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1. Purpose
To make sure donor feedback and complaints are received, recorded, investigated and resolved in a fair, respectful and timely way. This helps protect donors, improve donor care, build public trust and support a safe and sustainable blood programme.

2. Scope
This procedure applies to all feedback and complaints about donor recruitment, donor engagement, donor sessions, donor care, privacy and National Society blood programme activities. It applies to staff, volunteers and anyone acting on behalf of the programme.

3. Definitions
	Term
	Definition

	Feedback
	Comments, suggestions or compliments provided by donors, potential donors, partners or community members.

	Complaint
	An expression of dissatisfaction regarding a service, action or decision.

	Serious complaint
	A complaint that may involve donor harm, unsafe practice, privacy breach, serious misconduct, reputational risk, or a matter that may affect public trust in the blood programme.

	Corrective action
	An action taken to fix a problem, reduce the chance it will happen again, and improve the service for donors and the community.





4. Roles and Responsibilities
	Role
	Main responsibilities

	All staff and volunteers
	Receive feedback respectfully, listen carefully, record key details, protect privacy and report complaints to the responsible officer.

	Person receiving the complaint
	Thank the person, stay calm, explain the next steps, record the complaint and pass it on as soon as possible.

	Responsible officer
	Review the complaint, speak with relevant people, agree corrective actions, document findings and keep the complainant informed where appropriate.

	Blood Programme Coordinator
	Maintain the Complaints Register, monitor trends, check that actions are completed and report significant issues to management.

	Secretary General or designated senior manager
	Review serious or escalated complaints and decide if further action or external advice is needed.



5. Guiding Principles
· Treat every donor and community member with respect, patience and care.
· Listen carefully and thank people for giving feedback.
· Protect donor privacy and keep all personal information confidential.
· Allow people to make complaints anonymously if they do not wish to give their name or contact details.
· Set clear timeframes for acknowledging, reviewing and responding to complaints.
· Respond quickly, especially if the complaint may affect donor safety, public trust or the reputation of the National Society.
· Use feedback to improve donor care, staff training, communication and future blood donation activities.

6. Procedure Steps
	Step
	Action
	Who is responsible
	Key points

	6.1
	Receive feedback or complaint
	Any staff member or volunteer
	Listen calmly. Thank the person. Do not argue. Feedback may be received in person, by phone, email, social media or written correspondence.

	6.2
	Record the complaint
	Person receiving the complaint
	Record the date, name/contact details if provided, complaint summary, person receiving the complaint, actions taken and outcome. If the person does not want to give their name, record the complaint as anonymous.

	6.3
	Acknowledge and assess urgency
	Responsible officer
	Acknowledge the complaint as soon as possible and within five working days. Escalate immediately if donor safety, privacy, misconduct or public concern is involved.

	6.4
	Investigate the complaint
	Responsible officer
	Review available information, speak with relevant people, identify contributing factors, document findings and agree corrective actions.

	6.5
	Escalate serious complaints
	Responsible officer / Blood Programme Coordinator
	Refer serious complaints to the Secretary General, designated manager or another approved senior person.

	6.6
	Complete corrective actions and learning
	Responsible officer / Blood Programme Coordinator
	Actions may include coaching, extra training, improved communication, changes to donor session planning, or follow-up with the complainant.

	6.7
	Report and review trends
	Blood Programme Coordinator
	Review trends at least annually. Check that actions are completed. Use lessons learned to improve training, communication and future donor sessions.



7. Privacy and Confidentiality
All complaints must be handled with privacy and confidentiality. Personal information must only be shared with people who need it to manage the complaint. Records must be stored securely. Donor privacy and confidentiality are important for trust and for the safety of the blood programme.

8. Records
The following records must be maintained securely and kept confidential:
· Complaints Register
· Complaint investigation notes
· Corrective action records
· Evidence of follow-up with the complainant, where appropriate
· Annual review notes or reports on complaint trends

8.1 Complaints Register 
A Complaints Register must be kept to record each complaint, the investigation, actions taken and the final outcome. 
A template Complaints Register is provided in Appendix 1.

9. Quick Guide for Handling Donor Feedback and Complaints
	If someone gives feedback or makes a complaint
	What to do

	1. Listen
	Stay calm. Do not interrupt. Thank the person for speaking up.

	2. Show respect
	Use simple, kind words. Do not argue or blame anyone.

	3. Record the details
	Write down the date, name/contact details if provided, what happened, and who received the complaint.

	4. Protect privacy
	Do not discuss the complaint with people who do not need to know.

	5. Escalate if serious
	Tell the responsible officer immediately if the issue involves donor harm, unsafe practice, privacy, misconduct or public concern.

	6. Explain next steps
	Tell the person that the concern will be recorded, reviewed and followed up where appropriate.

	7. Learn and improve
	Use the complaint to improve donor sessions, communication, training or procedures.



10. Related Documents
· Complaints Register
· Donor session planning documents
· Donor information materials
· Volunteer and staff training materials
· National Society privacy or confidentiality requirements, where available

11. Review Date
This SOP should be reviewed every two years, or earlier if there is a major change to the blood programme, donor feedback process, complaint handling process, or relevant IFRC/GAP guidance.
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Appendix 1: Complaints Register Template
	Date received
	Name/contact details, or anonymous
	Complaint summary
	Received by
	Target resolution
date
	Serious?
	Action taken
	Outcome
	Date closed

	
	 
	 
	 
	
	 
	 
	
	 

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	 
	 
	 
	 
	
	 
	 
	
	 

	 
	 
	 
	 
	
	 
	 
	
	 



