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Introduction 

Our Values: We work with shared values of Ambitious, 

Compassionate and Stronger Together. In the application of 

our policy, we will seek to ensure that we Live Our Values. 

In receiving feedback we will balance the needs of all those 

concerned with the organisation.     

 

Policy statement 

People are at the heart of everything we do. By listening to feedback we will 

continuously improve our services to make them more effective and responsive. Our 

priority is to achieve a better quality of life for everyone affected by Inflammatory 

Bowel Disease (IBD). 

We encourage everyone to provide feedback on the service they have received from 

us so that we can learn from this. We take all complaints seriously and will resolve 

them as soon as we can with courtesy and respect.  

 

Legal considerations 

Crohn’s and Colitis UK is subject to requirements by a number of regulators. This 

policy relates to “service complaints” which, if not resolved satisfactorily, may be 

suitable for referral to the Fundraising Regulator or the Information Commissioner’s 

Office1. 

This policy does not cover complaints about our policies and decisions. These 

complaints, if unresolved and appropriate, are referred to the Charity Commission 

(England and Wales), Office of the Scottish Charity Regulator, Charity Commission for 

Northern Ireland or Companies House. Employment issues are also not covered, the 

Grievance Procedures should be followed. 

If litigation regarding a complaint is used prior to the end of our complaints 

procedure, then the procedure will be halted and the legal action responded to. 

 

What is a complaint? 

A complaint is an expression of dissatisfaction, whether justified or not. This policy 

covers service complaints i.e. those concerning: 

• the standard of service you should expect from us; and/or 

• the behaviour of our staff in delivering that service; and/or 

• any action, or lack of action, by our staff, volunteers or others engaged in 

Crohn’s and Colitis UK business. 

                                                           
1 See also our Data Protection Policy. 



 

 

Our standards for handling complaints and other feedback 

• Receive complaints via the website, letter, telephone or email, or by other 

means if required by virtue of reasonable adjustments.  

• Treat all complaints seriously. 

• To treat everyone with courtesy, respect and fairness.  

• Expect that our staff dealing with complaints will be treated with the same 

courtesy, respect and fairness. 

• Treat complaints in confidence within Crohn’s and Colitis UK unless we need 

to report on a safeguarding or criminal matter. 

• All feedback received about our services will be documented at every stage. 

• Deal with service complaints promptly: 

o acknowledge receipt of a written complaint within five working days; 

o provide a full reply within 20 working days; 

o if this is not possible, for example if a complaint is very complex, to 

tell the complainant why and when we will be able to reply in full, 

keeping them informed of progress. 

• We will collate information from our feedback log about learning from 

mistakes and implement changes where needed to avoid repeating these. 

• We will also record very serious complaints through our incident reporting. 

• We will provide further information in our Annual Report and Accounts2 on the 

number of service complaints, and the percentage of those upheld. 

• If a complaint is not satisfactorily dealt with, it will be escalated to a 

Director. 

• We retain the right where, after escalation, the complainant is not satisfied 

not to progress the complaint further if it is considered vexatious3. 

• We will advise complainants of any rights to internal or external escalation. 

Appendices 

A – Flowchart for dealing with complaints 

B – Complaints procedure for Direct Marketing complaints for staff 

Implementation and review of policy 

The Senior Leadership Team (SLT) are responsible for: 

• implementation of the policy for all types of service complaint 

• development and maintenance of full guidance and public notices 

• the maintenance of accurate and up to date records of complaints and 

learning from them 

• referral of issues to the Governance Committee as appropriate 

The Governance Committee is responsible for: 

• reviewing this policy every 3 years 

• referring any substantial revisions of this policy to the Board for approval 

  

                                                           
2 This will be introduced from the 2018 report. Previous reports only refer to fundraising complaints.  
3 Where the complaint does not justify the level of disruption and/or distress caused. 



 

 

A – Flowchart for preferred dealing with complaints 

 

Complaints and Queries – High level process and SLA s
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Note: until the SPOT/CRM is available complaints will be logged on the spreadsheet set up 

for this purpose. As records are transferred a first check as to whether the complainant is 

on the CRM will be made, if they are not the spreadsheet logging will be used.  



