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The following procedure applies to all fundraising activities carried out by The Carr Fenton Foundation, including staff, volunteers, trustees, and contractors acting on our behalf.
1. Purpose
Doncaster Deaf Trust is committed to high standards of fundraising practice and to treating all donors, supporters, beneficiaries, and members of the public fairly, respectfully, and honestly.
This procedure explains how complaints relating to fundraising activities will be handled, ensuring they are:
· Taken seriously
· Dealt with promptly and fairly
· Used to improve our fundraising practice

2. Scope
This procedure applies to complaints about:
· Fundraising communications (letters, emails, phone calls, text messages, social media, face‑to‑face fundraising)
· Fundraising events and campaigns
· Conduct or behaviour of staff, volunteers, or third‑party fundraisers
· Data protection or use of personal information in fundraising
· Handling of donations
This procedure does not cover complaints about other aspects of Doncaster Deaf Trust’s services, which are managed under separate complaints procedures:
· Little Learners Day Nursery
· Doncaster School for Deaf Children
· Dickson House Children’s Home
· Yorkshire Rose College
· Aspire to Be
Flexibility 
The organisation will usually follow this procedure when in receipt of a complaint. However, there may be occasions depending on the circumstances surrounding each case when the organisation considers it appropriate to change or to omit parts of the procedure. 
3. How to Make a Complaint
A complaint about fundraising can be made by:
· A donor or potential donor
· A member of the public
· A beneficiary
· A staff member or volunteer
Complaints can be submitted:
· In writing (letter or email)
· Verbally (in person or by phone)
· Via a representative or advocate
Contact details:
Email: fundraising@ddt-deaf.org.uk
Telephone: 01302 386700
Address: The Carr Fenton Foundation, Leger Way, Doncaster, South Yorkshire, DN2 6AY
Complainants are encouraged to provide:
· Their name and contact details (anonymous complaints will still be considered)
· Details of the complaint
· Date(s) and location(s) of the incident
· Names of individuals involved (if known)

4. Handling of Complaints
Acknowledgement
All fundraising complaints will be acknowledged within 5 working days of receipt.
The acknowledgement will confirm who is handling the complaint and outline the next steps.
Investigation
Complaints will be investigated fairly and impartially by an appropriate manager or senior member of staff.
All relevant information will be reviewed, including records, communications, and statements where necessary.
Response
A written response will normally be provided within 10 working days of acknowledgement.
If additional time is required, the complainant will be informed of the reason for delay and given an expected response date.
The response will include:
· A summary of the complaint 
· Findings of the investigation
· Any actions taken or proposed
Information on how to escalate the complaint if the complainant is not satisfied

5. Escalation
If a complainant is not satisfied with the response, they may write to the CEO who will consider any further review or action.
If the complainant remains dissatisfied after Doncaster Deaf Trust’s internal process is complete, they may refer the complaint to:
The Fundraising Regulator
Make a complaint | Fundraising Regulator

6. Learning and Improvement
All fundraising complaints will be recorded and monitored.
Trends and recurring issues will be reviewed regularly.
Learning from complaints will be used to improve fundraising practices, training, and policies.



7. Confidentiality and Data Protection
All complaints will be handled confidentially and in accordance with data protection legislation. Information will only be shared where necessary to investigate and resolve the complaint.

8. Equality and Accessibility
Doncaster Deaf Trust is committed to ensuring this complaints procedure is accessible to everyone. Reasonable adjustments will be made to support complainants, including communication in British Sign Language (BSL) or other accessible formats on request.
9. Review of the Procedure
This Fundraising Complaints Procedure will be reviewed regularly to ensure it remains effective, compliant, and reflective of best practice.
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