Canterbury Oast Trust

Fundraising complaints procedure

As a charity registered with the Fundraising Regulator we are committed to best
practice and we take all complaints seriously. Canterbury Oast Trust wouldn't be
able to provide the service we do, in the way we do, if it wasn't for our wonderful
supporters - so it is important to us that we get it right. We try hard to ensure that
we do not give our supporter cause for complaint but if you feel we do please see

our complaints procedure.

You would like to make a complaint about
Canterbury Oast Trust’s Fundraising.
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Stepl: Please tell us about your complaint by
contacting Canterbury Oast Trust’s Fundraising
Manager by telephone, email or letter.

Step 2: We will look at your complaint and respond to it within 10
working days unless the complaint is complex then we may extend
this to 20 working days. We will suggest how to put things right.

If you're satisfied with
our response we will
record your
complaint, learn from
it and put things right
in the way we
suggested.
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Step 3: If you are not happy with our
response please tell us and we will pass
your complaint to our CEO who will
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review it. We will investigate your
complaint further and suggest what else
we can do to put things right.

Step 4: If you are still unhappy, you can contact the
Fundraising Regulator who will independently investigate your
complaint. You can contact them on their website:
www.fundraisingregulator.org.uk/make-a-complaint/complaints/
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