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Housing Ombudsman 
Casework Assistance Services





	Creation date:
	31 May 2018

	Contract Reference:
	Casework Assistance




Casework Assistance Services
The Housing Ombudsman Service (HOS) is issuing this overview in support of a forthcoming procurement exercise.  
The aim of the procurement is to secure a supplier in the legal housing sector who can assist the Ombudsman meet its objective to clear a short term backlog of cases by March 2019. The Successful supplier will already be providing legal services in the Housing Sector and will have some familiarity with the work of the Housing Ombudsman. 
Due to the need to despatch and receive completed cases in a cost effective and time constrained manner, legal housing firms based in the London area and within reasonable proximity of Canary Wharf are preferred. However in line with the ethos of open procurement,  all interested suppliers can register their interest to bid  where it can be demonstrated  that  location is not a  detriment to turnaround times and costs of despactch are minimised. 
Interested legal firms/chambers are asked to respond to this expression of interest by no later than 17:00 on Friday 8th June by email to rdcruz@housing-ombudsman.org.uk
Introduction:
The Housing Ombudsman Service is set up by law to look at complaints about the housing organisations that are registered with this service. Our service is free, independent and impartial. We resolve disputes involving the tenants and leaseholders of social landlords (housing associations and local authorities) and our voluntary members (private landlords and letting agents who are committed to good service for their tenants).


The role of the Housing Ombudsman is to:

· resolve disputes involving members of the Scheme, including making awards of
compensation or other remedies when appropriate, as well as to
· support effective landlord-tenant dispute resolution by others.

HOS’s vision ‘Housing Matters: Fairness Matters’ recognises the central importance of housing in people’s lives and HOS’s role in ensuring the fair resolution of disputes. HOS recognises that issues relating to homes can have a huge emotional impact, so HOS ensures that any problems arising are dealt with quickly and efficiently whether by HOS or its registered landlords. 

To meet the organisation’s objectives, HOS has a staffing complement of around 75 personnel.  This  mainly comprises of operational casework staff,supported by a small corporate services team who provide support services covering IT/HR/Finance/Commercial/Governance to the organisation.

HOS has committed in its recently published18/19 business plan, that it will meet its target of managing its housing complaint casework to a timeline of having cases no older than 6 months by March 2019.  To ensure that HOS achieves this target, it has taken the decision to offer a tender opportunity to legal service providers, with proven expertise in housing law, to help HOS deliver on this objective.  The procurement’s aim is to contract with a single successful supplier who will be awarded the contract in line with the provisions of the invitation to tender which is yet to issue.  
The requirement – an overview:
HOS is seeking external legal support for 

· the review and determination of a pre-set number of cases per month. (this is likely to be between 15-20 cases monthly)

Scope of engagement:

The contract will be let as an initial term of 9-12 months with the aim of driving down the current case load.  An additional one year optional extension will provision for adhoc services to ensure that the case management turnaround time is maintained or reduced.

 HOS is therefore looking for a supplier who has the capability to 

· turnaround the monthly caseload on time and to a certain standard
· flex resources to cater for potential increases up to a maximum of 20 cases monthly
· provide a single point of contact to manage the contract
· work collaboratively with HOS to improve the Service we provide to the public 

Future procurement  & additional information:

Whilst HOS intends to issue tender documents in early to mid June 2018 to interested firms and to those who have responded to this EOI, it has no obligation to do so as a result of the issuance of this notice. 
Responders should also be aware that they MUST be registered on the Cabinet Office sourcing Portal https://gpsesourcing.cabinetoffice.gov.uk/emptoris prior to any formal tender launch for this requirement. 
You can find information on the portal here.
https://www.gov.uk/government/publications/esourcing-tool-guidance-for-suppliers
Prior to notifying us of your interest,please ensure that you have met the desired criteria as noted at the beginning of this notice. 
Procurement Budget:

[bookmark: _GoBack]It should be noted that the first 9 month contractual budget to March end 2019  is no more than £55,000 excluding VAT with the expectation that this will cover processing of up 150 cases by March 2019 with an expected contract award date of early July 2018.  
©IThe Housing Ombudsman 	                         Page 3 of 3	    


image1.png
Housing

Ombudsman Service




