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1. Purpose

Global Sustainable Goals Limited is committed to conducting its fundraising activities in a transparent,
responsible, respectful and accountable manner.

We welcome feedback and take complaints seriously. This policy explains how members of the public,
donors, supporters, beneficiaries, partners and other stakeholders can raise concerns or complaints
regarding our fundraising activities.

We aim to deal with complaints fairly, consistently and as promptly as reasonably possible.

2. Scope

This policy applies to complaints relating to fundraising activities undertaken by or on behalf of Global
Sustainable Goals Limited, including:

» online donations;

« fundraising appeals and campaigns;

« fundraising communications;

* requests for donations or sponsorship;

« use of fundraising materials;

* treatment of donors and supporters;

+ the handling or acknowledgement of donations;

« fundraising events;

« third-party fundraising conducted on our behalf;

« concerns regarding the accuracy or transparency of fundraising information; and
+ concerns regarding the use or representation of donations.

Where a complaint concerns another aspect of our organisation's activities, we will endeavour to direct it to
the appropriate person or procedure.



3. Our Fundraising Principles

We seek to ensure that our fundraising activities are:

* honest and transparent;

* respectful and responsible;

« conducted without unreasonable pressure;

« clear about the purpose for which funds are being requested;

* respectful of donor preferences;

+ accessible to people who wish to raise concerns;

« conducted in accordance with applicable UK laws and regulations; and
* subject to appropriate governance and oversight.

We will not knowingly make misleading claims about our legal status, charitable status, projects,
partnerships, fundraising activities or the intended use of funds.

4. Who Can Make a Complaint?

A complaint may be made by anyone who has a concern regarding our fundraising activities, including:

* donors;

* prospective donors;

* members of the public;

* beneficiaries;

* volunteers;

« employees;

« fundraising partners;

* project partners; or

+ any other person affected by our fundraising activities.

You do not need to have made a donation to raise a complaint.

5. How to Make a Complaint

Complaints should preferably be submitted in writing so that we can properly record and investigate the
matter.

Please send your complaint by email to:
Email: Info@globalsc.uk
Please include, where possible:

1. your name and contact details;
2. the nature of your complaint;
3. the date and location of the relevant fundraising activity or communication;



4. details of the person, campaign or activity involved, if known;
5. any relevant correspondence, screenshots or supporting information; and
6. the outcome you would like us to consider.

Complaints may also be submitted through the contact facility available on our website.

6. Acknowledgement

We aim to acknowledge receipt of a complaint within 5 working days.
The acknowledgement will normally confirm:

+ that the complaint has been received;
* who is responsible for handling it; and
* the expected next steps.

7. Investigation

Complaints will be reviewed objectively and, where appropriate, investigated by a person who was not
directly responsible for the matter being complained about.

The investigation may include:

* reviewing relevant correspondence and records;

+ speaking with staff, volunteers or fundraising partners;

* reviewing fundraising materials;

» examining donation or transaction records where relevant; and

+ obtaining additional information from the complainant or other relevant parties.

We will handle complaints confidentially to the extent reasonably possible, subject to legal, regulatory and
safeguarding requirements.

8. Response

We aim to provide a substantive response within 20 working days of receiving the complaint.

If the matter requires additional time, we will explain the reason for the delay and provide an indication of
when a further response can be expected.

Our response will normally explain:

* the outcome of our investigation;

* the reasons for our decision;

* any action we propose to take; and

+ any further steps available to the complainant.



9. Appeals / Review

If the complainant is dissatisfied with the response, they may request a review.

A review should normally be requested within 20 working days of the complaint response and should
explain why the complainant believes the matter has not been satisfactorily resolved.

Where reasonably practicable, the review will be undertaken by a senior person who was not involved in the
original decision.

The outcome of the review will normally represent our final internal response.

10. Serious Complaints

Some matters may require immediate escalation, including allegations concerning:

« fraud or financial misconduct;

* misuse of donated funds;

« safeguarding;

« discrimination or harassment;

* serious regulatory breaches;

+ conflicts of interest;

* misleading fundraising communications; or

* serious misconduct by a person fundraising on behalf of the organisation.

Such matters may be referred to the appropriate senior officer, Board, professional adviser, regulator or
other relevant authority where appropriate.

11. Fundraising Regulator

Global Sustainable Goals Limited is committed to following recognised standards of responsible fundraising
and to cooperating appropriately with the Fundraising Regulator where applicable.

Where a complainant remains dissatisfied following our internal complaints process, they may have the
right to raise the matter with the Fundraising Regulator, depending on the nature of the complaint and the
organisation's regulatory status at the relevant time.

Information about the Fundraising Regulator and its complaints process is available on its official website.

12. Anonymous Complaints

Anonymous complaints will be considered where sufficient information is provided to enable us to
investigate the matter.



However, where no contact details are provided, we may be unable to provide an outcome or request
further information.

13. Protection from Retaliation

No person will be disadvantaged or treated unfairly merely because they have raised a genuine complaint
or concern in good faith.

We expect all complaints to be made respectfully. We may take appropriate action where complaints involve
deliberately false allegations, threats, abusive behaviour or harassment.

14. Data Protection

Personal information provided in connection with a complaint will be handled appropriately and in
accordance with applicable UK data protection legislation and our privacy arrangements.

Information will only be accessed or shared where reasonably necessary for the investigation, management
and resolution of the complaint or where disclosure is required or permitted by law.

15. Recording and Learning

We will maintain appropriate records of complaints and their outcomes.
Complaints will be reviewed periodically to identify:

* recurring issues;

+ weaknesses in fundraising processes;

* opportunities for improvement;

* training requirements; and

* changes required to policies or procedures.

Where appropriate, lessons learned from complaints will be reported to senior management or the Board.

16. Policy Review

This policy will be reviewed at least annually and may be reviewed earlier where there are significant
changes to our fundraising activities, organisational structure, regulatory requirements or applicable
legislation.

Approved by:
Board of Directors / Trustees

Global Sustainable Goals Limited

Date: 12 August 2026



Contact: Info@globalsc.uk



	COMPLAINTS POLICY – FUNDRAISING
	1. Purpose
	2. Scope
	3. Our Fundraising Principles
	4. Who Can Make a Complaint?
	5. How to Make a Complaint
	6. Acknowledgement
	7. Investigation
	8. Response
	9. Appeals / Review
	10. Serious Complaints
	11. Fundraising Regulator
	12. Anonymous Complaints
	13. Protection from Retaliation
	14. Data Protection
	15. Recording and Learning
	16. Policy Review



