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3.6 Our Approach to Complaints 

 

 

 

 

 

 

 



3.7 Exclusions 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

3.8 Putting Things Right 

 

 

 

 

 

 

 

 

 

 

3.9 Exceptional Circumstances 

 

 
4.1 Who Can Make a Complaint? 

 

 



4.2 How to Make a Complaint? 

 

 
5.1 Process Overview 

 

 

 

 

 

 

 

5.2 Stage One 

 

 

 

 



 

5.3 Stage Two 

 

 

 

 

 

 

 

 

 

 



 

5.4 Referring a Complaint to the Housing Ombudsman Service 

 

 

 

5.5 Conflicts of Interest & Confidentiality 

 

 

5.6 Statutory & Regulatory Requirements 

 

 

 

5.7 Use of Discretion 

 

mailto:info@housing-ombudsman.org
http://www.housing-ombudsman.org.uk/


 
6.1 Continuous Learning 
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0330 128 0330 
www.eastlighthomes.co.uk 
customer.services@ 
eastlighthomes.co.uk 

eastlighthomes 

eastlighthomes 

@eastlighthomes 

eastlight-community-homes- 

https://greenfo-my.sharepoint.com/personal/dylan_totton_eastlighthomes_co_uk/Documents/www.eastlighthomes.co.uk
mailto:customer.services@eastlighthomes.co.uk
mailto:customer.services@eastlighthomes.co.uk
https://www.facebook.com/eastlighthomes/
https://www.instagram.com/eastlighthomes/
https://x.com/EastlightHomes
https://www.linkedin.com/company/eastlight-community-homes-



