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Client Services receive details from the impacted Charity

Client Services acknowledge the complaint with the charity, and ask 
for more details if needed, meeting the 24-hour SLA to respond.

Complaint is logged on the CS Complaints log and assigned a severity 
level using the scorecard

Level 1 – 3
Client Services fill out a 

DocuSign form, send this to TM 
to commence investigation

Level 4 – 5

Same as level 1-3, but also 
copying HR in

HR to advise if a suspension is appropriate 
Client Services to inform client if required at this point

TM to complete investigation within 48 hours and return completed 
DocuSign form

HR review completed DocuSign form and decide on any 
further investigation. 

Client Services are not involved in this process.

Client Services will review the TM response and push back if required. 
If a complaint is founded, Client Services will note the potential 

concern from the charity to the TM

Response is composed by Client Services and sent to the Charity, 
either with complaint response or ask to downgrade 

Charity confirms if happy with the response and Client Services will 
update the complaint log

Client Services HR

Send confirmation to HR to close on their side


