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Dear Martin,

First Port in South West Devon

| am writing to follow up on our recent meeting with my Conservative MP colleagues.

It was good to meet you and to discuss the issues raised by my constituents in South West
Devon. You and your team acknowledged that you were undertaking a programme of
Improvements to address the service failings of First Port and improving the administration of
your organisation for the benefit of customers.

| am keen to hear how that improvement journey is progressing, and when my constituents
from developmentsin Sherford, Ivybridge, Saltram Meadow Plymstock, Plympton and across
South West Devon may begin to feel the benefits of an improved customer experience.

The recent wave of fresh complaints from constituents suggests to me that progressis slow.

| am hearing accounts of constituents who have been plunged into debt and mental ill health
due to the 'costs applied to their accounts. Specificaly;

1. Invoices for 2024 remain outstanding with some constituents having only just received the
2023/24 invoices - the breakdown of billsis an essential component of account transparency.
Residents should not have to keep chasing for detailed accounts of where their money has
been spent.

2. Residents do not feel that 'best value' contracting is taking place, and are still seeking
evidence of the work that First Port claim has been undertaken.

3. Residents are finding overdue accounts swiftly handed over to collections agencies, and
threatened with bailiffs.

Furthermore, | note that First Port have recently been suspended from the Property Institute,
and | would be keen to understand if the reason for the suspension relates to properties or
customers in my constituency, and what action you are taking to restore confidence in your
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organisation.

Whilst I am keen to ensure that the current system of leasehold is overhauled, in the
meantime, | urge you to forge ahead with making credible improvements in the operation of
First Port.

Complaints about First Port make up the lion's share of my constituent correspondence, and |
am committed to supporting those constituents who feel trapped in a cycle of poor service,
spiralling costs and no right of reply.

| look forward to hearing from you at your earliest convenience, with an update on your plan
of action.

Yours sincerely,

Rebecca Smith MP
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