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About the G15 
 
The G15 is the group of London’s largest housing associations. Our members house one in 
ten Londoners and own or manage more than 600,000 homes across the country. We’re 
independent, charitable organisations and all the money we make is reinvested in building 
more affordable homes and delivering services for our residents. Each G15 member is 
different, but we’re all striving towards the same goal – to solve the capital’s housing crisis 
and improve the lives of Londoners. 
 
https://g15.london/ 
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Introduction 
 

The G15 welcomes the opportunity to feedback on the Ombudsman’s 2020-21 Business 
Plan. We value the service the Ombudsman provides to us and to residents. Now more than 
ever before the G15 and the wider sector are working to improve trust and accountability to 
residents, and redress is an essential part of that. 
 
The G15 are supportive of the measures proposed in the 2020-21 Business Plan. Improving 
the speed of complaint resolution and improving the quality of decisions is something all 
landlords and residents will want. 
 

 

Question 1: Do you have any comments on our performance indicators and whether these 
achieve a good balance between timeliness, quality, customer feedback and impact? 
 
The performance indicators specified in the Business Plan represent a good balance 
between quality and timeliness incorporated into targets. They are stretching but 
achievable. In particular we welcome the commitment to getting cases determined more 
quickly. 
  
Question 2: Do you have any thoughts on how else we can support more complaints to be 
resolved earlier? 
  
We would like the agreed focus on early resolution of cases to be developed further to 
ensure that mediation and guidance from the Housing Ombudsman is used more to try to 
reach a resolution, especially in the cases regarding compensation disputes. This approach 
will help to reduce the number of cases needing investigation and provide a better and 
faster resolution for the resident. 
 
The Ombudsman could also be more proportionate in terms of the amount of information 
asked for in order to complete their investigation. They often ask for considerably more 
information than is needed to determine the outcome of the complaint. This contributes to 
delays. A better approach would be for the investigator to discuss and agree with the 
relevant housing association complaint team what is required at the start of the 
investigation. 
  
Question 3: Do you have any comments on our proposed approach to formal resolution, 
in particular the provision of information to us? 
  
Further to our answer to Question 2, we acknowledge we too have an obligation to ensure 
that we provide the information that is relevant within a timely manner and that we all 
reply to the Housing Ombudsman within deadlines provided. 25% of cases are not providing 
information within time frame. We can all help by querying things quickly when received to 
see if documents are needed, but the Housing Ombudsman could also help by chasing us by 
phone or email if there is a particular document that’s missing that they need that may have 
been left out so that this evidence can be considered. 
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Question 4: Do you have any comments on strengthening our sector development and 
engagement activities? 
  
G15 members have seen a great improvement already in sector engagement with the 
Housing Ombudsman, including more consultation on cases and regular meetings to discuss 
trends and ideas. With the additional resources provided we hope that this can continue 
and grow with many more partners so that this good work focusing on prevention of 
complaints escalation can spread throughout the sector more widely. 
 
However, more comprehensive reporting would be beneficial. There is currently no way to 
benchmark between housing associations. By contrast the Local Government Ombudsman 
publishes all the data they have on all local authorities they oversee – number of enquiries, 
investigations, and the outcome from those investigations. This would be very useful 
benchmarking data for housing associations. 
 
  
 
 
For more information, please contact: 
 
Reuben Young 
Research and Policy Manager 
Network Homes 
020 8782 4393 
reuben.young@networkhomes.org.uk 
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