
 

 

 

St Martin's Board's Response to Complaints Review and Self-Assessment 2024–2025 

The Board recognises and fully supports a positive culture of complaint handling. We have 

reviewed our procedures and approach to ensure continued accountability to our residents and 

the integration of learning into our practices. 

The Board is pleased to confirm compliance with the Housing Ombudsman’s Complaints 
Code and remains committed to continuous improvement in our reporting and learning 

processes. This review has highlighted areas where further progress can be made, and these 

will form a focus for development over the next year. 

Our guiding values—Compassion, Accountability, Respect, Partnership, and 

Empowerment—are integral to the way we manage complaints. We value our residents’ 
perspectives, take their concerns seriously, and work in partnership with them to find 

resolutions. By providing accessible avenues for raising concerns, we empower our residents 

and ensure that their voices are heard. St Martin's accepts accountability when things go 

wrong and is committed to learning and improving both our services and our methods. We 

handle all complaints with respect, compassion, and a commitment to fair resolution. 

The Housing Ombudsman’s Joint Complaints Handling Code came into effect on 1 April 
2024. We continue to actively raise awareness and provide staff education on the importance 

of effective complaint management. Our Complaints, Compliments, and Suggestions Policy 

is now in place, and in the coming year, we plan to refresh resident-facing materials, 

including leaflets and posters, as well as update our e-learning training modules. 

St Martin's regards all forms of feedback as a valuable means of building, strengthening, and 

sustaining positive relationships with our residents and stakeholders. 
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