 

 

B – Complaints procedure for Direct Marketing complaints – for staff 

Query & Complaints Process: Direct Marketing 

Crohn’s and Colitis UK has a policy of recording and reporting all complaints regarding its 

fundraising practice.  To uphold this policy, this process should be followed by all staff.  

All communications from the public or our supporter base made in response to a fundraising 

campaign should be recorded on a shared spreadsheet which can be accessed on the Shared 

Drive in O:\Comments, complaints and compliments or click here 

Recording a Query / Complaint 

MANDATORY: The member of staff who receives a query / complaint must complete the 

columns shaded grey on the above named spreadsheet: 

• Staff member’s name – i.e. the person who takes call from the supporter 

• Name of fundraising campaign – e.g. Raffle for Research, Christmas Cards 

• Date of query – i.e. date the supporter calls in 

• Query communicated via – e.g. telephone, post, email, social media 

• First name – of the supporter 

• Surname – as above 

• Member no. – as above 

• Type of query – populate this field with one of the following query types: 

o Request for information – e.g. Can you help me with this? How did you get my 

address? 

o Notification – change details – e.g. I’ve moved home / got married / email 

change 

o Notification – change preference e.g. I want to change my communication 

preferences (e.g. I don’t want to be contacted about the Raffle) / the person 

you are writing to is deceased 

o Report an issue/fault with service – e.g. you shouldn’t have written to me 

(e.g. I’ve previously asked not to be contacted by you) 

o Feedback/opinion e.g.the content of your communication is erroneous/ 

unethical.* 

o Complaint e.g. I am upset by the way that you…… 

o Compliment e.g. I found your information so helpful and well-explained 

o Request other – if you are asked something not covered above – track reply 

o Other – anything that cannot be put into the categories above 

• Brief Details of Query – i.e. specific details of the query 

• Name of staff member query / complaint is referred to – i.e. if you cannot deal with 

the complaint yourself, identify the member of staff you have referred the query onto 

(usually this would be a member of the Income Generation team) 

OPTIONAL: If the query is simple, the staff member receiving the complaint should deal 

with the query then and there and complete the 2 columns highlighted in (a lighter shade 

of) grey: 

• Outcome of query – e.g. how the query has been resolved 

• Are you happy that your query / complaint has been resolved? This question should 

be asked directly to the supporter. If they respond ‘Yes’ then you can close the query. 

If they respond ‘No’ please ensure you indicate who you have referred the query to 

file://///ccuk-rdp/secure/SLT%20Folders/Governance/Board/Sub-committees/Governance%20Sub%20Committee/Comments,%20complaints%20and%20compliments.xlsm


 

 

 

For methods of communication which have a natural delay (email) then mark them 

as resolved until you hear back that the issue is not resolved.  

 

If the query may have serious implications, the staff member receiving the complaint 

should start an incident report. 

* Please note that all responses to contacts alleging Incorrect Service should be dealt 

with as a priority and no later than 48 hours. 

What Happens After You Refer A Query / Complaint? 

The member of staff who has been referred a query / complaint should further investigate 

the query and communicate their findings back to the supporter in a timely manner – where 

the supporter alleges Incorrect Service a follow up response must be given within 48 hours.  

Where the individual is not satisfied their query has been resolved even after further 

investigation and still remains convinced that wrongdoing has occurred, then the member of 

staff dealing with the query should make their line manager aware. The line manager will 

decide whether additional investigation and response is appropriate. It is important that 

throughout this process the individual is communicated with respectfully, even if we are 

challenging their views. Any member of staff unsure of how to respond should discuss 

immediately with their line manager.  

If there is no additional value to another response (everything has been said that can be) or 

if individual is still not satisfied with our response, they should be asked the following: 

Do you want to take this further? We have a formal complaints process that I can refer you 

to? 

If the person responds that this is the case and they would like to go through the formal 

complaints process, then they should to be referred to the Director of Income Generation as 

a possible complaint.  

 

 


