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A  confident  future 
for  fundrAising 



Who We Are 

the fundrAising stAndArds BoArd (frsB) runs the 
transparent and independent selF-regulatory 
scheme for uK fundrAising. 
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our AmBition 

to inCrease and Maintain puBliC ConFidenCe in 
Fundraising in order to proteCt and deVelop 
tHe Billions oF pounds oF Voluntary inCoMe 
tHat tHe puBliC giVes to good Causes eVery year. 

ABOUT  THE FRSB  

THE FUNDRAISING STANDARDS BOARD 
the Fundraising standards Board (FrsB) runs the 
transparent and independent self-regulatory scheme 
for uK fundraising. our member charities and sector 
suppliers commit to the highest standards of 
fundraising and to a formal and transparent 
complaints process, so that the public can continue 
to donate with confidence. The Fundraising Promise, 
adhered to by all members, is an assurance of 
honesty, accountability and transparency in 
fundraising. Members also display the unique Give 
With Confidence tick logo on their fundraising 
materials and website wherever possible.  

We encourage all charity fundraising organisations to 
commit to self-regulation, welcoming new members 
every week. Members not only gain access to the 
give with confidence branding, but additional 
support and guidance in complying with the Codes 
of  Fundraising practice and in complaint handling. 
annually, members submit a complaints return to 
the FrsB and pay a membership fee tiered according 
to the voluntary income of  the organisation. 

essential to the scheme is the reassurance provided 
for the public through our ability to independently 
handle concerns or complaints they might have 
about a member’s fundraising and our authority to 
resolve them. this also includes the right to censure 
poor practice and work with the member to ensure 
changes and compliance with the guidelines. 

tHe Fundraising  proMise 

Members commit to the six core pledges 
outlined within the Fundraising promise: 

• We are Committed to High standards 

• We are Honest and open 

• We are Clear 

• We are respectful 

• We are Fair and reasonable 

• We are accountable 



 
       

        
        

      
       

 

       
      

      
       

       
         
     
     

       
     

      
 
 

 
       

          
       

         
 

         

 

 

 
         

       
       

        
      

         
      

 
 

    
 

       
      

      
       
         

 

      
      

      
  

 

 

Colin lloyd, Chairman 

CHAIRmAN’S INTRODUCTION 

three years on from the public launch of  the 
Fundraising standards Board, i am pleased to present 
the 2009/10 annual report. over the past year, we 
have seen significant growth; both in terms of our 
membership and maturation of self-regulation to a 
point where charities are now expecting the same 
principles and donor commitment from their suppliers. 

Membership has risen by 31%, with the number of 
suppliers having doubled. as a result, the FrsB is 
approaching financial independence; membership 
income being sufficient to sustain the organisation. 

in recent years, financial support from the english, 
scottish and Welsh governments has been essential 
in the establishment of a robust self-regulatory 
scheme for uK fundraising. Funding from the office 
of the third sector and scottish government has 
now come to an end, but we continue to receive 
their promotional support and endorsement. We 
meet regularly with Ministers and representatives 
of all these governments, feeding into the wider 
statutory environment for fundraising and updating 
them about key developments here at the FrsB. 

We are indebted to the Welsh assembly 
government for awarding three-year funding of 
£115,000 which has enabled us to get the FrsB 
Wales office up and running. Following the successful 
appointment of our Manager for Wales, simon Boex, 
in the early part of last year, he has been working 
closely with key stakeholders to help build awareness 
of the FrsB and the need for fundraising charities to 
sign up to the scheme. our objective is to grow 
membership in Wales to 100 by the end of 2012. 

in February 2009, we welcomed our new Chief 
executive, alistair Mclean, to the organisation, who 
has succeeded in building on the foundations laid 
over the previous 2 years to increase membership 
and deliver strong, proportionate and transparent 
self-regulation of  charity fundraising. it is essential 

that the frsB continues this momentum to ensure 
that government remains satisfied with the standard 
of  regulation the sector has established. 

