[image: A logo with blue and orange text

AI-generated content may be incorrect.][image: Envelope with solid fill][image: Receiver with solid fill]admin@abbeyfieldeastdevon.co.uk
01297 553 800

[image: Marker with solid fill]Marjorie Baker House, Vicarage St. Colyton, Devon EX24 6LJ





Annual Complaint Handling and Improvement Report 2025/2026
At Abbeyfield East Devon Society Ltd, we are committed to providing high-quality services and ensuring that our residents and service users feel listened to, respected and supported. We recognise that effective complaint handling is an important part of delivering and continuously improving our services.
Complaints received
During the reporting period, Abbeyfield East Devon Society Ltd received two complaints.
Both complaints were resolved informally at the point at which the concerns were raised. We are pleased that both matters were resolved promptly and appropriately. While it is positive that we received only a small number of complaints, we recognise that the number of complaints received does not necessarily provide a complete picture of residents’ experiences. We understand that there may be occasions when residents or service users are dissatisfied with the services we provide, and we want them to feel confident in raising their concerns with us.
We view complaints and expressions of concern as an opportunity to listen, learn and identify where improvements can be made. All feedback is valued and helps us to understand the experiences of our residents and service users.
Our commitment to improvement
We remain committed to ensuring that our complaints process is accessible, fair, consistent and responsive. Staff and managers will continue to be encouraged to deal with concerns promptly and professionally, while ensuring that residents are aware of their right to make a complaint if they are dissatisfied.
We will continue to promote a positive complaint-handling culture throughout the Society, where concerns are welcomed as an opportunity to learn and improve rather than viewed negatively.
Our approach will continue to focus on:
* Listening to residents and taking their concerns seriously.
* Ensuring residents know how to raise a complaint or concern.
* Handling complaints fairly, consistently and in a timely manner.
* Resolving concerns at the earliest appropriate opportunity.
* Learning from complaints and identifying opportunities for service improvement.
* Ensuring staff receive appropriate support and training in complaint handling.
* Monitoring complaints and reviewing any emerging themes or areas of concern.

Annual review conclusion
Complaints and expressions of concern will continue to be monitored and reviewed to identify any recurring issues, areas for improvement and opportunities to enhance the services we provide.
We remain committed to providing a responsive, fair and transparent service and to continually improving the experience of our residents and service users.
Abbeyfield East Devon Society Ltd

















Chair’s Annual Complaint Handling and Improvement Report 2025/2026
As the newly appointed Chair of the Abbeyfield East Devon Society’s Board, I am pleased to introduce this periods Annual Complaint Handling and Improvement Report.
I am delighted to take on the role of Chair and look forward to working with the Board, staff, residents and the wider Abbeyfield community. As Chair, I recognise the importance of ensuring that residents have a voice and that any concerns they raise are listened to and addressed appropriately.
During the reporting period, Abbeyfield East Devon Society Ltd received two complaints. Both matters were resolved informally at the point at which the concerns were raised.
While it is encouraging that only a small number of complaints were received and that both were resolved at an early stage, we recognise that complaints and expressions of concern provide an important opportunity for us to listen and learn.
Residents should feel confident that they can raise concerns when they are dissatisfied with any aspect of the service they receive. We want to build an open and positive culture where residents feel comfortable speaking to us and where concerns are treated respectfully and fairly.
As a Society, we remain committed to improving the quality of our services and ensuring that our complaint handling arrangements are effective, accessible and consistent. We will continue to support our staff in developing the skills and confidence needed to respond to concerns professionally and promptly.
As Chair, I will continue to support the Board in ensuring that complaints and resident feedback are appropriately monitored and that any learning identified is used to help improve the services we provide.
I would like to thank our residents and staff for their continued contribution to the Abbeyfield East Devon community. I look forward to working with everyone as we continue to maintain high standards and ensure that the voices and experiences of our residents remain at the heart of what we do.
Yours sincerely,
Zoe Darnbrough
Chair
Abbeyfield East Devon
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