If you are a member of the public and would like to contact us about one of our fundraisers,
please contact us via email at info@excelfundraising.co.uk together with your contact

details and we will call you back

Complaint received by Charity Client / Directly

Details captured by Charity Client / Directly to include: Completed complaint information emailed

to Excel Fundraising
Date, time and location of incident
Details of the incident
Fundraiser name / description to enable
identification by Excel Fundraising
Details of any witnesses
Details of any preliminary investigations by the Excel Fundraising to identify fundraiser and inform
Charity Client the relevant fundraiser of the complaint within 24 hours
Any other relevant information

Preliminary investigation with the fundraiser
to gather information, evidence and the fundraiser’s
version of the complaint

Results of preliminary investigation to be
shared with Charity Client

Is the complaint assessed as minor?

Minor matters recorded and kept active on a Full investigation includes, but is not limited to:

fundraiser’s personnel file for a period of 6 months
The incident brings or could bring the Charity Client

Details of any disciplinary or actions to be shared into disrepute

with Charity Client Evidence the fundraiser has deliberately misled
the Complainant or evidence of mis-selling
Evidence of unsocial, abusive or aggressive
behaviour towards the Complainant
Evidence of Health & Safety incidents that
could endanger members of the public
Full face-to-face interview with fundraiser Evidence of fraud or misusing personal data

conducted by line manager and HR Multiple reports or complaints received against
the fundraiser over the past 6 months
Negative mystery shopping reports received
against the fundraiser over the past 6 months
Other significant events and incidents
Not reading the solicitation statement

Request for additional information
from all parties if required

Outcome of investigation shared with Charity Client
and details of any action to be kept on fundraiser’s
personnel record for 3 years
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