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1. Introduction/ Statement 

AmplifyChange’s vision is the full attainment of Sexual and Reproductive Health and Rights (SRHR) for all, 
including women and girls, young people, and the vulnerable and marginalised. Our mission is to be the 
global leader in supporting grassroots organisations and building stronger, more inclusive movements 
for SRHR, especially in challenging contexts. 

AmplifyChange is committed to continuous improvement, and we value feedback as a vital part of this 
process. We recognise that accountability to our stakeholders enhances the quality of our work and, 
while we strive for excellence in all we do, we acknowledge that mistakes can occur. When they do, we 
welcome the opportunity to learn and improve. Complaints and feedback will be used constructively to 
refine our practices and to take appropriate action to address any issues raised. 

We are committed to ensuring our complaints process is accessible across the breadth of our work. If you 
require any support to make your complaint, please let us know by emailing 
complaints@amplifychange.org or by speaking with your AmplifyChange contact. 

2. Purpose and Scope 

A complaint is an expression of dissatisfaction about the standards of service, actions or lack of action by 
AmplifyChange or its staff, consultants, Members, Board Directors and Committee Members. This policy 
sets out how to make a complaint and how AmplifyChange will deal with complaints.  

This policy applies to anyone who interacts with AmplifyChange.  

This policy does not cover: 

• Grievances or disputes raised by staff about internal matters e.g. workplace treatment, performance 
management, or disciplinary issues. These are addressed through our Grievance Policy. 

• Any concern or allegation relating to the safety, welfare, or protection of children or adults. These are 
handled in line with our Safeguarding Policy and may involve external authorities where necessary. 
Queries should be directed to our Safeguarding Lead via safeguarding@amplifychange.org.  

• Reports of serious wrongdoing—such as fraud, financial misconduct, criminal activity, or breaches of 
legal obligations—should be made under our Whistleblowing Policy or directly to the relevant 
authorities. 

• Concerns about how we collect, use, store, or share personal data. These are handled in line with our 
Data Protection Policy and queries should be directed to our Data Protection Officer (DPO) via 
DPO@amplifychange.org. 

• Issues regarding the actions or conduct of our grantee partners. Our partners operate independently 
and are responsible for managing their own complaints procedures However, if your concern relates 
to serious wrongdoing (such as fraud, corruption, or safeguarding breaches) you should report it in 
accordance with our Whistleblowing Policy. 

3. Responsibilities 

Directors have the overall responsibility for approving and ensuring this policy complies with our legal 
and ethical obligations, and that all those under our control comply with it. 

Complaints Officer has the primary and day-to-day responsibility for implementing this policy, 
monitoring its use and effectiveness, dealing with any queries about it, responding to and 
acknowledging complaints, and auditing internal control systems and procedures to ensure they are 
effective.  

CEO is responsible for conducting a second-stage investigation if the complainant appeals the initial 
response to a complaint 

Line Managers at all levels are responsible for ensuring those reporting to them understand and comply 
with this policy and are given adequate and regular training on it 

All persons working for or on behalf of AmplifyChange must read, understand and comply with this 
policy, report any concerns and assist with investigations. 

mailto:enquire@amplifychange.org
mailto:DPO@amplifychange.org
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Document Owner is responsible for timely review of this policy and any resulting changes. This may be 
delegated this to another subject matter expert where appropriate. 
 

4. Making a Complaint 

If you have a concern, or are dissatisfied with any aspect of our services, we encourage you to raise it with 
us. Your feedback helps us identify areas where we can do better and ensure that any issues are 
addressed promptly and fairly.  

Complaints can be made via email, in writing, or via a pre-organised call. 

By email to: complaints@amplifychange.org  

By post to: Complaints Officer, AmplifyChange, House of St John’s, 1 Queen Square, Bath, BA1 2HA, United 
Kingdom. 

To organise a call with our complaints officer please email: complaints@amplifychange.org 

To help us address your complaint as effectively and promptly as possible, please include the following 
essential information: 

• Your contact details – so we can respond to you directly 
• A clear description of the issue – including what happened and why you are raising a concern. 

In addition, the following further information can greatly assist us in understanding the situation and 
providing a thorough response: 

• Relevant dates and times 
• Names or roles of individuals involved 
• Any supporting evidence or documentation 
• The outcome you are seeking 
• Details of any previous attempts to resolve the issue 

Providing as much information as possible will help us investigate your complaint comprehensively and 
ensure a timely resolution. 

