
Target Outcome

Tenant Satisfaction with the
Repair 85% 100%

Emergency Works - Jobs
Completed within Target 100% 100%

Appointments made & kept 95% 100%

Resident Matters
Summer 2025

We’re excited to share the launch of our new
Mount Green In-House Maintenance Team. This is
a big step forward for us to be able to deliver more
consistent and resident-focused repairs.

Our team of experienced repairs professionals now
undertakes routine maintenance and repairs
across 505 Mount Green homes near Woking, in
addition to 257 Stonewater homes in the same
area. This means that residents are supported by a
dedicated team of local, in-house repairs staff, who
are employed by Mount Green and know and
understand our homes and residents.

We have greater control over service quality and
the change allows for more streamlined responses
to your maintenance queries and issues.
Additionally, it is easier for residents to book and
track repairs.

One recent example of the team’s impact was at
Mill Close, where a long-standing bathroom leak
had been ineffectively repaired and had escalated
through the complaints process. Maintenance
Operative, Ryan identified that the original layout
was contributing to the problem and proposed a
redesign, including reversing the bath orientation.
Our in-house maintenance team carried out
refurbishments over a week, installing a new toilet,
basin, flooring, tiles and redecorating. The resident
was extremely happy with the service and
commended the team on their timely and
professional work.

YOUR REPAIRS, OUR RESPONSIBILITY:        
IN-HOUSE MAINTENANCE SERVICE NOW LIVE 2

Other residents have also been benefiting from
the new service. Here’s what they had to say:

“They were professional, competent and a pleasure
to deal with.”

“Can I just say how absolutely amazing the guys
have been with the bathroom!”

And our stats reflect that: 

The new in-house team is working alongside
Gilmartins. Issues with mechanical and electrical
systems, such as heating, lighting and lifts will be
fixed by our specialised contract. 

To book a repair, call Mount Green Customer
Service on 01372 379555 and we’ll handle the rest.

Find more information on our website.

https://www.mountgreen.org.uk/residents-services/report-a-repair/


Residents have seen some changes this year in
how they contact and interact with Mount Green. 
Back in April, as a result of Mount Green joining
forces with Stonewater, residents got access to all
the benefits of our Customer Service Centre (CSC),
meaning longer opening hours and the ability to
report repairs directly to us. 

Residents now call on our usual number on  
01372 379555 to get through to the CSC Monday to
Friday, 8am - 8pm and Saturday,  
9am - 1pm. 

Please call this number directly for ALL
enquiries. Residents no longer need to call
contractors such as Gilmartins. The CSC will
process your enquiry.

This number is also active for any emergency
out of hours enquiries.

At Mount Green we are really happy with how the
CSC has been incorporated into our resident
experience. We are now able to respond to a
broader range of resident enquiries centrally and
more efficiently, which optimises the services our
team are able to provide. 

Remember, our CSC tends to be busiest between
8:30 and 10:30 most mornings, especially on
Mondays. But if you’d like a quieter time to call, try
between 7pm - 8pm in the evening or between
9am - 1pm on Saturdays.

We believe these changes bring higher quality and
more convenient services to our residents, but we
understand that all big changes come with a
learning curve. Resident feedback on their
experiences of our services is more important than
ever when we are making changes. This is why we
encourage residents to have their say via our
‘comments’ process. However big or small, if you
have feedback on our new phone lines, let us
know. We do our best to listen and adapt where
we can make our services work better for
everyone. 

REMINDER ON CHANGES TO MOUNT GREEN
CUSTOMER SERVICES

Every summer at Mount Green, we celebrate our
neighbourhoods in the sun with a series of
summer resident events for the whole family. We
gather some enthusiastic team members, some
local contractors and essential service providers
alongside our residents for an afternoon of raffles,
food, drinks, games, and a chance for us to get to
know each other better.  

