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COMPLAINTS ANALYSIS 

Formal Complaints

There have been 3 formal complaints received in the previous financial year from 1 April 2010 – 31 March 2011.

(1) The complaint related to the Midnight Walk event publicised in May 2011 to take place in July 2011. The complainant felt that as her father wished to participate in the walk, that it should be open to both sexes.

Our response

Whilst we appreciated the sensitive nature of peoples’ desire to walk in these type of events, traditionally charities have reserved these events for women only. This brings a sense of camaraderie and reduces the safety risk at a time when women could feel especially vulnerable.

It allows us to offer male volunteers the opportunity to marshal the event to ensure that women feel safe walking in areas that are not always overly well-lit. These marshals are in contact via walkie-talkies and mobile phones.

This event is seen as inclusive in that it is open to all ages and offers two walking distances.

We pointed out other events that we hold that do include all members of the family, and in particular the Midsummer Memory Walk and our Superhero fun run or walk.

No other complaints of a similar nature have been received. The complainant accepted our response.

(2) The complainant had not received an acknowledgement for a donation in June 2011.

Our response

The lady was telephoned by a member of the Fundraising team and after checking the database, it was confirmed that a letter had been sent one week after receipt of the donation. A second copy of the letter was sent to the complainant who was happy with action taken.

(3) The complainant had been sent a Newsletter which included lottery tickets for sale, eight months after the loss of his wife.

Our response

We would not want to offend any of our supporters and were quick to ensure that our database reflected his wishes of no mailing for 18 months.

We explained that if he or his wife were registered supporters prior to her death, we would do our best to ensure the removal of her name but would not always be able to identify other family members. We would review our protocol. 

The complainant was satisfied with our response.

Feedback Ratings by eBay – 14.09.11

Details of invididual complaints can be seen on the eBay Florence Nightingale Hospice Shops webpage

http://feedback.ebay.co.uk/ws/eBayISAPI.dll?ViewFeedback2&userid=florence-nightingale-hospice-shops&ftab=AllFeedback
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Neutral 
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Negative 
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= 99% Positive Feedback
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	Communication
	[image: image7.png]


[image: image8.png]


[image: image9.png]


[image: image10.png]


[image: image11.png]



	1277
	[image: image12.png]




	Dispatch time
	[image: image13.png]


[image: image14.png]


[image: image15.png]


[image: image16.png]


[image: image17.png]



	1251
	[image: image18.png]




	Postage and packaging charges
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