pgrevent breast cancer

Complaints Policy
1. Purpose of this policy

Prevent Breast Cancer views complaints as an opportunity to learn and improve for the
future, as well as a chance to put things right for the person or organisation that has made
the complaint.

Our policy is:

¢ to provide a fair complaints procedure which is clear and easy to use for anyone
wishing to make a complaint,

¢ to publicise the existence of our complaints procedure so that people know how to
contact us to make a complaint,

e to make sure everyone at Prevent Breast Cancer knows what to do if a complaint is
received,

o to make sure all complaints are investigated fairly and in a timely way,

e to make sure that complaints are, wherever possible, resolved and that relationships
are repaired,

¢ to gather information which helps us to improve what we do,

Prevent Breast Cancer is a member of the Fundraising Regulator. To read more about our
Fundraising Promise, visit https://www.preventbreastcancer.org.uk/about-us/our-fundraising-

promise

2. Definitions

2.1 Complaint

A complaint is any expression of dissatisfaction about any aspect of Prevent Breast
Cancer.

2.2 Data Protection Complaint

A data protection complaint arises when someone believes we have not complied with data
protection legislation in how we handle their personal data.

Examples include concerns about:
¢ How we respond to a subject access request
e The security of their personal information
e How long we store information
e The accuracy of their data

Important: A complaint that includes a request to exercise data rights (e.g., “please delete
my data”) is not automatically a data protection complaint. It is only a data protection
complaint if the concern relates to our compliance with data protection law.
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3. How Complaints May Be Received
Complaints may be made through:

o Email

o Post

e Telephone

e In person

e Social media

¢ Any other communication channel
4. How We Respond — Stage One
4.1 Immediate Actions
Once we have received a complaint we will acknowledge it within 2 working days.
4.3 Investigation

The complaint will be passed to an appropriate person who is not involved in the complaint
(a member of the Senior Leadership Team, the trustees or the Chair of Trustees). You will be
informed who is investigating the complaint. This person:

4.4 Response Times

A full response should be provided within 10 working days. If this is not possible, a
progress update will be sent with a revised timescale.

5. Stage Two — Review by the Board
If you are not satisfied with the response, you may request a Board-level review.
5.1 Process
1. The complaint is passed to the Chair of Trustees.
2. An acknowledgement is sent within 7 days.
3. The Chair may investigate personally or delegate to a suitably senior person.
5.2 Response Times

A full response should be provided within 28 days. If this is not possible, a progress update
must be sent.

5.3 Final Decision
The Stage Two decision is final, unless the Board decides external assistance is required.
6. External Escalation

If you are still not satisfied you may escalate to:
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6.1 Charity Commission

For concerns about governance or serious misconduct. https://www.gov.uk/complain-about-
charity (gov.uk in Bing)

6.2 Fundraising Regulator

For concerns about fundraising practice. https://www.fundraisingregulator.org.uk/complaints
(fundraisingrequlator.org.uk)

7. Monitoring and Learning

Any complaints made to us are reviewed annually to identify trends and areas for
improvement.

In some cases, complainants may be contacted within one month of resolution to ensure
satisfaction.

8. Variation of Procedure

The Board may vary this procedure where necessary to avoid conflicts of interest or to
ensure fairness.
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