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Parking issues reported on scheme LV 04.04.23 05.04.23 1 n/a 06.04.23 1 None required 06.04.24 Identified 4 customers parking in restricted zones. PPHA wrote to these 
customers to remind them of the acceptable parking areas Closed 

Poor handling of sales process - 
Shared Owner JB 22.05.23 22.05.23 0 27.06.23 27.06.23 0

Customer issues were caused by delayed payment drawdown, impacting the 
purchase of the scheme. Full review of this issue, with lessons learned, taken to 
May Board 2023 in Agenda Item 4, PPHA Board Fund Raising Drawdown Process 
Review. Lessons learned and implementation plan approved in full at Board. 

Escalated to stage 2
Customer wasn’t satisfied with the outcome 
and didn’t feel all of the issues highligted at 

Stage 1 had been addressed
07.10.23 07.10.23 0 n/a n/a 13.10.24 7 13.10.24 13.10.24 n/a £4000 compensation accepted by the 

customer due to service failures identified 

Fund drawdown process between practical completion and actual 
completion has been reviwed at Board level to ensure customers are 

informed they are not able to move in to their property until actual 
completion has taken place. 

Damp and mould and delays to door 
numbering on the scheme EB 30.05.23 02.06.23 2 27.06.23 27.06.23 0 29.06.23 Stage 1 response was revisted and the customer was offered compensation 

for service delivery failure in the form of 1 months rent 
Improved process surrounding property handover quality to note defects 
prior to customer move-in. Including appointment of project manager role. Closed 

Compensation request for missing 
bike and bin store keys, request to 
waiver service charge and 
management fees as a result. 

LH 02.01.24 04.01.24 2 n/a 04.01.24 0 Additional keys required to be 
delivered to customer 08.01.24 08.01.24

Compensation provided to the customer in line with PPHA compensation 
policy - £194 credited to customer account as apology for delays to bike and 
bin store keys being provided to the customer. 

Compensation for defects was rejected. PPHA assessed that there were no 
unreasonable delays and/or distress and this service was appropriately 
deilvered. Compenstion is not considered for the defect repair itself.

Waivering of management fee which the Shared Ownership customer is 
responsible for within their lease was rejected. PPHA have met the appropriate 
measures for this service so on this occasion we will not be waivering the 
management fee proportion. 

Waivering of Service charge fees which the Shared ownership customer is 
responsible for was rejected. The customer was unclear on what services were 
provided within block services which was explained to the customer within the 
response. These costs are not related to access with the bin and bike store 

Provided same level of compensation to Flat 1, 5, 6, 7, 8  who also have been 
without both keys since they moved into their properties. 

Identified requirement to improve handover process for customer to ensure 
all keys are provided by agents.

Closed .

Defects repairs LH 20.02.24 20.02.24 0 n/a 27.02.24 5 None required Full response within complaints folder. Handover process improvements, ensuring that defects are identified at 
final snag appointment and raised with EA/Developer. Escalated to stage 2

Customer is unhappy with the resonse 
regarding the cracked render to the building. 
The devloper have attended to fill the cracks 

but the customer is unhappy that they are 
still visable

10.05.24 10.05.24 0 Ongoing

Independent surveyor to 
assess the cracked 

render on the building 
which will determine the 

outcome/next actions. 

Complaint deadline for response extended due to customer being away 
until 9th June so unable to meet to discuss the complaint. Offered 
meeting dates of - 14th, 17th and 18th June awaiting customer response 
to confirm date. Deadline for response extended to 28th June and 
customer emailed 29/05/24 to confirm 

14/06/24 Call with customer to discuss complaint and expected 
outcome. QS has identied this should be pushed back to the developer 
as a defect issue. Render should be hacked off and re-rendered. Internal 
meeting WC17/06 to discuss actions with pushing back to Persimmon 
and seek alternative quote with contractor. Customer has accepted this 
course of action and been advised we will keep her updated. The 
complaint response will be issued when the outcome has been 
determined with Persimmon/alternative contractor 

Damp and mould ET 28.02.24 01.03.24 2 n/a 04.03.24 1
Independent damp and mould 
surveyor attedning property to assess 
on 12.03.24

12.03.24 12.03.24

PPHA acted appropriately in expediting this with the developer but there have 
been some ongoing issues with this scheme which require further 
investigation. This has now been escalated to a higher level within Bellway 
(developer) and an independent survey arranged to assess any remaining 
issues 

Closed 

Unhappy with Service Charges LH 26.03.24 27.03.24 1 n/a 27.03.24 0 None required 27.03.24 Dissatisfaction regarding the service charge budget Closed 

Customer believes defect information 
was misleading
Managing agents mis handling of 
repairs
Loss of food due to delay of repair 

MA (3rd party) 27.03.24 27.03.24 0 n/a 05.04.24 7 Compensation offered to customer by managing agent Pinnacle Connect due 
to poor handing of repair

Pinnacle Connect is addressing the number of calls customers had to make 
to track the repair. Also ensuring that the right information is being provided 
to customers around properties that are out of the defect peiod. Pinnacle 
have agreed to increase compensation to £150 which has been suggested to 
the customer. Customer also wanted EICR completed but following 
feedback from the developer we dont deem this necessary

Escalated to stage 2 Customer is unhappy with the response from 
Pinnacle Connect 8.4.24 9.4.24 1 24.04.24 24.04.24 11 24.04.24 None 

Customer was not provided with clear information regarding the repair 
responsibility which may have led to delays in this repair being attended 
to. 
Compensation of £150, to cover the cost of the food loss and contribute 
towards
loss of wages and the inconvenienceendured. 
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