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Whizz-Kidz Fundraising Complaints Policy


Making a complaint

You can make a complaint about our fundraising activity:

By telephone on 020 7233 6600

By email at supporter@whizz-kidz.org.uk
By post to Whizz-Kidz, 4th Floor Portland House, Bressenden Place, London SW1E 5BH
Who can complain?

Anyone who believes that our fundraising activity does not comply with 

· The Fundraising Standards Board ‘Fundraising Promise’ 

 http://www.frsb.org.uk/england/fundraisers/fundraising-promise
· The Institute of Fundraising’s Codes of Fundraising Practice
http://www.institute-of-fundraising.org.uk/Codes_and_regulation
Or for any other reason where a person believes Whizz-Kidz has not acted reasonably in its fundraising activity
What happens?
We will treat your complaint as confidential and will be dealt with in the following way:
Stage 1
We will let you know we have got your complaint within five working days of receiving it.  
· Ideally we will aim to answer your query fully at this stage.  If this is not possible: 
· We will tell you the name and position of the person who is dealing with your complaint and you will receive a full response within 30 working days 
We will endeavour to resolve all complaints at this first stage
Stage 2
If for whatever reason you are not satisfied by our response then you may request that the complaint is looked at by a more senior member of staff
· We will give you the name, phone number/email address of the line manager who is investigating your complaint.

· The line manager will contact you ideally by telephone to talk to you about your complaint so we can try and resolve this as soon as possible.  If we are unable to contact you by telephone we will try and email you or alternatively write to you if we have any questions which hamper us from resolving your complaint.

· You will receive a full written response within at least 30 days of us receiving your letter.
Stage 3

If you are still unhappy with our response at the end of stage 2 then you have the option of contacting the Fundraising Standards Board (FRSB). Whizz-Kidz is a member of this self regulatory scheme who will investigate the matter and adjudicate in favour of the complainant or the charity. If you wish to take your complaint to the Fundraising Standards Board then you need to do this within two months of our last response to you. 
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