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FUNDRAISING COMPLAINTS POLICY AND PROCEDURALARRANGEMENTS
Policy

At the Epilepsy Research Institute UK (Institute), we are committed to maintaining high standards in our
fundraising activities and ensuring transparency, fairness, and integrity. We value the trust placed in us by our
supportersand the public. Complaints are taken seriously, and we aim to address them in a timely and effective
manner.

itisimportant that those who give us supportinany way have access to an accredited means of makinga
complaintand that, where necessary, this can be examined by an outside agency. The Institute is regulated by
the Fundraising Regulator and complies with their Code of Practice
(https://www.fundraisingregulator.org.uk/code). As such, the investigation and resolution of complaints which
cannot be settled ata local level will be carried out by the Fundraising Regulator.

Definitions

Complaint - A complaintisany expression of dissatisfaction, whether justified or not, about any aspect of the
Institute’s fundraising activities. This may include concerns about the way donations are solicited, fundraising
materials used, the conduct of staff or volunteers, or how we communicate with supporters.

Informal Fundraising Concern - This is defined asany comment, feedback or expression of dissatisfaction made
by a donor, funder or supporter regarding a fundraising activity, supporter communication ora donation, which
can be resolved immediately and swiftly to the satisfaction of the complainant, without the need for escalation,
formal recording or reporting.

Formal Fundraising Complaint - This is defined either by the complainant, who may wish the complaint to be
made formal, or by the Institute if it is a written or verbal expression of significant dissatisfaction, or a perceived
grievance orinjustice by a donor, funder or supporter regarding a fundraising activity, supporter communication
oradonation. Aformal complaint cannot be swiftly resolved at the time, usually because itis more complex
and/ormore serious in nature, and will be escalated to the appropriate manager, recorded and documented as
aformal complaint.

Whereitis unclear whethera communicationisa concern ora complaint, itis generally best to proceed with
cautionand treatitasa complaint.

Background
This policy sets out how complaints related to our fundraising activities will be managed and resolved. It aims to:

e Ensurethat complaintsare handled fairly, openly, and consistently.
e Resolveissuesraised inatimely and respectful manner.
e Enablethe Institute to learn from complaintsin order toimprove its fundraising practices.
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The Fundraising Regulator will deal with all complaints which are concerned with a breach of the Institute of
Fundraising's Codes of Fundraising Practice or a breach of the Fundraising Promise, provided that the
complainant has first directed the complaint to the Institute but is not satisfied with the answer received.

This policy has been written to comply with the requirements of the following:

o DataProtection Act 2018

e The UK General Data Protection Regulations

e Privacy of ElectronicCommunications Regulations
e TheFundraising Code of Practice

Complaint Handling Guidance
A complaint can be raised with the Institute in several ways:

By email: info@epilepsy-institute.org.uk

By phone: 0203 882 9438

Inwriting: Churchill House 35 Red Lion Square London WC1R 4SG

In person: Complaints can also be made directly to any member of staff during fundraising events or
office visits.

The requirement to have a fundraising complaints procedure does not undermine efforts to resolve a concern
informally by the relevant manager.

A complainant doesn’t have to state that they are ‘making a complaint’ for their concern to be treated as such.

When a complaint is received, facts should be gathered via an initial discussion to ascertain whether the
individualis raising a question or expressing an opinion rather than making a complaint. During this discussion,
unless theindividual's query can be resolved immediately, the Institute’s complaints process should be
explained and expected timescales provided.

Institute staff should be clearabout the difference between a concern and a complaint. Taking informal
concerns seriously at the earliest stage will reduce the numbers that develop into formal complaints.

Where an issue remains unresolved after an informal process of clarifying and attempting toresolve the issue,
theinitial stage of the formal fundraising complaints procedure would follow.

At each stage in the fundraising complaints procedure the Institute will endeavourto resolve the complaint at
the earliest opportunity.

Responses to concerns and fundraising complaints are based on openness, candour and integrity and the
Institute will apologise when responsibility is acknowledged for any failures.

Oncea complaint has been made it can be withdrawn atany time by the complainant.

