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óWe are particularly delighted to highlight that GCH 
are the first organisation to go through the 
assessment process with CSE Assessment Services 
who are fully compliant with the standard.  This 
means your service is meeting, or in the areas of 
compliance plus, exceeding all the requirements of 
the Customer Services Excellence criteria.  This is 
an indication of great commitment and an excellent 
service from the members of staff involved in your 
service, many congratulationsò 
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Gloucester City Homes Contact Information 

How to contact us 
Customer Services Team 
Gloucester City Homes 
Atlantic Suite 
Southgate House 
Southgate Street 
Gloucester 
GL1 1UW 
 
Customer Services Line: 0800 408 2000 
Text: 0778 148 2656 
Fax: 01452 396599 
Minicom: 01452 396161 
Email:  customer.services@gloscityhomes.co.uk 
www.gloscityhomes.co.uk   
 

Gloucester City Homes Document Format Information 

If you would like any part of this document explained, translated or provided in 
another format such as large print, audio or Braille, please contact our Customer 
Services Team on 0800 408 2000. 
 

Bengali 

 
 

Chinese 

 
 

Gujarati 

 
 

Polish 
Aby uzyskaĺ ten dokument w innym jňzyku lub formacie, albo jeŨeli potrzebujesz 
usğug tğumacza, skontaktuj siň z nami. 

 

Urdu 

 
[Translation reads:  If you would like this document in another language or format or 
require the services of a translator, please contact us.] 
 

You can also contact 
us using our online 
reporting forms. 
Please note our 
website is speech 
enabled and you can 
adjust the size of the 
text and translate it to 
other languages. 
 

mailto:customerservices@gloscityhomes.co.uk
http://www.gloscityhomes.co.uk/
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1. EXECUTIVE SUMMARY ï CUSTOMER FIRST STRATEGY 

Our Customer First Strategy and 3 year action plan is central to the companyôs aim of 
being a customer driven provider of excellent services that meet customer 
expectation.  It links all existing customer service and involvement strands throughout 
the organisation such as our getinvolved@GCH charter and provides a clear path 
to achieving excellence in customer service for our residents. 
 
The strategy ensures that everyday excellence in customer service is achieved and 
remains an integral part of our culture. Appendix A sets out sets our priorities over 
the next three years and explains how we will meet our legal and ethical duties. 
 
Our customers will continue to drive, monitor and design our services through our 
joint working arrangements.  This is based on real customer experiences which 
ensure continuous improvement and better services. 
 
Our commitment to ñCustomer Firstò is echoed in our mission, vision, core values of 
GCH and our strategic business plan through 8 key aims, the first of which is to 
achieve excellence in customer services by putting our customers first by listening 
and involving our customers. 
 

Our strategic objectives are to: 
Á Achieve a 3* rating from the Audit Commission. 
Á Maintain ISO 9001 accreditation through 6 monthly inspections. 
Á Secure the excellence level of the Equality Framework 
Á Continually improve access to our services and improve our assessment to the 

Governmentôs Customer Service excellence award known as ñThe Standardò. 
Á Implement and embed the new regulatory framework of the Tenant Services 

Authority, Annual Report and local offers. 
Á Retain the Gold award for the Supporting People Quality Assessment 

Framework. 
Á Achieve the TPAS Resident Involvement Quality Standard and continue to 

enhance our resident involvement strategy in consultation with our residents. 
Á Ensure that 80% of front line service staff achieves the Institute of Customer 

Services Award. 
Á Deliver our Asset Management Strategy both in the short term and long term so 

that we fulfil our statutory obligations and also meet the needs and aspirations 
of our tenants and leaseholders. 

Á Achieve continuous top quartile performance and customer satisfaction levels. 
 

 

mailto:getinvolved@GCH
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2. INTRODUCTION  

Gloucester City Homes (GCH) manages and provides housing services on behalf of 
over 4,900 residentôs homes in the City.  We have continually improved what we do 
by working with our residents through active involvement, feedback and scrutiny to 
provide excellent services, meeting their own service standards and achieving high 
performance. 
 

In March 2009, GCH received the prestigious Customer Services Excellence 
Award (previously The Charter Mark) for delivering excellent services on behalf of 
our Residents. The company achieved full compliance in all 57 elements of the 
inspection along with nine compliance plus awards, described by the inspectors as 
óan unprecedented achievement.ô  The compliance plus awards demonstrate that 
services in those nine areas exceed the standards set and are examples of national 
best practice.  In announcing the result CSE Assessment Services Inspector stated: 

 

óWe are particularly delighted to highlight that you are the first organisation to go 
through the assessment process with CSE Assessment Services who are fully 
compliant with the standard.  This means your service is meeting, or in the areas of 
compliance plus, exceeding all the requirements of the Customer Services 
Excellence criteria.  This is an indication of great commitment and an excellent 
service from the members of staff involved in your service, many congratulationsò 
 

We now have 15 compliance plus recognitions following re-inspection in March 2010. 
 

To deliver excellent services, you need excellent staff and we believe that our 
employees are our most valuable resource. GCH is committed to the continuous 
development of all employee and we will invest in our workforce to achieve our 
strategic aims and meet the needs of our residents. 
 

We also work with a range of strategic and local partners and agencies to provide 
support and build strong, supportive and great communities 
 

Our Customer First Strategy links all the existing customer involvement strands 
throughout the organisation and provides a clear path to achieving excellence in our 
customer services for our residents.  It also identifies how we have shaped our 
services to meet customer needs/aspirations, builds on our achievements and sets 
out how we will further enhance our customerôs experience. 
 

Our customers continue to drive, monitor and design our services through joint 
working and continuous improvement.    By concentrating on customers needs and 
on their experience rather than processes and procedures, we aim to provide 
customer service that is relevant and effective 
 

Appendix A Our action plan 2010 ï 2013. 
Appendix B Our achievements in 2009/10. 
Appendix C Understanding the Gloucester City Community. 
Appendix D Understanding the Gloucester City Homes Community. 




































































