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Introduction

Cerebra is committed to providing all our supporters, service users and stakeholders with
the highest standard of service. Despite our best efforts we will receive complaints, which
offer us an opportunity to listen, learn and act.

Our policy is:

To provide a fair complaints procedure that is clear and easy to use.

To publicise our complaints procedure so that people know how to contact us to make
a complaint.

To ensure our complaints procedure is accessible to all regardless of age, disability,
gender, ethnicity, belief or sexual orientation.

To address concerns and complaints efficiently, appropriately and ensure they are
investigated within the agreed time frame.

We will ensure that:

Making a complaint will not harm or prejudice the service that is given to the
complainant.

Complainants are treated with respect and courtesy and receive appropriate support
throughout the handling of the complaint.

In managing this policy we will ensure that:

All staff know what to do if a complaint is received.

All complaints are registered in a central complaints log and escalated as appropriate.
All complaints are investigated fairly and promptly.

All complaints are addressed and that relationships are maintained.

All complaints are monitored and, where required action taken in order to improve our
services, our communications and our fundraising.

The central Complaints Log is regularly reviewed and discussed by senior
management.

Definition of a Complaint

A complaint is an expression of dissatisfaction about an act, omission, decision, or a
service of Cerebra, whether it is justified or not. Complaints may come from any individual
or organisation that has been in contact with Cerebra and may be received verbally, by
phone, by email or in writing, or via social media.



This policy does not cover complaints from staff, who should use the established internal
channels.

Confidentiality

All information relating to the complaint will be handled sensitively, in accordance with the
General Data Protection Regulation (GDPR). Only people who need to know about the
complaint will be informed of it. Cerebra will only hold on to any personal data provided for
as long as it is needed to properly investigate and resolve the complaint and to communicate
that with the complainant — including should the complaint need to be escalated to an external
regulator or the police.

Complaints Procedure

Content of complaints
In order to investigate a complaint, we will need as much information as possible, including:

e complainant’s name and either telephone number or email address

e as much detail about the nature of the complaint as possible

e dates, times and locations

e names of Cerebra representatives involved or Cerebra department, if possible

e any relevant documentation

e details of what actions the complainant feels might resolve the problem

e if a complaint is being made on behalf of someone else — that the person in touch with
Cerebra has the complainant’s permission to make representations their behalf and
how we can be assured this is the case

We will not respond to anonymous complaints.
Complaints log

All complaints shall be logged in a central password protected resource in line with GDPR,
and Cerebra’s privacy policy. The log shall be regularly reviewed at Director’'s Group (DG)
and Board level to ensure the complaints policy is being fulfiled and to identify ways to
improve ways of working.

Written complaints

Written complaints about Cerebra should be emailed to: enquiries@cerebra.org.uk or posted
to: Cerebra, The MacGregor Office, Jolly Tar Lane, Carmarthen, Co Carmarthenshire, SA31
3LW.

Verbal complaints

Verbal complaints can be made by calling Cerebra on Freephone: 0800 328 1159 or +44 (0)
1267 244200
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When we receive a complaint we will:

e collect the relevant details described above

e advise the complainant of our complaints procedure

e advise the complainant of what will happen next and how long it will take

e where appropriate and if received verbally, ask the complainant to send a written
account by email or by post so that the complaint is recorded in the complainant’s own
words.

Resolving Complaints

Stage One

In many cases, a complaint is best resolved informally by the person responsible for the issue
being complained about. If the complaint has been received by that person, s/he may be able
to resolve it quickly and should do so if possible and appropriate.

Regardless of whether the complaint has been resolved, the complaint information should be
added to the log and line manager informed — preferably as soon as possible after the
complaint is made, and at most within two working days.

If it has not already been resolved, a Cerebra Director will investigate the complaint and take
appropriate action.

If the complaint relates to a specific person, they will be informed and given the opportunity
to respond.

The Director will acknowledge any complaint that has been escalated to them within five
working days.

