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Confederation of Co-operative Housing 
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Public Service Ombudsman consultation 

 

 
The Confederation of Co-operative Housing 

 

With a membership of over 160 co-operative and mutual housing 

organisations (most of them Registered Providers), the Confederation of 

Co-operative Housing has been the representative body for co-operative 

and mutual housing in England and Wales since 1994.    

 

The CCH is one of the four National Tenant Organisations.  Recent years 

have seen the CCH lead several projects for the NTOs including: 

 

 Tenant Panels: Options for Accountability – a basic framework for 

tenants and landlords on tenant panels produced as a result of us 

being requested to produce it for the then Housing Minister 

 

 Resolving Complaints Locally – again produced as a result of a 

request from the then Housing Minister, this guide particularly 

considered the role of designated persons 

 

 An Investment not a Cost – produced as part of the Tenants Leading 

Change programme at the request of the then Communities Minister, 

this report investigated the business benefits of involving tenants 

 

 Investing in Involvement – the NTOs are now assembling a project to 

produce a basic framework for investment in tenant involvement (to 

be sponsored by a range of Registered Provider landlords) 

 

The CCH’s work on Resolving Complaints Locally particularly brought us 

into contact with the Housing Ombudsman with whom we worked in 

partnership on the project.  Together we made significant contributions to 

frameworks for ensuring that complaints can be resolved locally. 
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Summary of responses to consultation questions 

 

 

We are particularly concerned that the Cabinet Office is making its 

current proposals to close the Housing Ombudsman without having 

done any specific consultation or had any dialogue with the social 

housing tenants served by the Housing Ombudsman.  To take such an 

approach flies in the face of the Cabinet Office’s stated principles about 

citizenship and accountability. 

 

 

Question Our response 

1 Do we agree with the stated 

principles that should underpin 

reform of the Ombudsman 

service? 

We do not agree that the Housing 

Ombudsman needs reform.  They 

already deliver on the stated 

principles. 

2a Would you welcome the 

creation of a single Public 

Services Ombudsman? 

Maybe – for public services (ie. not 

the Housing Ombudsman) 

2b Are the proposed services the 

right services to be included? 

No – the Housing Ombudsman 

should not be included  

3 If so, do you agree that these 

are the right founding principles 

for such organisation?  

No – the proposed approach 

would reduce the quality and 

value for money of the Housing 

Ombudsman 

4 Should a single public service 

ombudsman organisation also 

retain specific sector facing 

services and staff in eg. Health 

or Housing?  

If it is decided to proceed with the 

merger proposals, then yes – 

housing should remain a separate 

and ringfenced service 

5 Should each sector within the 

organisation be led by a senior 

Ombudsman (or someone of 

equivalent status) eg a Housing, 

Local Government or Health 

Ombudsman?  

Yes – there should continue to be a 

statutorily appointed Housing 

Ombudsman 

6 Is ‘Public Service Ombudsman’ 

the appropriate title for a new 

organisation?  

No – the Housing Ombudsman 

serves the users of many private 

organisations and to include them 

in a Public Service Ombudsman 

would be misleading 



CCH submission to CLG Public Sector Ombudsman consultation  3 

Question Our response 

7 Do you agree that there should 

be the widest possible routes of 

entry to a Public Service 

Ombudsman?  

Of course 

8 In what ways could it be made 

easier for citizens to access 

resolution and redress?  

We would recommend that the 

Cabinet Office explore the work 

done by the Housing Ombudsman, 

in partnership with the National 

Tenant Organisations and others, to 

understand how resolution and 

redress of complaints can be 

achieved 

9 Would you support a wider role 

for a PSO as a champion of 

effective complaints handling 

across the public sector?  

Of course.  This is a role that the 

Housing Ombudsman has played, 

working with tenants and landlords 

in the housing sector 

10 What range of investigative 

tools do you think the PSO might 

need?  

We would recommend discussions 

with the Housing Ombudsman to 

understand appropriate 

investigative tools 

 

 

1 Do we agree with the stated Public Service Ombudsman principles? 

 

1.1 Our comments relate to the Housing Ombudsman of whom we 

have considerable experience.  We do not have experience of 

other public service Ombudsmen.   

 

1.2 Citizens - our experience of the Housing Ombudsman is that s/he 

has provided an excellent service – having already implemented 

the improved services the Cabinet Office and the Gordon report 

refer to (ie. ensuring access and that complaints can be resolved 

efficiently and locally wherever possible, providing the means for 

alternate dispute resolution etc).  We are concerned that the 

Cabinet Office’s consultation does not seem to reflect that the 

qualities it is seeking to achieve through this merger are already 

being delivered by the Housing Ombudsman. 

