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What is a Spotlight report?

• Thematic investigation

• Based on casework and 

research

• Sets out learning and 

recommendations for the 

sector

• Helps residents know their 

rights



Why repairs and maintenance?

Since 2019:

• Covid-19

• Building Safety Regulator

• Grenfell Tower Inquiry

• Awaab’s Law

• Better Social Housing 
Review



Our approach



Call for 
evidence



Resident 
satisfaction

with
operatives



Landlord and operative perspective



Elected representative perspective



Trust

• Building empathic 

relationships and 

understanding

• Blame and accountability

• Safety, risk and complaint 

management



Building meaningful and trusting 
relationships

• Access

• “Home as an emotional 

place”



Building meaningful and trusting 
relationships

Procurement - an exercise in 

trust.

Resident involvement



Building meaningful and trusting 
relationships

• Relationship management

• Return to “in-person” contact

• ‘Communication gulf’ 

between start and end of 

contract



Building meaningful and trusting 
relationships – good practice

• Poor resident feedback

• Warning of contract 

termination…

• …but no dialogue.

• Communication and the 

chance to improve



Building meaningful and trusting 
relationships - Behaviours

Root causes of resident 

frustration:

• Property condition

• Expectations

• Past experience

• Avoidable delays



Building meaningful and trusting 
relationships - Behaviours

Root causes of contractor 

frustration include:

• inadequate information

• the unknown

• safety concerns

We recommend a Code of 

Conduct



Recommendations for landlords

• Learning exercises post 

contract termination.

• Implement or review quality 

assurance processes, 

including a damage 

compensation procedure.

• Code of conduct

• Resident involvement at 

procurement stage



Good practice for housing professionals

• Terminating contracts – no 

panacea

• Lessons learned



Good practice for housing professionals

• Clear quality control 
processes

• Look at the both the 
emotional and practical 
aspects of the resident 
experience.

• Evidence



Good practice for housing professionals – 
case study

• Damage to belongings 

during decant

• Acknowledged delays

• Appropriate redress

• Recommend ‘settling in’ visit



Questions



Contact us

Telephone 0300 111 3000 

Email insight@housing-ombudsman.org.uk 

Follow us on LinkedIn @HousingOmbuds 

Sign up to our newsletter via our website

www.housing-ombudsman.org.uk 
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