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Section 1 : Definition of a Complaint
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Section 2 : Exclusions
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Section 3 : Accessibility and Awareness



8



9



10



11

Section 4: Complaint Handling Staff 
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Section 5: The Complaint Handling Process 
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Section 6: Complaints Stages — Stage 1
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Section 6: Complaints Stages — Stage 2
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Section 7: Putting Things Right 
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Section 8: Putting Things Right 
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Section 9: Scrutiny & Oversight: Continuous Learning 
and Improvement   



36



37



38



39



Changing Lives Homes (operating name of TCUK Homes Limited) is a company limited by guarantee registered in 

England and Wales with company number 08385555 and a wholly owned subsidiary of The Cyrenians Ltd. It is a non-

exempt charity registered with number 1197888 and registered with the Regulator of Social Housing as a provider of 

social housing with registration number 4756.  Registered Offices: H26 The Avenues, Eleventh Avenue North, Team Valley, 

Gateshead NE11 0NJ.


