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At M&G Shared Ownership Limited (MSO), our key objective remains to deliver high
standards of property management services to our customers.

We are committed to continuing to work closely with our managing partners to understand
where things have gone wrong and implement changes that improve service delivery for our
customers.

In 2023/24 the shared ownership portfolio contained 1571 homes. It is worth noting that the
969 homes were acquired on 28" March 2024, the last working day of the year. Since the 15t
April 2024, our shared ownership housing portfolio has increased to 1692 homes.

In the last 12 months, we received 77 Stage 1 complaints, up from 68 complaints in the
previous year. We acknowledge that the number of Stage 2 complaints has also increased,
up from 9 in 2023/24 to 22 in 2024/25.

We maintain the view that the number of complaints remains too high for the small number
of properties we manage. However, it is worth noting that although the number of complaints
has increased, the size of the portfolio has also increased. Overall, we are pleased that the
proportion of complaints has reduced relative to the size of the portfolio.

We continue to work with our managing partners to respond promptly to complaints within
policy timelines that follow the Housing Ombudsman’s Complaint Handling Code 2024.As a
result, the time taken to respond to a Stage 1 complaint has improved from 76.9% in
2023/24 to 94.8% in 2024/25.

We have worked collaboratively with our managing partners to address weaknesses in
service delivery. In 2023/24, over half (51%) of the complaints we received related to issues
with estates management.

By implementing service improvement plans, holdings more frequent management meetings
with partners and scrutinising performance, complaints relating to estates management have
reduce to 7 in 2024/25.

Notwithstanding these improvements, just over a quarter of all complaints (26%) received
last year related to Property Services and Maintenance. Many of the complaints received
related to the repairs and maintenance of communal and external areas.

Typically, although most of these areas are not owned by MSO, as our customers landlord,
we take an active role in ensuring that these areas are well managed and maintained and
that our customers receive a high quality service from estate and building owners. We will
continue to hold third party freeholders and estate managers to account to the benefit of our
customers.

We have ensured that all of our customer facing staff and those of our managing partners
have received training in line with the Housing Ombudsman’s code to ensure staff have the
right skills and knowledge to manage and resolve customers complaints and promote a
positive complaints handling culture.



We have promoted and improved visibility of our complaints policy, procedure and
performance, in addition to publishing our self-assessment and our Boards response on our
company website.



