
Park Properties Housing Association
Annual Complaints Performance and Service Improvement 

Report and Register 1st April 24 to 31st March 25

Nature of  complaint PPHA Investiagting 
officer

Date complaint 
Received 

Date complaint 
acknowledged 

Working Days 
to 

acknoweldge

Agreed extension 
date

Reason for extension
Date full 

response to 
complaint sent 

Working days for 
response (from 

acknowledgeme
nt or extension)

Follow up actions Date Follow up 
actions completed 

Date complaint 
closed

Outcome Lessons Learned Status Reason for 
escalation

Date complaint 
escalated to 

stage 2

Date 
acknowledged 

Working Days 
to 

acknoweldge

Agreed extension 
date

Date 20 day 
response sent 

Date full 
response to 

complaint sent 

Days from 
acknoweldgemen

t to response

Date 
complaint 
resolved

Date complaint 
closed

Follow up actions Outcome Lessons 
Learned 

Service charges, Insurance and 
management fee's not clear enough at 
the time of sale (shared ownership). 

ET 06.07.24 08.07.24 0 06/08/2024

Extension requested due 
to various external 

parties involved - Sales 
agent and solicitors 

information required. 

06/08/2024 0

Finance to waiver agreed service chrage, 
insurance and management fee's 18/08/2024 19/08/2024 Additional fee's which customer was not made aware of at the 

time of sale were waivered. 

Ensure customers are provided with all 
relevant and accurate costs during the sales 
process (shared ownership)

Sales team to link in with management 
team to ensure budget costs are as 
accutate as possible at the point of sale by 
obtaining estate/service charge budgets.  

Customer FAQs sent to all agents to issue 
to customer during the sales process and 
obtain signature 

Ensure accuracy of customer forms before 
signing off - CML, reservation form, 
memorandum of sale and completion 
statement 

Ensure acccurate record keeping of above 
documentation with clear version control. 

Sales team are working on a new suite of 
documents to better inform shared 
ownership customers of additional charges 
ahead of purchase. 

closed 

Defect issues not resolved by developer ET 29.07.24 29.07.24 0 23/08/2024

Complaint deadline 
extended due to 
external parties involved 
- Developer response 
required

23/08/2024 0 Developer outcome unsatisfactory.  
Complaint now referred to NHBC who will 
contact the customer and developer directly 
regarding this defect. 

13/01/2025 13/01/2025
Compensation provided to the customer:
Cost of deep clean - average £14.50 per hour x 6 hours = £87
Inconvenience having to chase defects unresolved  =£100
TOTAL £187

Ensure customers are provided with all 
relevant and accurate costs during the sales 
process. 

Customer FAQs send to all agents to issue 
to customer during the sales process and 
obtain signature 

Ensure empty properties are inspected 
prior to sale defects and compliance items 
are noted and agreed and properties are 
cleaned. 

Ensure empty properties are being 
maintained eg turf being cut and aerated 

Ensure defects reported to developers are 
logged and followed up/escalated 

closed 

Shared Ownership purchase 
Completion date delay/lack of 
communication

EM 26.10.24 28.10.24 0 N/A N/A 0
Keep customer updated with regards to 
completion timeframes, particularly where 
delays occur.  

N/A 28/01/2025
Customer had experienced delay with purchase which was out 
of PPHA as this was due to delays with the property developer. 
PPHA agreed that communication will be improved to ensure 
the customer is fully aware of timescales.  

Customers to be regularly updated in 
regard to any property delays during the 
sales process

closed 

Insurance Premium: customer unhappy 
with level of charges CS 06.02.25 06.02.25 0 N/A N/A 20.02.25 10 No follow up actions required. N/A 20/02/2025

Customer is not happy that the insurance charged within SC's is 
a landlord insurance policy and the charges incorporated. The 
customer is responsible for these charges within the terms of 
their lease and we don’t feel there is cause for this complaint. 
Each of the concerns raised with the charges have been 
explained to the customer and advised within the stage 1 
response letter. 

Ensure customers are fully aware of their 
responsibility for service charges at the 
outset of the sales process

Escalated - Stage 2
Customer remains 
unhappy with the 
charges

21/02/2025 21/02/2025 0 N/A N/A 27/02/2025 4 12/06/2025 27/02/2025

Customer was advised that if they have 
any outstanding concerns with regards 
to the charges tha they are able to 
escalated to the Housing Ombudsman 
or first-tier tribunal

Housing ombudsman rejected the complaint. 
Customer has paid outstanding insurance 
charges 12/06/25

Length of time taken to resolve drainage 
issue with garden 

Pinnacle AR - Emily 
Cook 10.03.2025 11.03.25 1 N/A N/A 13.03.2025 3

Pinnacle to continue following up with 
developer. Pinnacle - We have been liaising 
with the developer directly, who have advised 
they have attended on two occasions but 
because of the wet weather, it was not 
possible to complete the required works, due 
to pooling in an area of the garden where it 
has been dug out. They have advised that once 
the area has dried out, they are looking to try 
Geo injections which involves using 
machinery to inject air into the ground which 
should break up the compacted material 
underneath. We will of course continue to 
liaise with the developer on this matter for 

Geo injections are not possible for this garden and wont resolve 
the issue. Pinnacle are keeping in close contact with the 
developer to obtain a resolution 

Compensation - £125.91 for food and electric charging for car 
during decant

This was a defect issue which was raised 
with the developer. Compensation was paid 
to the customer due to the additional costs 
incurred from being decanted

closed 


