
 
(T)enants (H)omes (R)espect (I)nnovation (V)alue (E)xcellence 

KCHA is dedicated to making sure our tenants thrive and positively influence the communities in 
which they live. 

 

Governing bodies response to The Annual Complaints Performance and Service 
Improvement Report 

The Board of Kingston Churches Housing Association remains committed to ensuring that 
complaints are handled fairly, transparently and in accordance with the Housing Ombudsman's 
Complaint Handling Code. 

Throughout the reporting period, the Board has maintained oversight of complaint handling 
through regular performance reporting and its annual review of complaints performance and 
service improvement. The Board recognises that complaints provide valuable insight into 
residents' experiences and are an important opportunity to learn, improve services and 
strengthen accountability. 

The Board has reviewed the Annual Complaints Performance and Service Improvement Report 
for the reporting period and is satisfied that the Association continues to promote a positive 
complaints culture. The Board notes that complaints have been responded to within the 
required timescales and that learning from complaints has resulted in a number of service 
improvements, including enhancements to complaint handling procedures, staƯ training, 
record keeping and communication with residents.  

The Board also considered the outcome of a Housing Ombudsman investigation during the 
reporting period which resulted in a finding of maladministration. Whilst disappointed by that 
outcome, the Board is satisfied that the Association complied with the Ombudsman's orders 
and recommendations and has taken appropriate action to address the learning identified. The 
Board will continue to monitor the implementation of these improvements to reduce the risk of 
similar issues arising in the future. 

The Board remains committed to continually reviewing complaints performance, learning from 
resident feedback and Housing Ombudsman determinations, and ensuring that complaints 
continue to drive improvements in the quality of services provided to residents. 