Sarah Prowse, Giving Coordinator from Age
Concern Epsom & Ewell, told us it was lovely to see
so many familiar faces at our Mathias House event
in July. “It was a pleasure to spend time with
residents we’ve helped with Blue Badge and
Attendance Allowance forms and  to meet new
people who may need our help in future,” she said.
She added that events like these are a great way
to make sure residents know about the support 

that’s available, including medical transport, social
support and befriending services.

These events help showcase the services available
in your local area and connect you to specialist
providers, should you ever need to reach out.

If you haven’t come along to an event yet, we’d
love to see you soon. You can find out more and
see when our next event is on the events page on
our website.

OUR SUMMER EVENTS

WIDER CHANGES AT MOUNT
GREEN
Mount Green continues to work in close
partnership with Stonewater as we come together
to provide some services to residents.
 
This means you may find yourself interacting with
our Stonewater colleagues on a range of matters.
For example, in addition to our customer services
integration, our income officers now sit within the
Stonewater income team.
 
These changes support the continued integration
of Mount Green into the Stonewater Group,
focusing on enhancing local service delivery and
aligning with centralised systems to improve
resident experience and operational efficiency.

https://www.mountgreen.org.uk/contact-us/complaints-and-feedback/
https://www.mountgreen.org.uk/news-events/
https://www.mountgreen.org.uk/news-events/


E-bikes and e-scooters have become more common, but they also carry
serious fire risks – especially when charged or stored indoors. Fires
caused by e-bikes can spread quickly and are extremely difficult to
control, leading to devastating damage. At Mount Green, fire safety is
always a priority and we urge residents to take e-bike fire safety
seriously. 

Please be aware that some insurance policies may not cover fire
damage if your e-vehicle was charged indoors. 

E-BIKE AND E-SCOOTER FIRE SAFETY NOTICE

If you have any questions or need advice, you can review the government’s safety guidelines to
e-bike owners, contact your Neighbourhood Officer or email customer services on:
customerservices@mountgreen.org.uk 

NEIGHBOURHOOD REPS:
LOCAL VOICES MAKING A
REAL DIFFERENCE

Our Neighbourhood Rep Programme continues to
grow from strength to strength, and we’re excited
to share some recent updates and successes from
across our estates. 
We now have 27 Neighbourhood Reps across
21 estates, and their contributions are felt
throughout Mount Green – whether it’s
supporting events, improving services, or
advocating for residents during key projects. 
 
Recent Meeting  
We recently held a Neighbourhood Rep meeting
on 23rd July, where reps from different estates
shared feedback, updates, and ideas to improve
our communities. They had a valuable discussion
covering the Community Improvement Budget,
cleaning, and updates on the partnership and the
success of the In-House Maintenance Team.

We're currently looking for new reps in the
following schemes: 
Barnes Wallis Close           Howard Close 
Woodstock Court               Graham House 
Downside Orchard
If you are a resident of one of those schemes and
want to get involved please speak to your NO. 

Never modify or adapt any part of your e-bike or scooter. Altering the battery or charger can be
extremely dangerous.
Always follow the manufacturer's instructions – only use approved chargers and parts. 
Be cautious about where you buy them. Poor-quality or unregulated models pose a much higher
risk. 
Do not charge e-bikes or e-scooters indoors under any circumstances. This includes charging them
inside flats, hallways, or communal areas. 

If you live in a block with
communal areas, do you know

your Fire Emergency Plan?
Check the posters visible in

communal areas to make sure
you know what to do if there’s

ever a fire in your building.

INTRODUCING OUR NEW
RESIDENTS FORUM...

We’re pleased to announce the official launch of
the Mount Green Resident Forum – a new way for
your voice to help shape the services we provide.
 
The forum has been created to replace the
Resident Committee Group (RCG) to ensure our
resident feedback channels evolve with us as we
continue to integrate with the Stonewater Group.
 
