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	•	Challenging	to	proceed	without	
appropriate	support

		

	•	Get	help	&	advice	before	
escalating	complaint/	appeal	to	
LGSCO/	PHSO/	SEND	Tribunal

		•	Difficulties	identifying	legal	
dimension	of	a	problem	and	

knowing,	or	engaging	with,	the	
relevant	terminology	

		•	Trying	to	become	empowered	
with	language	to	describe	the	

housing/	SEND	issue
		•	Finding	out	what	the	relevant	
institution	options	available	are	
to	help	them	with	their	housing/	

SEND	issue

		

•	Understand	how	institution	will	
progress	issue	and	what	next	

steps	to	take

	•	Institutions	are	slow,	and	many	
cannot	assist	with	urgent	

requests

*Although	this	representation	is	linear,	it	is	not	as	straightforward	in	reality.	The	help-seeker	may	navigate	the	process	differently,	missing	out	or	repeating	stages,	and	often	multiple	things	happen	alongside	each	other.	The	help-seeker	might	abandon	the	journey	and/	or	get	stuck	along	the	way.	The	help-seeker	might	engage	with	the	process	actively	or	passively,	and	the	help-seeker's	circumstances	can	affect	their	decision	making.
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	•	Trying	to	understand	and	
clarify	the	nature	of	the	housing/	

SEND	issue	

	•	Working	out	how	to	look	for	
services	and	finding	out	what	
services	are	available	to	them

Assessment	and	investigation	of	
complaint	
(if	in	remit)

The	ombuds/	tribunal	try	to	put	
things	right

•	Complain	to	the	organisation	
involved		(local	authority,	

organisation,	health	body	or	
school/governing	body)																																																

•	Mediation

Complaints/	appeals	process	
specific	to	the	redress	mechanism

Assessment	and	investigation	of	
complaint	
(if	in	remit)

The	ombuds/	tribunal	try	to	put	
things	right

•	Residential	property																																															
•	Land	registration	matters																																						
•	Agricultural	land	&	drainage	

mattersHO
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•	Advice	sector	organisations																														
•	Local	council																																			

•		Independent	Complaints	
Reviewer																																												
•	Internet																																																																														
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	•	Difficulties	knowing	how	and	
where	to	look	for	help	(both	
online	&	offline),	and	knowing	

which	service	is	the	most	
appropriate

•	Understanding	that	there	is	a	
problem																																												

•	Not	knowing	how	to	stop	the	
problem	from	happening

•	Understand	the	intermediate	
complaint	process																										

		•	Engaging	with	advice	services	
and	engaging	with/using	relevant	
online	information	and	guidance

Complaints/	appeals	process	
specific	to	the	redress	mechanism	

•	Health																																														
•	Education																																								
•	Social	care

•	Advice	sector	organisations																														
•	Local	council																																			

•	Specialist	organisations	(NGOs)																																																		
•	MPs																																																		

•	Schools																																												
•	Internet									

	•	Get	help	&	advice	before	
escalating	complaint/	appeal	to	
Housing	Ombudsman/	Property	

Chamber

•	Tell	your	landlord	about	the	
problem																																															

•	Complain	to	a	designated	
person	(MP,	local	councillor,	or	a	

recognised	Tenant	Panel)																	
•	Issue	a	letter	to	the	hosuing	

association	

•	Talking	to	friends,	family,	
community	networks,	GPs,	health	
and	social	workers	&	searching	
online	using	a	range	of	search	
terms	in	their	own	vernacular	

•	Gaining	knowledge	of	where	to	
go	for	help	&	confidence	in	being	

able	to	do	that
	•	Receive	direct	assistance

•		Resolve	issue	with	best	
possible	outcome

•	The	outcome	did	not	meet	help-
seeker's	expectations	or	improve	

the	help-seeker’s	situation
•		Help-seeker	does	not	
understand	the	outcome

•	Receive	the	outcome	from	the	
organisation

•	Complete	the	intermediate	
complaint	process	with	support	

(relevant	online	detailed	
guidance	as	well	as	one	to	one	

support)