Consent and confidentiality must not be compromised during the fundraising complaints process unless there
are professional or statutory obligations that make this necessary, such as safeguarding.
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Procedural Arrangements

The following procedural arrangements describe how we implement the above policy. The procedure set out
below will be followed when any member of staff receives a fundraising complaint.

Handling Informal Fundraising Concerns

1.1 Where possible and appropriate, staff should try to resolve concerns raised informally and swiftly tofinda
satisfactory outcome forall parties.

1.2 Staff may be able to resolve concernsimmediately without speaking to a manager, however a manager
should be informed that the concern was raised to ensure a satisfactory resolution is achieved.

1.3 Norecord of concerns or their response is required.

1.4 Ifasatisfactory outcome is not achieved informally, the formal fundraising complaints procedure should be
initiated. The person raising the concern must always be asked whether they are satisfied with the outcome
of aninformal resolution process.

Handling Formal Fundraising Complaints

When a complaint is received by a member of staff, they should record it in writing and pass it overimmediately
to the Head of Membership and Data, who will record the complaint in the dedicated ‘Fundraising Complaints’
folder held on SharePoint.

Fundraising complaints will be handled during office hours, Monday to Friday. If a complaint is received outside
of office hours, it will be picked up on the next working day and responded to within two working days. The
fundraising team will liaise with the Executive Director of External Affairs to establish at what level the
complaint will be managed. The stages of a complaint are:

Stage 1 Complaint The complaintisabout a specificdonation or fundraising activity.

This complaintisa standalone issue and not part of a repeat
pattern of complaints.

There are no implications regarding the reputation of the
organisation or widespread significantimpact.

Stage 2 Complaint The complainant remains dissatisfied with the response from
stagel.

The reputation of the organisation is at risk.

The Code of Fundraising Practice or other legal standard has been
breached.

The concerns are widespread in the organisation or will have a
significantimpact on income/supporters/future fundraising
activity.
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Stage 3 Complaint If the complainant remains dissatisfied with the response from
stage 2.
The complaintisabout the Executive Team oran individual
Governor or Trustee.
Stagel

2.1 Therecipient of the stage 1 complaint will pass it to the Head of Membership and Data and copy in the
Executive Director of External Affairs.

2.2 The complaint will be acknowledged to the complainant by the Head of Membership and Data, within two
working days of receipt.

2.3 The Head of Membership and Data will investigate the complaint and inform the Executive Director of
External Affairs.

2.4 Noteswill be kept of all meetings, conversations and of the receipt of any documentation

2.5 The Head of Membership and Data will write the response to the complainant. This will be approved by the
Executive Director of External Affairs, sent to the complainant and recorded in the dedicated ‘Fundraising
Complaints'folder held on SharePoint.

2.6 The Head of Membership and Data may offer to meet with/call the complainant to discuss the outcome and
ensure aresolutionisachieved.

2.7 Ifthe complainant remains dissatisfied with the outcome, they can formally request for their complaint to
be escalated for stage 2 resolution. This must be submitted in writing, within 10 working days of receipt of
the final response, to the Head of Membership and Data outlining why and/or which parts of the process
they remain dissatisfied with. (See ‘Escalation Process’ section below)

Stage2

3.1 The Head of Membership and Data will pass the stage 2 complaint to the Executive Director of External
Affairs, orin theirabsence, another member of the Senior Management Team.

3.2 Ifthe complaint has entered at stage 2 of the complaints process, it will be acknowledged by the Head of
Membership and Data, within two working days of receipt. This will not be applicable where a complaint has
been through the stage 1 process.

3.3 The Executive Director of External Affairs, orin theirabsence anotherappropriate member of the Senior
Management Team, willinvestigate the complaint.

3.4 Noteswill be kept of all meetings, conversations and of the receipt of any documentation.

3.5 The outcome of the complaint investigation will be discussed with the Chief Executive.

3.6 The Executive Director of External Affairs will then inform the complainant of the outcome of the complaint
investigation in writing. Ameeting/call with the complainant will also be offered, in order to discuss the
outcome and ensure a resolution is achieved.