It will play a vital role in scrutinising and reviewing
Mount Green’s operational performance, making
sure we’re delivering the quality of service you
deserve. The forum will monitor the effectiveness
of service delivery to residents, review
performance against Mount Green’s Key
Performance Indicators, and provide feedback
and challenge to the Performance and Quality
Group (P&Q Group), a staff group made up of
managers from service areas across Mount Green.
 
The forum exists to make sure that resident
feedback directly influences decision-making,
providing assurance to the Mount Green Board
that resident voices are heard and acted upon.

Interested?
Find more information on our website and
complete our sign up form to apply.

https://www.gov.uk/government/news/new-guidance-to-enhance-e-bike-and-e-scooter-safety
https://www.gov.uk/government/news/new-guidance-to-enhance-e-bike-and-e-scooter-safety
mailto:customerservices@mountgreen.org.uk
https://www.mountgreen.org.uk/residents-services/get-involved/
https://forms.office.com/Pages/ResponsePage.aspx?id=mPUeBzlI1EKL_OcBYpwnMNjOQKSRhHlGv10yDaq3lbJUMjhGTUIxVkswT1pCMjRRT0JXMUVSQ1VGRi4u


PROTECTING OUR GREEN SPACES
We'd like to give special mention to our Estates Services Officer
Michelle Smith for her hard work behind the scenes to save
some trees from being cut down. 

A resident from a property neighbouring our Mount Green
estate put in a request to cut down some of our oak and
redwood trees claiming they were damaging their property.
After investigating the reports and consulting with arborists to
gather evidence, Michelle secured the protection of the trees
and the rejection of permissions to cut them down. 

Well done Michelle! This story demonstrates the hard work
behind the scenes that our team do to make Mount Green
neighbourhoods a place to call home. 

Find out more about the work Estates Services get up to on our
website.

Continuous review of our complaints at Mount
Green ensures we are always learning from our
mistakes and improving services. Here’s how we’ve
been doing in the past year... 

Stage 1: 316 opened 
Stage 2: 112 escalated to Stage 2 
  
96% of complaints at both Stage 1 and 2 were
responded to within the target time set out in our
complaints policy. 
  
A focus for Mount Green in the year ahead is to
reduce the escalation rate of complaints to Stage
2. We found that residents are escalating their
complaint because commitments made at Stage 1
were not getting completed. In response to this we
have implemented a new piece of technology
which tracks commitments which we are
monitoring weekly. 
  
58% of new complaints were due to repairs issues.
We hope to see this reduce as a third of our
homes’ repairs are being managed by our recently
introduced In-House Maintenance Team which we
believe will increase resident satisfaction with
responsive repairs. 

34% of residents have said that they are satisfied
with our complaint handling. We have recruited

COMPLAINTS WRAP UP APRIL 2024-MARCH 2025 

Want to stay up to date with everything
happening at Mount Green?
Follow us on Facebook to keep in touch

driving better service delivery in complaint
handling this year. 

Between April-June 2025 we have seen the
number of new complaints reduce by 36%
compared to this time last year.

How to make a complaint, comment or
compliment to Mount Green
We value our complaints, comments and
compliments process at Mount Green. It enables
us to hear all kinds of feedback, whether residents
have had a negative or positive experience, to help
us improve our services. 

To let us know how we are doing by making a
complaint, comment or compliment, you can: 

Use our online form 
Call our Customer Services Team on           
01372 379555 
Email our feedback department at
feedback@mountgreen.org.uk 

Or write to our head office address at 26 Bridge St,
Leatherhead KT22 8BZ 

four residents to join the Customer
Complaint Learning Panel (CCLP) to
ensure that our resident voice is 

https://www.facebook.com/MountGreenHousingAssociation
https://www.mountgreen.org.uk/residents-services/help-and-support/estate-services/
https://www.mountgreen.org.uk/residents-services/help-and-support/estate-services/
https://www.facebook.com/MountGreenHousingAssociation
https://www.mountgreen.org.uk/contact-us/
https://www.mountgreen.org.uk/contact-us/