We hugely value the input and direction of  our 
governing board in ensuring a robust, fair and 
representative approach to self-regulation. last 
summer, the board made an important decision; 
that the FrsB could challenge poor practice by 
non-members. While the official complaints and 
adjudication process remains exclusive to our 
membership, it is recognised that any poorly 
conducted fundraising has the potential to greatly 
impact trust and confidence in the wider sector 
and, as such, warrants our intervention. 

as an independent body, our governing board is 
made up of an even number of sector and lay 
representatives. the FrsB works hard to retain its 
independent focus, reporting back to the sector on 
the issues that the general public feel most strongly 
about through our annual complaints report. equally, 
it is crucial that we listen to and engage with 
fundraising practitioners and the wider charity sector. 

the FrsB works closely with other sector bodies 
such as the institute of  Fundraising, Charity 
Commission, pFra, impaCt Coalition, aCeVo, 
Charity law association, nCVo, WCVa, sCVo and 
niCVa. new this year, we introduced the FrsB 
Membership advisory Forum to provide a channel 
for regular dialogue and feedback from members 
about self-regulation. We would like to express our 
thanks to everyone in the forum and to these sector 
bodies for their continued support. 

the level of fundraising complaints continues to 
rise year-on-year as membership grows and more 
charities submit complaint returns; a key requirement 
for FrsB membership. this year, just under 13,000 
complaints were recorded, showing an increase of 
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tHree years into tHe sCHeMe, We are noW Building 
a Clear piCture oF tHe CoMMon issues tHat 
doMinate CoMplaints. 

CHAIRmAN’S INTRODUCTION CONTINUED 

67% on last year. But, the volume remains a very low 
proportion of  total fundraising activity by the same 
charities. We are confident that the standard of 
fundraising demonstrated by our membership is high. 
While the FrsB provided significant support to 
members in their initial handling of complaints, only 
19 complaints were escalated to stage 2 (of  the 
FrsB’s 3-step complaints process) requiring the 
formal intervention of the FrsB. this suggests that 
members are handling public concerns well and 
sensitively. 

three years into the scheme, we are now building a 
clear picture of  the common issues that dominate 
complaints. in absolute terms, direct mail remains 
the number one area for complaints by volume and 
stage 2 complaints. For this reason, the FrsB has 
been working with the institute of  Fundraising (ioF) 
to investigate poor practice in direct mail. during 
last summer, the institute asked members to notify 
them of  campaigns that did not meet the high 
standards outlined in their code. the iof handed 
over the investigation to the FrsB towards the end 
of  2009, since which time we have been working 
with the charities involved, aiming to raise the 
standard of  future campaigns and to encourage 
these organisations to commit to best practice and 
self-regulation. 

telephone fundraising is now the second highest 
area of  reported complaints. public concerns were 
echoed by those of  practitioners who, during 2009, 
voiced uncertainty as to how guidance should be 
interpreted. together with the ioF, we co-ordinated 
a telephone Fundraising summit of  regulatory 
bodies to discuss the issue, followed by a symposium 
for the wider sector (taking place in March 2010). 
this work has directly led to two important 
developments; clarification by the information 
Commissioner’s office and revisions to the ioF’s 
telephone Fundraising Code. 

the frsB’s Give With Confidence tick logo has been 
widely displayed by members this year across a 
range of  fundraising media and appeals. From 
airports, train and tube stations to collection 
tins, the brand was highly visible; perhaps most 
prominently within the disaster emergency 
Committee’s Haiti appeal. use of  the logo is a vital 
step in communicating membership to supporters 
and to provide added reassurance of  your 
commitment to best practice and regulation. 

thank you to all our member charities and suppliers 
for their commitment, to our stakeholders for their 
powerful support and to all our Board and staff  for 
their continued hard work. 

Colin lloyd, Chairman
 

FrsB HigHligHts FroM 2009/10 

•	 growing membership to nearly 1,200 charities, 
including 61% of the top 100 fundraising 
charities by voluntary income. 

•	 doubling supplier membership from 35 to 70 

•	 the launch of  FrsB Wales and increase of 
membership in the country by 65% 

•	 increased awareness of  the Give With 
Confidence message through members’ use 
of the logo on fundraising materials. over 
Christmas 2009, the tick logo would have 
been seen by more than 2.5 million people 
on 5 members’ campaigns alone. 

•	 production of a complaints handling manual 
for members 
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• 75% oF people say tHat trust inFluenCes tHeir deCision 
to giVe 

• More tHan 6 in 10 people (62%) Would trust a CHarity 
more if it Were A memBer of the frsB 

• oVer a tHird (35%) Would donate More iF tHe CHarity 
Were A memBer of the frsB1 

BUILDING DONOR CONFIDENCE
 

one of  the core drivers for introducing self-
regulation of  fundraising to the uK was to protect 
and build public trust and confidence, while 
introducing a robust and appropriate regulatory 
framework covering the full range of  charity income 
generation. as such, FrsB members gain exclusive 
access to our Give With Confidence tick logo for use 
on any fundraising materials offline or online. this is 
the public’s mark of  reassurance and a sign of your 
charity’s commitment to best practice in 
all fundraising activities. 

launched in February 2009, charities and sector 
suppliers have been quick to apply the new Give With 
Confidence branding online, to fundraising appeals 
and materials, on collection boxes, tabards and tV 
advertisements, to name but a few. over Christmas 
2009, the tick logo would have been seen by more 
than 2.5 million people on 5 members’ campaigns 
alone. the royal British legion featured the tick 
logo on more than 600,000 collection tins and trays. 
Meanwhile, the disaster emergency Committee’s 
Haiti appeal saw the branding make a prominent 
appearance at airports, train stations, online and in 
the national press. 