 

1.3 Accountability and independence of Government - the Housing 

Ombudsman provides an accountable service that has been 

funded privately through tenants’ rents.  It is only a public services 

ombudsman in relation to Council housing.  This function only came 
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to it under the last Government because it was considered that this 

would improve Ombudsman facilities available to Council tenants 

which had been poorly provided through the Local Government 

Ombudsman. 

 

1.4 Tenants (and other sector representatives) currently have the 

means of holding the Housing Ombudsman to account, and the 

National Tenant Organisations have worked closely with Housing 

Ombudsman to shape the service they provide. 

 

1.5 Value for Money – to our knowledge, the Housing Ombudsman 

represents good Value for Money particularly given that it is funded 

privately.  The Housing Ombudsman has pioneered activity to 

ensure its ongoing Value for Money. 

 

2 Do we welcome a single Public Service Ombudsman and are these 

the right services to be included? 

 

2.1 A single Public Services Ombudsman may be welcome for public 

services, but closure of the privately funded Housing Ombudsman is 

fundamentally inappropriate.  We do not welcome it.  The Housing 

Ombudsman should not be included within the proposed Public 

Services Ombudsman. 

 

2.2 Our reasons for not welcoming the closure of the Housing 

Ombudsman are as follows: 

 

 it isn’t broken – it doesn’t need fixing.  It already provides quality – 

in all the areas listed in the Cabinet Office consultation – and 

good value for money.  

 

 the Housing Ombudsman is currently funded by tenants through 

a levy on their rents.  The Cabinet Office’s proposals would mean 

that tenants would be expected to disproportionately contribute 

to the costs of the proposed Public Services Ombudsman (ie. on 

top of the contributions they make as taxpayers), which is 

fundamentally unfair. 

 

 housing associations, housing co-ops and the small number of 

private landlords who use the Ombudsman’s services are not 

public service bodies.  The Housing Ombudsman is primarily a 

private sector organisation (it is only public insofar as the 

Ombudsman is a statutory appointee and in that it has recently 

had a council housing remit transferred to it).  Its roots and culture 
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are private sector.  It could be argued that its excellence, 

understanding of Value for Money, and accountability to 

consumers are as a result of it being a private sector organisation. 

 

 the Cabinet Office’s proposals to merge the Housing 

Ombudsman into a Public Services Ombudsman would diminish 

and dilute the ability of the Housing Ombudsman to particular 

address social housing related issues.  The Housing Ombudsman is 

much smaller than the other Ombudsmen – and it would 

become a tiny part of the proposed new Public Services 

Ombudsman. 

 

 the Housing Ombudsman’s services are needed by tenants.  

There has been a 30% increase in its workload since 2012.  The last 

Government’s closure of the Tenant Services Authority and the 

National Tenant Voice, alongside the reduction of the regulator’s 

ability to intervene in consumer related issues in Registered 

Providers, has resulted in an environment where social housing 

tenants increasingly have very limited recourse to any 

organisation regarding service performance.  Closure of the 

Housing Ombudsman would result in there being no means for 

social housing tenants to raise housing specific issues. 

 

 the Cabinet Office’s proposal to merge the Housing Ombudsman 

into a Public Services Ombudsman would reduce quality to the 

standards of the poorest Ombudsman rather than raise quality to 

the standards of the highest.  It would result in the loss of the 

specific housing related skills developed by the Housing 

Ombudsman over many years to engage with the housing 

sector.  Cost pressures would inevitably particularly result in the 

loss of fundamental parts of the service, resulting in a limited 

service that has little ability to respond to housing issues. 

 

 closure of the Housing Ombudsman would probably result in a 

service that is not specifically accountable to tenants for housing 

related services. 

 

3 Establishing a Public Services Ombudsman 

 

3.1 Should the Cabinet choose to progress with merger of the Housing 

Ombudsman into a Public Services Ombudsman, we would 

recommend the following: 
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 first and foremost, the Cabinet Office should properly and 

specifically consult with social housing tenants about how this is 

done.   The CCH and the National Tenant Organisations would be 

prepared to advise and assist with such a consultation. 

 

 there should continue to be a discrete and ringfenced part of the 

Ombudsman Service that deals with issues raised by social 

housing tenants.  There should continue to be a specific Housing 

Ombudsman appointed by statute to ensure Parliamentary 

accountability for the housing ombudsman service. 

 

 a discrete housing ombudsman function should be overseen by 

and answerable to a sectoral committee that includes tenants. 

 

 Ombudsman fees collected from tenants should be clearly and 

publicly ring-fenced to provision of services relating to tenants. 

 

For further information on this submission, please contact Nic Bliss (Head of 

Policy):  nic@cch.coop   07947 019287 

mailto:nic@cch.coop

