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The Princess Project Fundraising Complaints Procedure
(Public Version)

How to raise a fundraising concern, and what you can expect from us

At The Princess Project, we are committed to fundraising that is legal, open, honest, and
respectful, in line with the updated 2025 Code of Fundraising Practice.
This means we aim to treat every supporter with kindness, transparency, and integrity.

If you ever feel we have fallen short, we want to hear from you. Your feedback helps us improve
and ensures our fundraising always reflects our values.

This procedure also applies to fundraising carried out on our behalf by third parties.

1. What You Can Expect From Us

When you interact with our fundraisers- whether online, at an event, or in person- we promise
that we will:

o Never pressure you to donate, and we will stop immediately if you tell us you’re not
interested.

e Avoid intrusive or persistent behaviour, and respect your privacy at all times.

e Provide information that is clear, accurate, and not misleading, including how your
donation may be used.

o Treatyou fairly and respectfully, especially if you may be in a vulnerable situation.

If you ever feel these standards have not been met, please contact us using the details in point
3.

2. What Counts as a Fundraising Complaint?

You may wish to make a complaint if you are unhappy about:
e Aconversation or interaction with one of our fundraisers
e Afundraising message, appeal, advert, or social media post

e Anyinformation you feel was unclear or misleading
e How your donation or enquiry was handled

We welcome feedback whether you are a donor, potential donor, or member of the public.
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3. How to Contact Us With a Complaint

You can contact us in whichever way suits you best:

Email: hello@princessproject.co.uk

Phone: 01622 230713

Post: The Princess Project, Maidstone Community Support Centre, 39-48 Marsham Street,
Maidstone ME14 1HH

If you tell us you need help making a complaint, for example due to an accessibility need or
vulnerability, we will do our best to support you.

We will keep complaints confidential and comply with all data protection legislation.

4. What Happens Next?

Acknowledgement

We will acknowledge your complaint within 7 working days, so you know we’ve received it.

Investigation

We will look into what happened and respond within 20 working days of complaint being
received.
Our response will explain:

e Whatwe found
e Any steps we are taking to put things right
e How we’ll prevent similar issues in the future

Under the 2025 Code, charities must show that fundraising decisions are appropriate and
proportionate, and we will make sure our actions reflect this.

5. If You’re Not Satisfied

If you’re unhappy with our response, you can ask for your complaint to be reviewed by a senior
leader or trustee.

If you still feel your concerns haven’t been resolved, you have the right to contact the
Fundraising Regulator www.fundraisingregulator.org.uk.

They oversee fundraising standards in the UK and use the 2025 Code of Fundraising Practice
when looking into complaints.

Reviewed February 2026


http://www.fundraisingregulator.org.uk/

)
THE

rincess

PROJECT
6. How Complaints Help Us Improve
We regularly review complaints to help us:
e |mprove the experience for supporters

e Ensure our fundraisers (staff and volunteers) receive the right training

e Make sure our practices align with the principles-based 2025 Code, including clear
communication and respectful behaviour. Your feedback genuinely makes a difference.
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