The acknowledgement will say who is dealing with the complaint and when the complainant
may expect a reply. A copy of this complaints procedure will be attached.

Ideally complainants should receive a definitive reply within 10 working days. If this is not
possible because an investigation has not been completed, a progress report will be sent to
the complainant with an indication of when they may expect to receive a full reply.

Regardless of whether the complaint is found to be valid or not, the reply to the complainant
will describe the action taken to investigate the complaint, the conclusions from the
investigation, and any action taken as a result of the complaint.

Stage Two

If the complainant feels that the problem has not been satisfactorily resolved at Stage One,
they can request that the complaint be reviewed by the Cerebra Chief Executive Officer
(CEO).
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The CEO will acknowledge the request within five working days of receiving it. The
acknowledgement will say who will deal with the case and when the complainant may expect
a reply.

The CEO may investigate the case or delegate another Director to do so (a different Director
to who dealt at Stage 1 and where there is no conflict of interest). This will involve reviewing
the paperwork of the case and speaking with the person who dealt with the complaint at
Stage One. The person who dealt with the original complaint at Stage One will be kept
informed of developments.

If the complaint relates to a specific person, they should be informed and given a further
opportunity to respond.

Ideally, complainants should receive a definitive reply within a month. If this is not possible
because the review has not been fully completed, a progress report will be sent with an
indication of when a full reply will be given.

Regardless of whether the complaint is upheld or not, the reply to the complainant will
describe the action taken to investigate the complaint, the conclusions from the investigation,
and any action taken as a result of the complaint.

The decision taken at this stage is final, unless the CEO decides it is appropriate to escalate
to the Board of Trustees or to obtain external assistance to resolve the issue.

Cerebra Escalation

Where a serious incident has occurred, we will report the matter to the Charity Commission
and, if appropriate, any other relevant appropriate external bodies, including the police. We
will always adhere to our statutory obligations and seek advice in respect of these if they
are unclear.

Unreasonable Complainants

Cerebra understands that bringing a complaint can be stressful for the complainant. Cerebra
also has a duty of care to the team handling the complaint.

If a complaint is brought in an unreasonable manner with unreasonable behaviours, then the
complainant will be made aware that Cerebra considers this unacceptable, and they will be
asked to cease, and be directed to an appropriate channel for submitting a complaint.
Examples of unreasonable behaviours include, but are not limited to; actions which are out
of proportion to the nature of the complaint, personally harassing, or in any way display
discriminative behaviour or language.

If this does not stop, the complainant will be notified in writing that no further correspondence
will be entered into on the matter in question. A decision to restrict contact may be
reconsidered if the complainant goes on to demonstrate changed behaviour. The decision to
restrict contact can be appealed in writing to Chief Executive Officer, whose decision is final.
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In particularly serious cases, these matters may be referred to the police and Cerebra may
consider taking appropriate legal action against the complainant to safeguard the charity and
its team members from harm.

Further Recourse

If the complainant is not happy with the outcome, they can complain to:

e The Charity Commission (England & Wales):
https://www.gov.uk/government/organisations/charity-commission

e The Charity Commission for Northern Ireland: https://www.charitycommissionni.org.uk

e The Fundraising Regulator for England, Wales and Northern Ireland:
https://www.fundraisingregulator.org.uk

e OSCR - the Scottish charity regulator: https://www.oscr.org.uk

e The Gambling Commission for lottery and raffle:
https://www.gamblingcommission.gov.uk

e The Advertising Standards Authority: https://www.asa.org.uk/

Review

This policy is reviewed every two years and updated as required.
Written by: Max Newton Date: 13/4/26
Reviewed & Approved by: Jess Camburn-Rahmani Date: 13/4/26

Date for next review: 13/4/2028

Cerebra — Complaints Policy Page 5 of 5


https://www.gov.uk/government/organisations/charity-commission
https://www.charitycommissionni.org.uk/
https://www.fundraisingregulator.org.uk/
https://www.oscr.org.uk/
https://www.gamblingcommission.gov.uk/
https://www.asa.org.uk/

