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Meningitis Now Complaints Policy

We will respond to complaints within 10 working days.

When the issues raised in your complaint are complicated, then investigation of a complaint may

sometimes take longer than this, but we will keep you updated on progress.

e Every opportunity will be given to resolve your complaint at the first point of contact.

e The nature of the complaint should determine whether a complaint needs to be referred on for further
investigation.

e Complaints will be acknowledged on the same working day of receipt, or the first working day following
a weekend or bank holiday.

¢ Where a complaint has been successfully resolved at the first point of contact and the outcome has
been communicated either by face-to-face, telephone or email communication, there will be no
additional requirement to send further written confirmation to you.

If you are not happy with our response, please let us know as soon as possible. Your complaint will be
referred to a more senior member of staff, who will carry out a review and let you know the outcome.

o They will undertake a thorough investigation of the points raised, followed by a full, objective and
proportionate response within 48 hours. If this is not possible, a progress report will be offered with
an indication of when a full reply will be given.

o If the complaint relates to a specific person, they will be informed and given a further opportunity to
respond.

o Complainants will receive a definitive reply within 30 days.

o Whether the complaint is upheld or not, we will reply and describe the action taken to investigate the
complaint, the conclusions from the investigation and any action taken because of the complaint.

o The decision at this stage is final unless it is appropriate to seek external assistance with resolution.

¢ Mandatory reporting forms for outside bodies will be completed where necessary e.g. Fundraising
Regulator, Information Standards.

e Details of your complaint, outcome and action will be recorded on our database.

e We may vary the procedure for good reason. This may be necessary to avoid conflict of interest, such
as if a complaint involves a member of staff who might otherwise be involved in complaint review
process. A complaint of this nature may involve escalating the investigation to the Chief Executive or
Board of Trustees.

¢ Depending on the nature of the complaint, we may also invoke the charity’s HR policies and
procedures and involve the Senior HR Officer in the complaint process.

Please note that if the complaint is regarding a safeguarding or welfare issue, we will refer to our
Safeguarding Policy.

If you remain dissatisfied with our response you can contact:

Charity Commission for England and Wales — 0845 300 0218 or www.charitycommission.gov.uk
Fundraising Regulator — 0300 999 3407 or www.fundraisingregulator.org.uk

Office of the Scottish Charity Regulator — 01382 220446 or www.0scr.org.uk

Scottish Fundraising Standards Panel - 0808 164 2520 www.goodfundraising.scot

For Organisations that can help you make a complaint about health services please visit
www.citizensadvice.org.uk



http://www.charitycommission.gov.uk/
http://www.fundraisingregulator.org.uk/
http://www.oscr.org.uk/
http://www.goodfundraising.scot/
http://www.citizensadvice.org.uk/

Monitoring and Learning from Complaints

A sample of complaints will be reviewed annually by the Charity’s Senior Leadership Team and by a
committee of Trustees to identify any trends which may indicate a need to take further action. Complaints
performance data will be published within the annual accounts.

Review
This policy is reviewed annually and updated as required.

Adopted in: January 2024
Last reviewed in: December 2023



