
Q. Do you agree with Strategic objective 1: Extending Fairness and the 
priorities? [Yes]  

 
Comments:  

 
We welcome the commitment to extend fairness, ensuring that substantive 
failure is not repeated. This helps us learn and grow. Support to design out 

failure in service delivery through feedback, orders and recommendations helps 
organisations balance quality and efficiency in a way that is sustainable and fair 

for customers. 
 
Q. Do you agree with the key activities in year one? [Yes] 

 
Comments:  

 
1.1 Guidance and support for other key stakeholders such as local councillors 

will help us work more effectively with them and give them greater insight 

into both our responsibilities and limitations. We are very supportive of 
any activity that improves customers’ ability to hold us to account – most 

have extremely limited choices about who their housing provider is. We 
think that the work should be developed alongside the White Paper 

ambitions to support residents to be able to scrutinise on a broader level, 
so that help is available to residents in both individual case management 
and structured resident scrutiny. We see this as essential in ensuring that 

the power balance in the landlord tenant relationship is reasonable and 
fair. 

 
The introduction of strategic level interventions will be helpful – no good 
landlord wants to repeatedly make the same mistake, nor do they wish to 

waste resource on repeatedly managing similar failures – doing this in a 
data-led, evidence-based manner will ensure that Ombudsman resource 

will target the areas of greatest need. 
 
The review of the enquiries service is welcome. Our experience of this to 

date is that it is something of a cut-and-paste email exchange, however 
we accept enquires as a call to action – if a customer has felt the need to 

contact the Ombudsman then it is clear that the complaints process, if 
they are in it, or our service delivery has not met expectations and this is 
something we would always want to remedy. 

 
1.2 It’s essential to ensure that Ombudsman interventions do lead to 

meaningful organisational change when that is required if we are to 
improve the public’s trust and confidence in our sector. It will be 
interesting to see how the Ombudsman develops a process to ensure such 

recommendations have a positive legacy and how this is measured. 
 

Targeted mediation is something that we only have limited experience of, 
and in that instance it was a simple negotiation regarding the amount of 
compensation to be paid. The trial in the mediation approach to ASB cases 

is welcome but should be done carefully considering the often emotive 
nature of complex complaints in this arena, though the introduction of 

casework specialists will undoubtedly help with this. 



 
1.3 Thematic reports have proven incredibly helpful, particularly when 

followed up with sessions such as the recent NHF session on damp and 
mould that Richard Blakeway attended, along with providers who have 

some great work to showcase. It’s enabled the conversation here at Curo 
to extend outside of our repairs service and to consider what a truly 
“whole business” response to damp and mould should be.  

 
We expect, as a result of this, to not only to enhance the service we 

provide and improve the experience for customers, but also act more 
efficiently. This is a source of added value when considering the 
(significant) proposed increase to the membership fee. 

 
1.4 When considering the review into extending the powers of the 

Ombudsman it would be helpful, as with all of the commitments made in 
the White Paper, to have an expected timeline of activity and engagement 
as soon as is practical. It will be helpful to understand more of how the 

Ombudsman intends to engage with landlords, customers and 
stakeholders to progress this work. 

 
1.5 It’s essential that there is a consistency of approach from the 

Ombudsman, Regulator, New Homes Ombudsman and Building Safety 
Regulator, and that his is reflected in the MoU with each. 

 

 
Q. Is anything missing or are there any observations you would like to 

make? 
 
No, not beyond those above. 

 
Q. Do you agree with Strategic objective 2: Encouraging Learning and 

the priorities? [Yes]  
 
Comments:  

 
This objective is one that benefits everyone – The Ombudsman, landlords and 

customers and is a key way in which the Ombudsman can provide value for 
landlords, and reassurance for customers that they have agency – to feel that 
you have been heard and changes have been made. It’s essential that learning 

and engagement involves colleagues at all levels of the organisation from 
customer facing colleges to board members for change to be embedded, 

sustained and understood. 
 
Q. Do you agree with the key activities in year one? [Yes] 

  
Comments:  

 
2.1  The Centre for Learning is a very positive development that we whole 

heartedly support. One of the best things about the social housing sector 

is the willingness for organisations to share good practice and support one 
another’s learning and delivers direct benefits for customers. Its very 

important the learning and consequent change is shared with customers. 



 
2.2 Early notification of emergent issues using a data led approach will enable 

landlords to act early and reduce the potential for future complaints. It is 
a matter of good practice that complaint demographics are scrutinised on 

an at least annual basis, though it should be noted that many providers 
may need to improve and enhance the data that they hold to deliver this 
effectively. The annual performance reports are aligned to our corporate 

value of openness and will provide context, relative to other providers, for 
our board. 

 
Q. Is anything missing or are there any observations you would like to 
make? 

 
No, not beyond the above. 

