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At Karibu Community Homes (KCH), we are committed to delivering
high-quality services to our residents and placing their voices at the
heart of everything we do.   

We recognise that, at times, things may go wrong, and when they 
do, we view complaints as a valuable opportunity to learn, improve, 
and strengthen our service delivery. 

The Board has a clear and active role in overseeing the 
organisation’s approach to complaints handling. We ensure that the
complaints process is fair, accessible, effective, and compliant with 
the Housing Ombudsman’s Complaint Handling Code.   

The Board receives regular reports (Quarterly) on complaint 
performance, trends, outcomes, and learning, enabling us to provide 
effective challenge and assurance that issues are being addressed 
appropriately. 

To further strengthen governance and accountability, the Board has 
appointed a Member Responsible for Complaints (MRC). The MRC 
provides additional oversight of the complaints framework, working 
closely with senior management to: 

Seek assurance that complaints are being handled in line with 
 the Complaint Handling Code 
Scrutinise complaint performance, themes, and learning 
 outcomes 
Champion a positive complaints culture across the organisation 
Support the Board in holding the organisation to account for 
 service delivery and continuous improvement. 

We are committed to: 

Promoting a positive complaints culture where feedback is 
 welcomed and acted upon 
Ensuring residents can easily raise concerns and are treated with 
 respect and fairness throughout the complaint process.   
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Responding to complaints promptly, transparently, and‌
‌consistently‌
Learning from complaints to drive continuous service‌
‌improvement‌
Monitoring performance against the Complaint Handling Code‌
‌and implementing improvements where required. 

We also ensure that lessons learned from complaints are shared‌
across the organisation and embedded into policy, practice, and‌
staff training to help prevent recurrence. 

Through this approach, supported by the oversight of the Board and‌
the MRC, we aim to provide assurance to residents, stakeholders,‌
and the Housing Ombudsman that Karibu Community Homes takes‌
complaints seriously and is committed to transparency,‌
accountability, and continuous improvement. 
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