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Fundraising Complaints Procedure

Note: If you require support making a complaint, please contact the Complaints Co-ordinator using the contact details below. 

As a charity which receives donations from the public, we aim to be respectful, professional, transparent and ethical in all fundraising activities. But we know that sometimes you might be unhappy with your experience. If you are unhappy, please let us know as soon as possible so that we can understand your concerns and try to put things right. We aim to resolve your concerns quickly as possible in a personal, fair and confidential way. 

The aim of this procedure is to provide a clear, accessible and robust fundraising complaints process for our supporters in line with our organisational values and standards set by the Fundraising Regulator with which we are registered.

BID Services is committed to continuous improvement and we regard complaints as an opportunity to learn and to improve. The purpose of the complaint’s procedure is to ensure that we: 
· Listen and respond to those who raise an issue with us 
· Act on complaints
· Resolve complains quickly
· Respond fairly and offer solutions and/or explanations
· Offer complainants the opportunity to appeal a decision with someone more senior and/or someone independent if they wish to 
· Ensure staff who may be mentioned in complaints receive support
· Respect confidentiality
· Record and monitor complaints
· Use complaints positively as an opportunity for learning and improvement
· Protect those raising a concern from victimisation and harassment
· Treat everyone equally and fairly under the complaint’s procedure



How to make a complaint 

1) Step 1 – Talk it through
Before making a formal complaint, we encourage you to have an initial discussion with us to see whether we can resolve your concerns. 

2) Step 2 – Taking your complaint further
If we cannot resolve your concern through this an initial discussion, please follow the process below to submit a complaint. 

To make a complaint, please fill out our complaint form and email or post it to us using the contact details below. Or, if you prefer, you can send a BSL video via WhatsApp. Please ensure this is no more than 5 minutes long.

The complaint form is available at: https://www.bid.org.uk/complaints/ 

· Email: comments@bid.org.uk
· WhatsApp: 07754 559918
· Post: Complaints Co-ordinator, BID Services, Ladywood Rd, Birmingham B16 8SZ

Our Fundraising Complaints Procedure is confidential, and the details of your complaint will only be discussed with those people who need to know.

You are free to withdraw your complaint at any time if you want.


3) BID Services investigates your complaint

a. Acknowledgement of written complaint
Once we have received your complaint, we will acknowledge receipt within 5 working days, allocate a unique number and sends it to an appropriate Manager for review immediately.

b. The Manager will consider the complaint
· Check that the initial discussion has taken place.
· Considers whether the complaint can be resolved at this stage and drafts a response or
· If necessary, appoint an Investigating Officer or, if appropriate, conducts the investigation themselves.
· The complaints procedure does not prejudice the disciplinary procedure and for serious complaints involving allegations of gross misconduct such as neglect, ill treatment, abuse, intimidation, harassment, theft, dishonesty, drunkenness, or any other situation likely to be detrimental to the safety, emotional or physical wellbeing of clients or donors the disciplinary procedure should be instigated.  

c.   Investigation Stage (if necessary)
Investigation takes place (see separate BID Services Complaints Procedure guidelines for Investigating Officer) and report is sent to Manager within 15 working days of original complaint.

d. Time Frame
We aim for our response to reach the complainant within 20 working days of their original complaint. Should there be any delay at any state of this process, we will keep you informed. 

e. Manager thanks those involved.
· If the complaint is not upheld the Manager informs all those concerned and thanks them for their co-operation.
· Where a complaint is upheld, if it concerns a member of staff the Manager will inform the line manager and send a copy of the final reply to HR.

f. Manager ensures recommendations are followed.
· Manager keeps a record of final response and ensures recommendations are implemented.
· Complaints Co-ordinator will carry out a three month check on recommendations.

4) Step 4 – Appealing against the outcome
If you are unsatisfied with the outcome of your complaint, you can appeal the outcome by emailing or writing to the Complaints Co-ordinator by letter/email within 10 working days of receiving the final response from the Manager.
· You must state the reasons for your appeal.
· The Complaints Co-ordinator will forward the appeal to the relevant member of the Senior Management Team.

What to do if you are still not satisfied with the outcome 

If you remain dissatisfied with the outcome after an appeal you can raise the matter with the Fundraising Regulator. The Fundraising Regulator is the regulatory body for UK fundraising, overseeing charities’ and agencies’ compliance with the Code of Fundraising Practice. BID Services is registered with the Fundraising Regulator. The Fundraising Regulator can adjudicate on complaints relating to fundraising activities, where the complainant and charity cannot reach a resolution. 

Complaints to the Fundraising Regulator should be made within two months of BID Services’ final response to a complaint. The Fundraising Regulator will consider complaints made outside of this timeframe, however, if more than two months have passed it may not be possible for them to investigate effectively.

Please note: Complaints need to have been assessed by the charity before they are raised with the Fundraising Regulator. 

Guidance on making a complaint to the Fundraising Regulator can be found on their website:
https://www.fundraisingregulator.org.uk/service/complaints-and-investigations/make-complaint

Post: Fundraising Regulator, 50 Featherstone Street, London, EC1Y 8RT
· Phone: 0300 999 3407
· Email: complaints@fundraisingregulator.org.uk
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