					•	Understand	the	relevant	
institution	options	available	and	
the	differences	between	the	

options	and	their	limits
			•	Choose	an	institution	to	

engage	with		

	•	Understand	and	evaluate	
avenues	for	progressing	the	

housing	/	SEND		issue
	•	Compare	and	evaluate	

available	institutions	within	those	
avenues

•	Information	about	housing	/	SEND	issues	is	
often	not	specific	enough	for	the	help-seeker’s	
situation,	or	information	about	housing	/	SEND	
issues	may	not	be	user-friendly	nor	accessible	

or	up	to	date	
•	Institutions	might	use	inconsistent	language	
and	terminology	making	it	difficult	to	compare	
institutions;	institutions	might	also	not	have	
their	eligibility	criteria	available	online,	making	

it	difficult	to	assess	which	service	is	most	
appropriate	for	the	help-seeker’s	situation	

	•		Find	the	contact	details	of	the	
institution	or	ask	advice	adgency	

to	do	so	on	your	behalf
	•	Engage	with	the	right	entry	

point	or	application	process	easily
	•	Find	out	quickly	if	ineligible	and	
get	guidance	on	where	else	to	

look	for	help

	•	Inconsistent	information	about	service	
eligibility,	or	no	information	about	eligibility	

guidelines																																																										
•Digital	appeal	forms	may	not	be	accessible	to	

those	who	are	digitally	excluded
	•	Help-seekers	must	wait	for	intake	

assessments	to	take	place	to	be	advised	of	
whether	they	can	be	assisted,	and	for	some,	
they	will	be	told	they	are	ineligible	after	

spending	significant	time	on	the	intake	process
•	Online	application	forms	can	be	lengthy	and	

difficult	to	understand

	•	Understand	the	institution's	
complaints	process																													

•	Complete	the	application	online	
or	offline																																														

•	Seek	assistance	with	online	
applications	(if	digital	assistance	

required)																																													
•	Seek	additional	advice	on	how	

to	complete	the	form

(1)	Awareness

• Becomes/	is	made	
aware	of	a	housing/	
SEND	issue

(2)	Taking	action

• Seeks	information	
online	and/	or	
signposted	to	
advice	services

(3)	Advice	sector	
referral,	support		&	
guidance

• Advice	provided	
and	process	
explained	by	advice	
organisation

(4)	Intermediate	
processes

• Internal	
complaints/	appeal	
procedures	

(5)	Consideration

• If	still	disatisfied,	
considers	options	
of	appropriate	
pathway	to	
challenge	decision

(6)	Engage

• Engages	with	a	
service	to	progress	
appeal/	complaint

(7)	Service

• Receives	service	to	
help	resolve	their	
housing/	SEND	
issue

(8)	Outcome

• Decision	on	their	
housing/	SEND	
issue

Ombuds/	Tribunals

LGSCO SEND	
Tribunal

Housing	
Ombudsman

Property	
Chamber

There	are	other	options	for	redress	(e.g.	judicial	review)	that	are	out	of	the	scope	of	this	map
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HOUSING: FOLLOW THE HELP-SEEKER JOURNEY**
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Property	Chamber
Who	can	access	this	service?

*Blue	text		indicates	that	there	is	a	hyperlink	and/	or	tooltip	attached	to	the	cell.

Click	for	common	advice	organisations

Click	for	common	housing	issues
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*Although	this	representation	is	linear,	it	is	not	as	straightforward	in	reality.	The	help-seeker	may	navigate	the	process	differently,	missing	out	or	repeating	stages,	and	often	multiple	things	happen	alongside	each	other.	The	help-seeker	might	abandon	the	journey	and/	or	get	stuck	along	the	way.	The	help-seeker	might	engage	with	the	process	actively	or	passively,	and	the	help-seeker's	circumstances	can	affect	their	decision	making.
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Housing	Ombudsman
Who	can	access	this	service?

………………………………………………………………………………………………………….
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Eviction
notice

search	on	mobile	
or	desktop

phone book	appointment drop-in

!

signposted	by	
advice	sector/	

online	information

!

Share	&	discuss

housing	
issue

referral

legal	aid

guidance

support

Agree Disagree

Agreement

receive	further	
support

act	by	
yourself

receive	further	
support

act	by	
yourself

Tribunal	
hearing	
notice

receive	notice	of	
tribunal hearing

Form	✅

£

📩

obtain	&	
complete	tribunal	

application

submit	
application	with	

payment

provide	missing	
info	if	requested

Property	
Chamber	hearing

engagement	
opportunity

mediation	
provider

what	
to	

bring
mediation	
meeting

Letter/	
email

complete	
landlord	

complaint	form
1	side of	A4:	be	
clear	&	brief

seek mediation

give	landlord	2-3	
weeks	to	repond

keep	copies	of	
everything

If	you	are	unable	to	resolve	your	
complaint	through	your	landlord’s	
complaints	procedure	you	can	

contact	a designated	person who	can	
also	help	find	a	solution

Form	✅
complete	ombudsman	
application	online

referred	elsewhere	is	
issue	is outside	remit

early	resolution

investigation

Investigation	
letter

receive	investigation	
letter,	accompanied	by	
investigation	report

3-6months+

signposted	by	
advice	sector/	

online	information
If	still not	satisfied

If	you	digitally	less	confident	go	to	
‘we	are	digital’	for	help	

visit	advice	location/	
identify	relevant	
online	support,	

information,	guidance



*Although	this	representation	is	linear,	it	is	not	as	straightforward	in	reality.	The	help-seeker	may	navigate	the	process	differently,	missing	out	or	repeating	stages,	and	often	multiple	things	happen	alongside	each	other.	The	help-seeker	might	abandon	the	journey	and/	or	get	stuck	along	the	way.	The	help-seeker	might	engage	with	the	process	actively	or	passively,	and	the	help-seeker's	circumstances	can	affect	their	decision	making.
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Click	for	common	advice	organisations

SEND: FOLLOW THE HELP-SEEKER JOURNEY**

*Green	text		indicates	that	there	is	a	hyperlink	and/	or	tooltip	attached	to	the	cell.
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Click	for	common	SEND	issues
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Advice
User	needs

organisation	
council

local	authority

LGSCO
Who	can	access	this	service?

SEND	Tribunal
Who	can	access	this	service?
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search	on	mobile	
or	desktop

phone book	appointment drop-in

visit	advice	location/	
identify	relevant	online	
support,	information,	

guidance

!

!

Share	&	discuss

SEND	
issue

referral

legal	aid

guidance

support

Agree Disagree

Agreement

receive	further	
support

act	by	
yourself

receive	further	
support

act	by	
yourself

Tribunal	
hearing	
notice

receive	notice	of	
tribunal hearing

Form	✅

£

📩

obtain &	
complete	tribunal	

application

post	application	
with	payment

provide	missing	
info	if	requested

SEND	Tribunal	
hearing

engagement	
opportunity

mediation	
provider

what	
to	

bring
mediation	
meeting

Letter/	
email

complain	to	the	
organisation/	
local	authority	
you're	not	
happy with

1	side of	A4:	be	
clear	&	brief

seek mediation

allow	up	to	12	
weeks	to	hear back

keep	copies	of	
everything

If	you	are	unable	to	resolve	your	
complaint	through	the	local	
authority's/	organisation's

complaints	procedure	you	can	seek	
mediation to	settle	the	dispute	

between	you	and	the	ogranisation/	
local	authority

Form	✅
complete	ombudsman	
application	online

referred	elsewhere	is	
issue	is outside	remit

early	resolution

investigation

Investigation	
letter

receive	investigation	
letter,	accompanied	by	
investigation	report

6-9months+

Council Failure of council to 
appropriately address a 
child’s SENs 

Complaint about a council's 
failure to adhere to, or delay 
in reaching a decision about 
whether to implement a, 
SEND tribunal decision 

 
 
 

LGSCO 

  How the council did the 
EHCP assessment or how 
long they took 

 

  How the council give your 
child or a young person the 
support the EHC plan says 
they need 
 

 

 Decisions local councils 
make about children and 
young people with SEND 

Where a council refuses to 
carry out an EHC 
assessment, does not issue 
or amend/ decides to end an 
EHC plan 
 

SEND 
Tribunal 

School Failure of school to 
appropriately address a 
child’s SENs 

How the school or college 
give your child or a young 
person the support the EHC 
plan says they need 
 

LGSCO 

 Failure of school to 
appropriately address a 
child’s disabilities 

A school that discriminates 
against a disabled child or 
young person 
 

SEND 
Tribunal 

 

signposted	by	advice	
sector/	online	
information

signposted	by	
advice	sector/	

online	information
If	still not	satisfied

!
pre	tribunal
disputes	

can	take	18	
months	+

If	you	digitally	less	confident	go	to	
‘we	are	digital’	for	help	


