Our Complaints Policy

Everyone at Mind Over Cancer is dedicated to ensuring high and professional standards
are met for all those who use our service and to those who choose to support us, but
there maybe a time where we get something wrong.

If you need to make a complaint we want to hear from you, by providing us with this
crucial information/feedback this provides us an opportunity to improve our practices
and services. We review all feedback on a regular basis and any complaints will be
reviewed in a timely and efficient manner. The information will be reviewed by the
management team and our trustees too.

Whatis a complaint?

A complaintis an expression of dissatisfaction or concern about the standard of
service, actions or lack of actions taken by us as a whole organisation, our staff
members or volunteers which affects an individual or group of individuals with whom
we are involved with.

How can | make a complaint?

You can contact a member of our complaints team by telephone 9:00am til 5:00pm
Monday to Friday on 07485 767281.

You can send us an email at contactus@mindovercancer.org.uk
Oryou can write to us at:

Complaints Team
Mind Over Cancer
PO Box 290
Royston

SG8 1FP

If you make a complaint on social media, we may ask you to email us as well, so we can
keep arecord of the issue raised.

We want to ensure we investigate the complaint thoroughly and respond toyou in a
timely manner, so it would be gratefully received if you could provide us with as much
information as possible when you make contact with us, it should include:

» The reason for your complaint

Where and when it happened

The name (s) of anyone involved (if known)

The outcome you are hoping for

Your contact details (name, address, daytime telephone number and/or email
address)
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We will try to resolve the issue as quickly as possible and will provide you with a full
response with the findings and outcomes of our investigation within 10 working days.
But there maybe occasions where we need more time to investigate further, if this is the
case we will let you know when you should expect to hear back from us.

As a result of your complaint, if we believe we may have broken the Fundraising
Regulator Code of Fundraising Practice, we may self-report this to the regulator. Where
we do so, we will keep you updated on the outcome of this.

If your complaintis related to concerns about the welfare of a child or a vulnerable
adult

If you have any concerns about the behaviour of Mind Over Cancer staff or volunteers
towards a child or adult at risk then our safeguarding representative will be responsible
for investigating the issue that you have raised. It maybe necessary that the information
of this nature is to be passed onto the local authority safeguarding team for further
investigation. If somebody is at immediate risk then please call 999.

If you do not want to discuss with Mind Over Cancer team you can contact the NSPCC
helpline 0808 800 5000 or email help@nspcc.org.uk

If you are not happy with the response you have received

We take complaints seriously and will always aim to resolve these properly and in full. If
for any reason you aren’t happy with the resolution of your complaint, we can take your
complaint further to our board of trustees.

You will need to explain why you were disasstified with our response and what you
would like us to do to put things right. And please include your contact details and
preferences for when and how the board can get in touch.

If you still do not feel that your complaint has been resolved, there are three external
bodies you can make contact with:

Mind Over Cancer is registered with the Fundraising Regulator who regulate how the
charity sector fundraises.

Fundraising Regulator

Eagle House

167 City Road

London, EC1V 1AW

Tel: 0300 999 3407

Email: admin@fundraisingregulator.org.uk

The Information Commissioner’s Office will investigate complaints about your data or
information we hold about you.

Information Commissioner’s Office
Whycliffe House,


mailto:help@nspcc.org.uk
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Water Lane,
Wilmslow

SK9 5AF

Tel: 03031231113
WWWw.ico.gov.uk

The Charity Commission will deal with complaints about how we operate as a charity.

Tel 0300 066 9197
Oryou need to complete an online contact form:
https://forms.charitycommission.gov.uk/enquiry-form/.

What type of complaint may we not be able to deal with?

If you make a complaint anonymously

We understand that some people may not wish to give their details. If we receive an
anonymous complaint, we will take it seriously and we will still investigate this, however
we will not be able to get back to you unless you provide contact details.
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