed they do the current volume.

2. Socio-economic factors such as unemployment could have a knock on effect to tenant satisfaction 
increasing the likelihood that tenants will complain to landlords about facilities and services.

Different typesof tenure 1. Housing providersare providing a wider range of products to a wider range of people (e.g. Shared 
ownership). Respondents say it is unclear what these tenants can and cannot take to the Ombudsman.

2. Greater focus on the private rental sector may bring opportunities and threats for HOS.

Stricter regulation for letting 
agents and landlords

Whilethis may not affect redress mechanisms it will increase the bureaucracy (another layer of rules and 
regulations).

More pressureon social 
housing

Demand already exceeds supply andproviders are overstretched ςincreased pressure is likely to increase 
complaints to the Ombudsman.

NationalTenants Voice HOSwill need to understand the role that the National Tenants Voice will play in the sector and consider 
how they will interact and engage with them.



Improving services to stay relevant to tenants 
and landlords

Improving overall Services

ωIncrease visibility of the service e.g. 
articles in trade journals.

ωWork with other stakeholders to 
achieve regulation and licensing on 
current projects and initiatives.

ωEngage proactively and knowledge 
share with trade bodies.

ωProvide a service consistent with 
the local Ombudsman and the TSA.

ωWith respect to diversity agenda, 
different languages on the website. 
Track where complaints are in 
relation to when houses were built 
and those most likely to complain. 
Publish this information on their 
website [to help identify] who isn't 
complaining that should be 
[Housing association]

ωAllocate regional contacts for 
complaints, information and advice.

Improving services to landlords

ωProvide free services for landlords 
e.g. Telephone advice on complaints 
handling and providing better 
solutions.

ωSpeed up complaints handling 
process ς6-8 weeks ideal.

ωIdentify emerging trends and areas 
of improvement for landlords.

ωProvide advice on levels of 
compensation HOS expects 
landlords to pay.

ωWith the changing emphasis on 
tenant empowerment, landlords 
want to see a stronger emphasis on 
tenant responsibilities as well as 
rights and that responsibilities must 
be observed by both tenants and 
landlords.

Improving services to tenants

ωGreater emphasis on managing 
tenant expectations by 
communicating what is feasible.

ωEngage directly with tenants to 
understand their changing views 
and expectations.

ωIncrease contact with tenants by 
speaking with tenant groups such as 
TAROE, TPAS, Housemark and 
InStep

ωAttend tenant events across the 
region.
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Q24. What would you like the Housing Ombudsman Service to do in the future to improve their services and stay 
relevant to tenants and landlords?

Å When asked to say what they would like the Housing Ombudsman Service to do in the future to improve 
their services and stay relevant to tenants and landlords respondents say:


