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Rules of procedure
for the Vonovia ombudsperson board for their Dresden tenants

There are two parties in these rules of procedure:

Tenants:   Dresden tenants of an apartment belonging to Vonovia SE and its associated companies.

Landlord: Vonovia SE and its associated companies.

1. Objectives and tasks
The ombudsperson board is independent. They are a conciliation body. This means they should find solutions 
if there are problems between the tenants and the landlord. The ombudsperson board should mediate to prevent  
a major dispute. Disputes before a court should be avoided. Both tenants and the landlord may approach the 
ombudsperson board. It is a free service for tenants. 

Court proceedings are stressful and can cost a lot of money. So, a case brought to the ombudsperson board should 
prevent that case being taken to court. However, trial before a court may still occur – the tenants and the landlord 
may, of course, still demand court proceedings, even if a case is being processed by the ombudsperson board. 

Please note: 
If the case is brought to court, the proceedings carried out by the ombudsperson board end automatically.

Proceedings with the ombudsperson board are opened voluntarily. The tenants and the landlord must agree to  
the proceedings. 

If the tenants want to begin proceedings, the landlord can decline or call off the proceedings. If the landlord wants 
to begin proceedings, the tenants can decline or call off the proceedings.

The ombudsperson board is exclusively responsible for the following topics related to rental contracts in Dresden: 

•  Rent amount. 
•   Increase in rent. According to paragraph 558 of the German Civil Code – an increase in rent according to the  

rent index.
•  Disputes with neighbors. 
•  Cancellation or termination of the lease. 
•  Problems with noise or smells. 
•   Defects or damages in the apartment – for example, a dispute because the landlord hasn’t done anything or  

a dispute about lower rent.

The ombudsperson board is not responsible for the following topics: 

•  Calculating ancillary costs 

•  Amount of monthly advance payments for ancillary costs 

•  If the landlord wants to build something new, build an addition or renovate something
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2. Who is the ombudsperson?
An odd number of people work for the ombudsperson board. For example, three or five people. This allows for  
there to always be a majority vote. 

At least three people must work for the ombudsperson board. These people must be very familiar with certain 
topics. For example, they should be very familiar with the laws that are relevant to housing. They must also have 
experience in dealing with problems and disputes between people. 

The members of the ombudsperson board are independent and neutral. They are neither on the side of the  
landlord nor on the side of the tenants. 

The members of the ombudsperson board do not work for the landlord. 

The members of the ombudsperson board do not have a close relationship with the tenant involved in the  
proceedings. 

3. Who can work for the ombudsperson board?
The landlord chooses the people who work for the ombudsperson board.These people must have experience and 
expertise. Costs arising from the work carried out by the ombudsperson board are covered for the people who work 
for the ombudsperson board. These costs must be necessary for the work. The person must show proof of the 
costs. 
The ombudsperson board arranges with the landlord in a dedicated contract
•  how much money the members of the ombudsperson board receive and
•  how long these people work for the ombudsperson board.

4. How can I make use of the ombudsperson?
4.1.     The tenants and the landlord must approach the ombudsperson board in writing and in German.  

This communication must include the following information: 

 •  The tenant’s customer number
 •  The tenant’s personal information (Name, address)
 •  Copies of all letters or emails relating to the case thus far, Transcripts of phone conversations
 •  What does the ombudsperson board need to clarify (what is the goal)?
 •  A brief description of the problem 
 •  All documents related to the case 
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4.2. If the tenants approach the ombudsperson board::
  The tenants must allow personal data of the affected parties to be used. For example, name, address and  

type of rental contract.This permission must also include that the landlord is allowed to pass on the tenant’s 
personal data to the ombudsperson board. 

4.3. If the landlord approaches the ombudsperson board:  
  The landlord needs the tenant’s permission. This must allow the ombudsperson board to view the personal 

data of the affected parties. 
 
4.4.  The tenants may also have an adult representative. This person may speak on behalf of the tenants. This 

requires written authorization granting the representative permission to speak on behalf of the tenants. 

5. When can proceedings not be carried out by the ombudsperson board?
In the following cases, proceedings cannot be carried out by the ombudsperson board: 
•   If the landlord has addressed a problem and provided a solution for the problem. The landlord must inform the 

tenant of the solution in writing. If the written notification is older than three months, proceedings cannot be 
carried out by the ombudsperson board. 

