Annual Complaint and Performance Report for 2025

Kingsclere Almshouse Charity is a small charity which provides Almshouses for poor
persons in the parish of Kingsclere and that part of the parish of Baughurst which formerly
formed part of the parish of Kingsclere (2 bungalows ) or within a 1 1/2 miles from the
Almshouses belonging to the charity of George Durbridge (12 bungalows ) and a Wardens
bungalow.

During this year there has been a no turnover of staff, one retiring Trustee and one newly
appointed Trustee.

Current structure for dealing with complaints :
Complaints Officer (stage 1)— Warden for Durbridges, (Lives on site)
Complaints Officer (stage 1)— Clerk for Browns Cottages Kingsclere.
Appeals Officer (stage 2) — Nigel Chamings, Trustee.

Member Responsible for Complaints (MRC) — Melanie Prater

Summary of Complaints
Complaints refused -0
Service Complaints -0
Contractor Complaints — 0
Nuisance / ASB Complaints — 0

As there are no recorded complaints there is no analysis of themes and trends.

Findings of Non Compliance with this Code by the Ombudsman.

Non received

Service Improvements made as a result of Learning from Complaints Code
implementation.

Ongoing training of staff and Trustees to promote understanding the requirements of the
Complaints Code.

Complaints Policy KCP10 was updated in line with notified changes for contacting the
Ombudsman.

Introduction of formal procedures to record complaints / appeals received - ongoing

Introduction of formal procedure for logging all service requests — ongoing - see attached
report showing all reported service requests and completion times in 2025.

New folders containing residents handbook and complaints policy were distributed to all
residents.



The Charities website is now operational, see Almshouse area for complaints sub section
displaying required documentation.

The Clerk & Warden are required to report to every Trustee meetings any received
complaints.

Complaints introduced as an agenda item at all Trustees meetings — ongoing appears on all
Almshouse minutes.

Annual report about the Landlords performance from the Ombudsman

None received.

Gill Hern

Kingsclere Charity Clerk
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