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INTRODUCTION

Granville Community Homes is committed to delivering excellent

services and continuously improving how we work with residents.
This plan sets out our compliance with the Housing Ombudsman’s
Complaint Handling Code, summarises our performance and
identifies improvement actions for 2025 / 2026.

MESSAGE FROM THE BOARD







LEARNING & IMPROVEMENTS

IN 2024, GCH COMMITTED TO THE FOLLOWING:

o Compliance with section 2.2
e Staff training on complaints handling

e Resident communication on complaints process
e Performance reporting to board

GCH can confirm that each of the actions have been
completed however, we are committed to
continuous improvement.

FOR 2025/26, GCH IS COMMITTING TO:

Expand KPI dashboard
to include complaints
trends & outcomes

Improved Board
assurance and trend
analysis

Board Member
(Complaints Lead)

Annual Ombudsman
Code & customer care
training

Ensure consistent
approach across staff
& contractors

HR & Training Manager

Resident engagement -
panel & feedback
forums

Broaden resident voice
in service design

Resident Engagement
Lead




