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Complaints Procedure for Service Users
StreetlightUK is committed to providing a high quality of service to all.  You should complain if you feel you:

· Have received an inadequate service
· Have been treated unfairly

· Have been discriminated against.

Your complaint will be investigated thoroughly and every effort will be made to resolve the situation to your satisfaction.

Your complaint will be recorded and you will be given written confirmation that it has been made.

How to complain:
If you have a grievance and want to make a complaint, the first step is to discuss the situation with a StreetlightUK team leader or the project Director.  

Many problems can be resolved by simply talking the problem through with the person involved.  

If however, you are still not satisfied that the problem has been properly dealt with, or you feel that the problem is so serious that it cannot be resolved by these means, then you should make a formal complaint.  In order that the complaint can receive the proper attention we ask that you follow the complaints procedure described below.

1. Write a statement of what or whom your complaint is about.  Included in the statement should be the date it was written, and your name and address.  Try and give as much detail as possible and be sure to include the date that the incident occurred (if relevant) and the names of anyone involved.  

2. If you feel unable, or cannot make the complaint yourself ask an advisor or helper to do it for you.  A family member or friend may assist, or you may contact the Citizens Advice Bureau.  If a letter is written on your behalf, please make sure you add your own signature or we will not be able to investigate the matter for you. 

3. Your complaint must be made within four weeks of the event occurring or you realising that you have something to complain about.  After this time it may prove difficult to investigate the matter satisfactorily.

4. Your complaint should be addressed to:  StreetlightUK Director, Unit 3, Newhouse Business Centre, Old Crawley Road, Horsham, West Sussex RH12 4RU.

5. An initial reply will be given to you in writing, within ten working days.  Where appropriate, a meeting may be arranged to discuss the detail of your complaint for the purpose of clarity and this will occur within four weeks of your complaint being received.  You are entitled to bring a representative with you to this meeting.  
6. You will receive a final written reply within two months of the date you made the complaint.  This time allows for further investigation into the matter, should it be necessary.

Confidentiality

Your complaint will only be heard by the people involved and anyone who needs to be consulted in order for the complaint to be resolved.  
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