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PFRA Complaints Procedure
1 Type of complaints the PFRA will deal with

The PFRA will respond to and deal with any complaint made directly to PFRA about F2F fundraising (street and/or door) or prospecting, relating to:

A. A breach of the IoF Code of Practice on F2F Activity (such as: ‘A chugger just called me an idiot’)
B. A breach of a Site Management Agreement (SMA) (such as: ‘There are five chuggers here when there are only supposed to be four’)
C. A complaint (or observation) about the nature of F2F fundraising in general (such as: ‘I don’t like the fact that chuggers are paid’)…
D. A complainant about the operation of F2F fundraising, either where an SMA is or is not in place (such as: ‘I think there are too many chuggers in Anytown High Street on a Saturday morning’)
…that are made by

· Local authority officers (licensing, trading standards etc) or elected members

· Police officers (in an official capacity)
· Other regulatory or governmental bodies
· Members of the public

· Any others at the discretion of the relevant PFRA staff member (see s2.1)
PFRA does not deal with complaints about charity cash collections.
2 How the PFRA will record and respond to complaints

2.1 Who deals with complaints?

Category A and B complaints are dealt with by the PFRA’s Head of Standards (HoS)
Category C complaints are dealt with by the PFRA’s Head of Communications (HoC)
Category D complaints are dealt with by the PFRA’s Head of Policy (HoP).
2.2 Receiving the complaint

Complaints might be made to PFRA by phone, email, through the website or letter.
All complaints will be immediately forwarded to the HoS. If the HoS is unavailable to take a complaint made by telephone, the PFRA secretariat staff member who has fielded the call will take details of the complaint using the standard complaints form (see s3.1).

The HoS will assess the complaint to decide whether it falls into complaint category A, B, C or D and return category C complaints to the HoC for action and category D complaints to the HoP. 
If a category C complaint is taken by or made directly to the HoC s/he may, at her/his discretion, begin to action the complaint while keeping the HoS informed.
If a category D complaint is taken by or made directly to the HoP s/he may, at her/his discretion, begin to action the complaint while keeping the HoS informed.
3 Dealing with the complaint

3.1 Recording details

The details that must be recorded are contained on the complaints form (see separate document).
3.2 Handling the complaint
For category A and B complaints the HoS will:

· Acknowledge the complaint within 24 hours (but ideally as soon as possible)

· Provide an initial response within 48 hours
· Provide an update, if possible, within 72 hours
· Aim to resolve the complaint with 7 days. 
From experience, we know that we can resolve many complaints, especially technical breaches of the Code of Practice or SMAs, within hours.

For category C complaints/observations, the HoC will:

· Acknowledge the complaint within 24 hours (but ideally as soon as possible)

· Respond to the complaint/observation within 36 hours.
For category D complaints, the HoP will:

· Acknowledge the complaint within 24 hours (but ideally as soon as possible)

· If made by a member of the public: respond within 36 hours

· If made by a local authority officer: respond at HoP’s discretion.
NB – all the above timings exclude weekends and bank holidays.

3.3 Processing the complaint

For category A and B complaints, PFRA will:

· Notify the organisation named in the complaint about the nature of the complaint.
· Require the organisation to investigate and provide an initial report to the PFRA within 48 hours

· Relay the results of the investigation to the complainant, including any disciplinary action that might be taken against individual fundraisers, according to the timetable set out in s3.2.
· Determine whether the complainant is satisfied with the resolution.

· If yes, the matter is closed and the complainant will be referred to the PFRA’s online customer satisfaction survey for complaints handling
· If no and the complainant presents more information or challenges the account given by the named organisation, the PFRA will ask the named organisation to respond to the new information. It will be at the HoS’s discretion when the PFRA considers the complaint can be taken no further. If the complainant is still not satisfied with the resolution, PFRA will refer the complainant to the Fundraising Standards Board.

· If no because the complainant is not satisfied with the resolution, PFRA will refer the complainant to the Fundraising Standards Board.

NB: Script on concluding a phoned complaint:

“Before you go, I’d just like to explain what will happen next. Your complaint will be passed on to our head of standards who will classify it and either respond himself or pass it on the relevant department. We aim to respond to all complaints within 24 hours of receiving them, and we aim to update all complainants within 72 hours. Thanks again for taking the time to bring this incident to our attention. Goodbye.”
3.4 Outcomes
For category A and B complaints that are upheld, possible outcomes might include one, some or all of the following (this list is not exhaustive):

· An apology to the complainant.

· Disciplinary action taken against an individual fundraiser according to the named organisation’s HR policy.

· The named organisation agrees to amend its practices and/or procedures

· The named organisation agrees to amend its training procedures.
The PFRA is currently reworking its accreditation and standards processes to develop a penalties and rewards-based system. Once this is in place (PFRA is aiming for mid-2010), then it is likely that an upheld complaint will incur some sort of penalty by the named organisation.

The PFRA is also examining the feasibility of developing a register of fundraisers who have been excluded by reason of their professional behaviour. It is possible that an upheld complaint could result in an individual fundraiser being added to that register.
3.5 Recording complaints
The HoS keeps a log of all complaints made to the PFRA.
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