•  If there are already other proceedings concerning the problem. For example, if court proceedings are in process. 
•  If proceedings to address the problem have already been carried out by the ombudsperson board. 
•  If charges have been filed against either the landlord or the tenants. 
•   If there is a witness or witnesses who need to be questioned about the problem. Exceptions to this are in cases  

of disputes between neighbors or of noise pollution. 
•   If the tenants or the landlord say that the problem is barred. This means that it has been too long since the 

problem occurred. In this case, proceedings can no longer change anything. 
•  If there is already a legal solution to the problem. 

Proceedings by the ombudsperson board are allowed if there has been no written communication of a solution. 
That can be the case if the landlord has not addressed the problem within six months. It must concern a topic  
that is handled by the ombudsperson board.
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6. Proceedings by the ombudsperson board
6.1. If the tenants approach the ombudsperson board, the ombudsperson board checks: 
 •  Whether it is responsible 
 •  If all of the documentation is accounted for 
  The ombudsperson board then informs the landlord. The landlord must then send a statement within 14 days.  

That means that the landlord must send their opinion on the matter in writing to the ombudsperson board.  
The landlord must enclose any documents that they feel are important to the case. The same applies if the  
landlord approaches the ombudsperson board. In that case, the tenants must send their opinion on the  
matter in writing to the ombudsperson board.

6.2.  The ombudsperson board can request more written information if it is necessary for the proceedings.  
The ombudsperson board must not, however, collect information independently. 

6.3.  In some cases, a conversation between the tenants and the landlord is useful. In these cases, the ombuds- 
person board immediately invites both parties to attend a meeting. The tenants and the landlord should  
solve the problem during this meeting. 

 •   If it is important for the proceedings, the ombudsperson board will look at the problem directly in the  
affected apartment.

 •   The ombudsperson board can also interview witnesses. However, they must be prepared to participate 
voluntarily. The ombudsperson board can decide whether witness testimony will be taken into account  
or not. This can be independent of whether the witnesses confirm their testimony in writing. 

6.4.  The ombudsperson board reviews all information it has received regarding a problem. It then recommends  
a solution to this problem. The ombudsperson board will then request that the tenants and the landlord  
agree to this solution. They have 14 days to do so. 

  The ombudsperson board must send the solution to the tenants and the landlord in writing.  
The ombudsperson board must not, however, provide any specific legal foundation for this solution. 

  If the tenants and the landlord cannot come to an agreement, the proceedings by the ombudsperson board 
have failed. This means that the proceedings have not resulted in a solution. If the tenants and the landlord 
agree, both will receive a copy of the results in writing. Both must sign the document to indicate that they  
have agreed on a solution. 

6.5.  Typically, one person is responsible for proceedings conducted by the ombudsperson board. This person  
makes suggestions about which solution is possible for a problem. Then there is a consultation among the 
board. The members of the ombudsperson board decide if it is an appropriate solution. If the majority is in 
favor, the ombudsperson recommends this solution. 

  Only in very complicated cases do members of the ombudsperson board work jointly on a solution. Even then, 
only one person is responsible. This person must inform the ombudsperson board that they need to work 
together to find an appropriate solution. 
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  To avoid having one member of the ombudsperson board working on too many proceedings at once,  
the proceedings are distributed sequentially to the members of the ombudsperson board.

  The tenants and the landlord do not have a right to a recommended solution from the ombudsperson board.  
If the ombudsperson board does not offer a solution, it must provide a reason. 

 The proceedings by the ombudsperson board may not last longer than three months. 

7. Statute of limitations
A statute of limitations dictates when the threshold is passed that it has been too long since the problem occurred. 
In such a case, the law states that proceedings can no longer change anything. There are specific time periods for  
a statute of limitations. However, the statute of limitations does not always apply: If the tenants or the landlord 
approach the ombudsperson board in writing before the end of the period, the statute of limitations does not 
apply. The date on which the ombudsperson received the communication is the valid one. 

8. Confidentiality
People who are responsible for proceedings carried out by the ombudsperson board are obligated to secrecy. This 
means that these people may not speak with anyone who is not involved in the proceedings about the proceedings.
They may speak with other people from the ombudsperson board about the proceedings if it is important for the 
proceedings. 

Lexicon
Ombudsperson board
The ombudsperson board provides consultation and support to people who have been treated unjustly.  
In most cases, this is a free service. Ombudsperson boards are independent. This means that no one may  
tell them what they are allowed to say or do. 

There are ombudsperson boards for different problems. For example, there are ombudsperson boards for  
people with disabilities. There are also ombudsperson boards for children and young people. 

People who work for an ombudsperson board are particularly well versed in the relevant laws. 

The ombudsperson board for tenants deals first and foremost with laws relating to leases and tenancy.


