
2026 Governing Body Response 
Stephen Hole, Chair of the Board of Trustees at Plymouth Charity Trust, said: 
“Plymouth Charity Trust” is committed to living by our values: Care, Respect, Listen, Do the right thing, and 
nowhere more so than when something isn’t right for our residents. 

We welcome feedback from residents, whether complaints or compliments, and are committed to being a learning  
organisation. We therefore have procedures in place to ensure that learning from what could have been better  

informs continuous improvement across the organisation. This year the Board has: 
• Received and scrutinised quarterly updates on the volume, nature and handling of complaints,  and the actions 

taken to improve services basing on insights 

• Trustees / Staff meet regularly to review complaints and support a positive complaint handling culture 

• Implemented an updated complaints handling policy informed by Ombudsman expectations and customer input 

“The Board of Plymouth Charity Trust” confirms that the annual complaint performance and service 
improvement report and self-assessment has been reviewed, scrutinised and robustly challenged. The Board is 
satisfied that the report reflects our organisation’s approach and complaints handling delivery and 
demonstrates our compliance with the Housing 
Ombudsman’s Complaints Handling Code.” 
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