3.7 Ifthe complainant remains dissatisfied with the outcome, they can formally request for their complaint to
be passed for stage 3 resolution. This must be submitted in writing, within 10 working days of the receipt of
the final response letter, to the Executive Director, outlining why and/or which parts of the process they
remain dissatisfied with. (See ‘Escalation Process’ section below)
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Stage3

4.1 The Executive Director of External Affairs will pass the stage 3 complaint to the Chief Executive and the Chair
of Trustees (unless this has already been received directly).

4.2 The Chief Executive and the Chair of Trustees will then appoint a Trustee to investigate the complaint and
will pass the complaint to the identified Trustee.

4.3 Thecomplaintwill be acknowledged to the complainant by the Chief Executive, within two working days of
receipt.

4.4 Noteswill be kept of all meetings, conversations and of the receipt of any documentation.

4.5 The Trustee willinform the Chief Executive of the outcome of the investigation.

4.6 The Chief Executive will inform the complainant, the Executive Director of External Affairs and the Chair of
Trustees about the outcome of the complaint investigation in writing.

4.7 Thereisnoright of appeal against a stage 3 decision.

4.8 Ifthe complainant remains dissatisfied, they should be advised of their right to refer their complaint to the
Fundraising Regulator or Charities Commission.

N.B.Where any fundraising complainant feels the Head of Membership and Data is directly implicated, they can
send their complaints in the first instance to the Executive Director of External Affairs. Similarly, if the Executive
Director of External Affairs is directly implicated, the complainant should send their concerns directly to the
Chief Executive.

Response Times

5.1 The vast majority of fundraising complaints should be resolved and final responses sent within 20 working
days of receipt. If itis anticipated that the resolution and final response will not be possible within that
timescale, then this will be discussed with the complainant and a holding letter will be prepared and sent by
the commissioner of the investigation, indicating the expected timescale for final response and the reasons
forthe delay.

Investigation Process
6.1 Ininvestigating and resolving complaints, we will:

e Holdadiscussionwith the complainantto clarify the precise nature of the complaint and the
complainant’s desired resolution;

e Obtainrelevant reports/statements from staff responsible for the area of activity about which the
complaint has been made;

e Obtainanyrelevantrecords to assist in the investigation.

6.2 Responses to fundraising complaints will be prompt and honest. If the complaint isjustified, the response
should acknowledge that fact and offeran apology. Defensive or vague responses tend to inflame the
situation. Itisimportant to state in the reply whether the complaint has been upheld or not and details of
the action taken should be provided.

6.3 Similarly, if acomplaintis found to be unjustified the response should make that finding and the basis for it
clear. In whateverway a complaintis resolved, care must be taken to ensure that the complainant is treated
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with respect and consideration and relationships are not damaged in any way as the result of a complaint
having been lodged. Details of the procedure for redress will be explained within the letter of response.

6.4 Acomplaintshould not be investigated by someone who isimplicated in the complaint.

6.5 Duringthe course of the complaint, relevant legal and insurance advice will be sought as appropriate by the
Institute.

Recording and Monitoring Complaints

7.1 Assoonasacomplaintisreceived by the fundraising team, this will be recorded in the dedicated
‘Fundraising Complaints’ folder held on SharePoint.

7.2 Thisenables the Institute to ensure that all fundraising complaints are recorded consistently and that the
investigation and actions resulting in a complaint being raised are monitored and transparent.

7.3 Oncea complaintinvestigation is concluded, there are likely to be actions and recommendations
generated, to ensure that the Institute continues to fundraise in a fairand legal manner. The SharePoint file
will be updated by the Head of Membership and Data to ensure that all actions and recommendations are
recorded and then monitored. If the complainant is on our Beacon system, the complaint may also be added
totheirtimeline.

7.4 Areport of fundraising complaints will be presented by the Head of Membership and Data every six months,
to the Executive Director of External Affairs.

7.5 When the Head of Membership and Data is unavailable, the management of fundraising complaints will be
delegated to anotherappropriate head of department who will fulfil the role in any interim period.

Referral to the Fundraising Regulator

8.1 If,atany stage of the procedure the complainant is unhappy with the process of the investigation orin its
resolution, they may refer the matterto the Fundraising Regulator.
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