 
Q. Do you agree with Strategic objective 3: Increasing Openness and the 
priorities? [Yes]  

 
Comments: Increasing awareness of what the Ombudsman can provide for 

customers is positive. Landlords can help in the delivery of this, for example 
providing information about the Ombudsman to all new customers. Care will 

need to be taken that comms activity is phased to provide a steady increase in 
demand, rather than one that proves impossible for the Ombudsman service to 
manage.  

 
We are hugely supportive of any activity that will provide greater equality for 

marginalised groups of customers. Our own experience of this from our 
Customer Navigator Service the is investment required to do this consistently is 
significant, but it is effective, particularly as other services that may support 

these customers are under significant pressure. 
 

Q. Do you agree with the key activities in year one? [Yes]  
 
Comments:  

 
3.1 We are very happy to do more to promote the service with our stakeholders 

and via customer communication channels. Our experience is that we are 
most effective when we develop the material collaboratively with 
customers.  

 
The consultation document is a good example of something that could be 

more concise, accessible and easy to understand. I checked the readability 
score for a section of the document and the reading level score was close to 
“college graduate”. This would exclude some customers who may want to 

participate. 
 

3.2 Extending awareness with key partners and resident advocates will be 
helpful, particularly regarding earlier engagement and resolution and 
development of the mediation offer.  

 
The customers that need the Ombudsman the most are sometimes the 

least able to navigate a complaint and need the highest levels of advocacy. 



Developing the skillset of landlords, stakeholders and colleagues within the 
Ombudsman service are critical to achieving greater equality. 

 
3.3 Our main requirement as a landlord is a timeline from the DLUHC so that 

we can adequately prepare for the Access to Information Service launch. 
We expect that the amount, quality and availability of data will be quite 
varied from one landlord to another, posing a challenge for the appeals 

service to determine what requests may be reasonable for a landlord to 
respond to. Guidance regarding this, to limit the number of appeals will be 

helpful. 
 
Q. Is anything missing or are there any observations you would like to make? 

 
No 

 
Q. Do you agree with Strategic objective 4: Achieving Excellence and 
priorities? [Yes]  

 
Comments:  

 
Q. Do you agree with the key activities in year one? [Yes]  

 
Comments:  
 

4.1 The move to digitisation is positive, provided there is equality of access 
and outcome for customers who are unwilling or unable to use these channels, 

given the commitment to inclusion. 
 
Q. Is anything missing or are there any observations you would like to 

make? 
 

No 
 
Q. Do you support our strategic performance direction in our corporate 

plan? [Yes]  
 

Comments: We think it is important to consider Landlords as customers as well 
as our residents given the Ombudsman provides a service that we pay for. It is 
important the we too are able to provide feedback and make suggestions and 

that this is monitored, shown to continually improve, and change is evidenced. 
 

Q. Do you support the key performance measures for year one (2022-
23)? [Yes]  
 

Comments: The change to a maximum time for case determination, rather than 
the than the average is positive, although care should be taken to ensure the 

maximum time does not become the target.  
 
It is difficult to comment on the quality assurance target without knowing the 

percentage of cases that will be reviewed under this process. In terms of 
satisfaction its not possible to comment on the reasonableness of the targets 

without having sight of the current performance, and note that the proposed 



satisfaction target for customers whose complaint is not up held and those using 
dispute support are both reduced from what is stated in the 21-22 business plan 

by 10% and 5% respectively. 
 

It’s is essential that the sector development and engagement work is meets its 
target given the exceptional increase in the annual fee. 
 

Q. Is anything missing or are there any observations you would like to 
make? 

 
Q. Do you agree a 30% year-on-year growth in demand is a reasonable 
assumption? [No]  

 
Q. If not, what do you think this should be?  

 
Comments: It’s not possible to comment on the reasonableness of this 
assumption without seeing the underlying data that it is predicated on. The 

initial 81% increase of the fee is at odds with the 30% predicted growth in 
demand. It’s unclear from the document whether an extension of the 

Ombudsman’s powers could lead to further increases in the annual fee. 
 

The main value-add for Landlords is the potential for savings generated via 
service improvement based on thematic reports, data led insight and the centre 
for learning, although this only accounts for 5.4% of the maximum increase. 

 
Q. Is anything missing or are there any observations you would like to make? 

 
Comments: Moving forward consideration should be given to how these charges 
can be equitable so that Landlords who have an efficient, effective complaints 

process with few cases escalating are not subsidising those who have very high 
levels of cases needing determination. Likewise, you would not want to 

disincentivise transparency, so further work on how to develop and maintain the 
fairest fee structure is probably required. At present our fee of approximately 
£38k is set against approximately 30 enquires and 2 cases for determination 

YTD. 
 

Q. Is anything missing or are there any observations you would like to make? 
 
None beyond those stated above. 


