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During the financial year 1 April 2024 to 31 March 2025 King George V Memorial
Houses (KGV) received 0 complaints.

Conclusions:

KGV is a small landlord owning 12 properties. Resident satisfaction is high and the
volume of complaints is representative of a small alms house charity.

Staff delivering services to KGV properties also deliver services to a larger alms
house charity, Housing Pathways Trust (HPT). Learning from complaints received by
HPT contributes to shaping service delivery improvements for KGV residents.

We are keen to know if we fall short and are grateful for feedback received regarding
our complaints process. Please provide feedback by completing the contact from on
our website; sending an email to info@yourpathways.org.uk; or sending a text to
07537 410161.

TRUSTEE’S RESPONSE TO THE ANNUAL COMPLAINTS PERFORMANCE AND
SERVICE IMPROVEMENT REPORT

On 30 April 2025 Trustees received:

o the 2024/25 annual complaints performance and service improvement report
for residents living in homes owned and managed by KGV

e A self-assessment against the new Housing Ombudsman Complaint Handling
Code 2024

Trustees have delegated the Member Responsible for Complaints (MRC) to
champion complaints handling and to provide additional assurance to trustees on the
effectiveness of KGV’s complaints system.
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The MRC and the trustees have considered and approved the self-assessment that
Charity complies with all aspects of the Housing Ombudsman’s Complaint Handling
Code 2024.

KGV adopts the Housing Ombudsman’s definition of a complaint as any expression
of dissatisfaction. Throughout the year the trustees challenge the data and
information provided. The challenge includes attending meetings with KGV
residents.

This gives trustees assurance that KGV are recording an accurate volume of
complaints. KGV has a dedicated staff member responsible for administering
complaints which provides added assurance KGV’s complaints handling compliant
with the complaint handling code.

As a small provider the trustees of the charity consider a summary of each complaint
and the lessons learned from individual complaints. Training, expectations, and
systems have all been improved since the previous year’s complaints report.

Trustees will continue to monitor individual complaints received to ensure excellent
services are delivered to our residents at all times.



