ANNUAL COMPLAINTS PERFORMANCE AND SERVICE IMPROVEMENT
REPORT

1st January — 315t December 2025

A REVIEW OF COMPLAINTS AT: St Georges Park

During 2025 we received complaints from 7 residents living in ST Georges Park
homes owned by St Georges Park LTD

2 complaints related to our repairs and maintenance service.

» 2 complaints related to how we dealt with anti-social behaviour issues

» 0 complaint related to rents and utility supplies after moving into a new home.
» 0 complaint additionally related to how we dealt with rent.

» 1 complaint about section 20 and 22 of the landlord and tenants act.

* 1 complaint about a data breach

* 1 complaint about entering a property without permission

In 0% of the cases, the complainant was not satisfied with St Georges Park reply at
Stage 1 of the Complaints Policy and they asked for their complaint to be escalated
to Stage 2.

Outcomes at Stage 2

None of our complaints were referred to or investigated by the Housing Ombudsman
Service in 2025

Learning from complaints to improve services

Black Van speeding through the village | More signage to deter speeding.
The way a staff member spoke to | Staff training

resident.
Decorators leaving a mess outside | Discussions had with the contractors
Rafael Court




Contractor entering a Residents property
without alerting the resident.

New policy regarding entering residents’
apartments

Data breach re email addresses

Emails are Bcc as standard

Intercom not working

More communication to the residents

Dispute with resident over section 20 and
22

More clarity to residents

Conclusions:

The complaints we received covered a range of issues, but the common themes of
dissatisfaction which we will attempt to resolve are:

* Not keeping Residents informed

* Not including enough content into the minutes of meetings

We will let all affected Residents know within 24 hours of the fault and provide
regular updates until the complaint is resolved. Minutes to meetings are now fuller

with content.