We see every complaint not as a burden, but as a chance to improve what we do and how we do it. Your 
voice matters, and we appreciate you taking the time to share it with us. 

We are committed to making our complaints process accessible to everyone. If you require support due 
to a disability, language barrier, or any other reason, please contact us and we will provide appropriate 
assistance. 

5. How We Will Deal with Your Complaint 

We are committed to addressing all complaints thoroughly, confidentially, and efficiently. Upon receiving 
your complaint, we will follow these steps: 

1. Acknowledgement - We will acknowledge receipt of your complaint in writing within two working 
days. 

2. Assessment - We will review your complaint to determine the most appropriate course of action and 
identify the key issues that require investigation. If we need any additional information from you, we 
will get in touch. 

3. Investigation – Our Complaints Officer will conduct a prompt, fair, and thorough investigation. This 
may involve gathering relevant information and consulting with any parties involved to fully 
understand the matter. 

4. Response – We will provide you with a written response within 20 working days from the date your 
complaint is acknowledged. This response will outline our investigation, findings and any actions we 
intend to take. If we are unable to meet this timeframe, we will inform you of the reason for the delay 
and provide an estimated timeline for resolution. In such cases, we will continue to keep you 
informed by providing formal updates at least every 20 working days.  
 

  

mailto:enquire@amplifychange.org
mailto:enquire@amplifychange.org
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We take all complaints seriously and will not tolerate retaliation against anyone who raises a concern in 
good faith. 

6. Appeal Process 

If you remain dissatisfied with the outcome of the decisions regarding your complaint, you can appeal 
the complaint decision within 20 working days of our response. You should do this in writing to the CEO 
of AmplifyChange setting out briefly the nature of the complaint/appeal; the steps already taken; an 
explanation of why you remain dissatisfied; and your desired outcome. Our CEO will acknowledge receipt 
of the appeal within two working days.  

Appeals to our CEO can be made via email through complaints@amplifychange.org; please include 
“Complaints Appeal” in the subject line. Appeals can be made by post to: CEO, AmplifyChange, House of 
St John’s, 1 Queen Square, Bath, BA1 2HA, United Kingdom. 

Our CEO will review all relevant information pertaining to your complaint and will initiate further 
investigations if they determine that the initial review was inadequate.  

If the CEO was involved in the original complaint or investigation, or if the appeal concerns the CEO’s 
conduct, the appeal will be handled by Chair of the Board of Directors or another designated Director 
who has had no prior involvement in the matter. 

The reviewer will respond to your appeal within 20 working days from the date they acknowledged your 
appeal. The response will include an outline of the review of the original investigation, their findings, and 
any actions or changes that will result from this appeal. If we are unable to meet this timeframe, we will 
inform you of the reason for the delay and provide an estimated timeline for resolution. In such cases, we 
will continue to keep you informed by providing formal updates at least every 20 working days. The 
decision taken at this stage is final.  

An appeal may only relate to the original complaint. If new information or events arise, a separate 
complaint must be submitted. 

7. Contacting Our Regulators 

As a UK registered charity, we are regulated by the Charity Commission. If you have a serious complaint 
and remain unhappy with the outcome following our appeals process, you may contact our regulator via 
the UK government website. Complain about a charity - GOV.UK 

The charity commission will consider and record all complaints and decide what steps to take but will not 
take action in every case. 

8. Breach of this policy 

If a breach of the policy is suspected, the matter will be thoroughly and appropriately investigated to 
determine the nature and extent of the violation. The investigation will be conducted in a fair and 
confidential manner, ensuring that all relevant information is gathered and considered. 

In cases where the breach is determined to be a result of systemic issues or inadequate processes, a 
comprehensive review of the current policies, procedures, and safeguards will be undertaken. 
Reasonable changes or improvements may then be implemented to prevent future occurrences and 
strengthen the overall security and efficiency of our data and equipment usage practice. 

9. Linked Documents and Further Reading 

AmplifyChange – Grievance Policy 

AmplifyChange – Whistleblowing Policy 

AmplifyChange – Safeguarding Policy 

AmplifyChange – Data Protection Policy 

AmplifyChange – Serious Incident Policy 

10. References 

Complain about a charity - GOV.UK 

mailto:enquire@amplifychange.org
https://www.gov.uk/complain-about-charity
https://www.gov.uk/complain-about-charity
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11. Review Frequency 

This policy is reviewed every 3 years 

12. Version History 

 
Version Date Details of changes 
1 June 2025 Creation 

   

   

 


