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Sheffield Wildlife Trust

Fundraising Complaints Procedure

Context & Rationale

As set out in the Finance and Funding Policy “Sheffield Wildlife Trust recognises that, as a charity, it has a particular responsibility to manage its finances properly and that the Trust can and should be held to account by its donors for how their money has been utilised.”  

Within its fundraising activities The Trust has a particular responsibility to be, and to be seen to be, carrying out its operations in a proper manner. Maintaining a good reputation will help the Trust to foster goodwill among its volunteers, members and other donors.  Relevant legislation that applies to charity fundraising includes the Charities’ Act 1992, 1993, 2006 and 2011 and the Data protection Act 1998.

The Trust is registered with the Fundraising Regulator, the self-regulatory body for fundraising in the UK which encourages excellence in fundraising and listens to complaints from the public about fundraising activity.  

By signing up to the Fundraising Regulator, we commit to:

· adhere to the Fundraising Regulator’s Code of Fundraising Practice 

· nominate a complaints coordinator (in SWT’s case this will normally be the Head of Fundraising)

· ensure that their organisation has a robust complaints procedure in place for dealing with fundraising complaints from members of the public.

Further information on the FR can be found at https://www.fundraisingregulator.org.uk/about/purpose-strategy/ whilst details of the FR’s Code of Practice can be found on the Code of Fundraising Practice pages on the FR’s website at https://www.fundraisingregulator.org.uk/code-of-fundraising-practice/code-of-fundraising-practice/
This complaints procedure sets out how a complaint may be made about the Trust’s fundraising (including membership recruitment) activities and the steps the organisation will take to address this complaint.

This procedure will be published on the Trusts website, with a hard copy available by request.  

Procedure

1st Stage: Head of Fundraising (SWT)

Initial complaints may be made in writing, by email, in person or via telephone. The complaint will be logged and records of any correspondence relating to the complaint will be kept on file. (J:\3F Fundraising\3. Fundraising Standards\Complaints\Fundraising complaints log.xls). If the complaint can be resolved immediately the Trust’s Head of Fundraising* will record the resolution and, should the complainant wish, will acknowledge action taken in writing or by email. If the complaint cannot be resolved immediately and informally, the Trust will acknowledge the complaint in writing within 7 working days and begin a full investigation into the surrounding circumstances.  The Head of Fundraising* will advise the complainant of the outcome of the investigation within 28 days of receipt of the complaint.  If this is not possible, the Head of Fundraising* will explain why and give the complainant a new deadline.

If the complaint is upheld, the complainant will receive a full apology along with details of any action taken to remedy the situation or put things right for the future. The Head of Fundraising will be responsible for implementing any changes required to the organisations fundraising activities to prevent any recurrence of similar complaints.

The aim of stage 1 is to try and achieve resolution as early as possible, however, if the complainant is not satisfied with the outcome of this stage, the complainant will be offered the option to take the matter further by progressing to stage 2.

2nd Stage: Chief Executive (SWT)

The procedure will be similar to the above in that the Chief Executive* will acknowledge receipt of the complaint in writing within 7 working days.  The outcome of the investigation will be provided to the complainant within 28 days. 

If the complainant is still not satisfied, then they will be offered the option to take their issue to stage 3.

3rd Stage: Chair (SWT)

By referring to the Chair of SWT, this next stage is the responsibility of the person with ultimate authority at the organisation.  The procedure will be similar to the above in that the Chair* will acknowledge receipt of the complaint in writing within 7 working days.  The outcome of the investigation will be provided to the complainant within 28 days. 
If for any reason, the complaint is still unresolved, the complainant will be advised of the procedure to progress to stage 4 for review by an independent, external body.

4th Stage: Complaint referred to Fundraising Regulator
Where the Trust’s internal complaints procedure has undertaken investigations and the complainant is still dissatisfied with the outcome, the complainant will be advised to contact the Fundraising Regulator (FR) within 2 months of receiving the final response from the Trust’s Chair.  

The FR will contact the Trust to obtain background information.  They will investigate and seek a resolution with all parties concerned within 28 days.  

If the complainant is still not satisfied, they can seek adjudication by the Board of the FR.

5th Stage: Complaint referred to the Board of the Fundraising Regulator
The FR will review the complaint and report on their conclusion within 60 days.  They have  the discretion to specify that either no further action is appropriate or to censure the individual Trust and prescribe one or more of the following sanctions:

the Trust should apologise to the complainant 

the Trust should modify/improve their training systems or procedures to minimise the chance of a similar complaint re-occurring

the Trust should desist from using the fundraising method or the conduct that was the subject of the complaint 

the Trust should withdraw and/or reprint any fundraising materials that were the subject of the complaint

In the most serious cases, or in cases where, despite being asked to do so, the Trust has failed to desist from an unacceptable practice or take remedial action, their membership of the FRSB scheme will be withdrawn. 

The Head of Fundraising will undertake an annual review of fundraising complaints received and consider any appropriate steps to take to adjust future fundraising activities.  An annual complaints return will also be submitted to the FR for their analysis.  The completion of this return and any significant issues arising will be reported to the Board of Trustees within the usual quarterly reporting process. 

Footnote

* If due to sickness or leave the Head of Fundraising, Chief Executive or Chair of the organisation is unavailable then their role in this complaints process will be filled by an appointed deputy.
Annex 1 – The Fundraising Promise
We Are Committed to High Standards

· We do all we can to ensure that fundraisers, volunteers and fundraising contractors working with us to raise funds, comply with the Code and with this Promise

· We comply with the law including those that apply to data protection, health and safety and the environment

We Are Honest and Open

· We tell the truth and do not exaggerate 

· We do what we say we are going to do

· We answer all reasonable questions about our fundraising activities and costs 

We Are Clear

· We are clear about who we are, what we do and how your gift is used

· Where we have a promotional agreement with a commercial company, we make clear how much of the purchase price we receive

· We give a clear explanation of how you can make a gift and amend a regular commitment

We Are Respectful

· We respect the rights, dignities and privacy of our supporters and beneficiaries

· We will not put undue pressure on you to make a gift and if you do not want to give or wish to cease giving, we will respect your decision

· If you tell us that you don’t want us to contact you in a particular way we will not do so 

We Are Fair and Reasonable

· We take care not to use any images or words that cause unjustifiable distress or offence

· We take care not to cause unreasonable nuisance or disruption 

We Are Accountable

· If you are unhappy with anything we’ve done whilst fundraising, you can contact us to make a complaint. We have a complaints procedure, a copy of which is available on request. If we cannot resolve your complaint, we accept the authority of the Fundraising Regulator to make a final adjudication 

Cathy Slater



Head of Development

9th July 2013
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