“Demonstrating good judgment, signing up to 
fundraising codes of  practice and being prepared 
to deal responsibly with complaints are all critical 
in building public trust; both in the organisation 
and the sector as a whole.” 

professor adrian sargeant, of  Bristol Business 
school and indiana university 

“By becoming a member of  the FRSB and using 
the logo on our website and advertising, the 
Disasters Emergency Committee is signalling to 
donors that they can have confidence that their 
money is handled appropriately and that we are 
accountable to them. The process of  joining the 
FRSB has been a useful opportunity to check our 
donor processes and being a member means we 
can rely on the FRSB to confirm our claim of 
being a responsible fundraiser.” 

Kathryn Hindley, deputy Chief executive at the 
disasters emergency Committee 

M
att M

arek/Am
erican Red Cross

DEC HAITIEARTHQUAKE APPEAL 

An income received after end of March 2010 will go to next Appeal. 

I want to give: £25 £50 £100 Other £ I enclose a cheque made payable to t e iti rt 
Appeal, or debit my Visa / Delta / MasterCard / Maestro / Solo / Visa Electron / JCB / CAF Charitycard. (Please circ 

Card No. 

Date Signature 

Title  Initials Surname 

Address

                      Postcode 

If you do not wish to receive further co unications 
from the DEC please write , 
Melksham SN12 6WF. 

/ 

Expiry Date             Issue No. 

Please tick here if you would like a receipt 

Your donation 
can save a life 
Please donate any time day or night 

0370 60 60 900 
www.dec.org.uk 
Any ncome ece ved a e end o Ju y 2010 w go o 
he nex appea 

Send dona ons by post to DEC Ha Ea hquake Appea 
PO Box 999 London EC3A 3AA 
Make cheques payab e to DEC Ha Ea thquake Appea 

I want the DEC t reclai t t x n y 
donation(s). I confirm I 
UK income or capital 
tax that the DEC will r 
(currently 28p for each £1 donated). 

st
am

p

out

br
ea

st

ca
nce

r 

Breakthrough Breast Cancer 
is fighting for a future free from 
the fear of breast cancer, a future 
where breast cancer no longer 
threatens lives. 

And we’re winning.  

Join us in the fight. 
Organise a Crocus Walk 
and help us eradicate breast 
cancer for good. 

Take your first step at 
breakthrough.org.uk/crocuswalk 
or cal 0845 059 7707 

C W N 626 N CO 058 

1 source: tns onlineBus survey of  1,100 adults across 
great Britain, november-december 2009. 
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“WitH tHe CareFul guidanCe oF tHe FrsB, oVer 
tHe last year We HaVe Been aBle to reFine our 
standards and CoMMitMents to Best praCtiCe” 

RAISING STANDARDS: COmPLIANCE & COmPLAINT HANDLING 

the FrsB serves as a channel for public concerns 
and complaints about fundraising, monitoring 
compliance with best practice, reassuring the public 
of  the sector’s high standards and encouraging them 
to give with confidence. 

COmPLIANCE 
our members are required to comply with the 
institute of  Fundraising’s Codes of  Fundraising 
practice; an extensive resource of what constitutes 
not only legal requirements, but best practice in 
fundraising. some fundraisers are more familiar with 
the Codes than others and, at the FrsB, we work 
hard to support members in compliance. We provide 
advice over the telephone and by email, publishing 
regular updates of  key Code developments in our 
monthly newsletter to members. 

COmPLAINT  HANDLING 
Charities that commit to self-regulation must record 
every fundraising complaint they receive and submit 
details to the FrsB on an annual basis. Complaints 
are handled in accordance with the FrsB’s official 
3-step complaints process. We are keen to support 
our members in complaint handling and, over the 
past year, we have provided much guidance and 
advice about how to set up and maintain an effective 
complaint handling and monitoring programme. 
We don’t believe that complaints are a bad thing. 
if handled in the right way, a complaint can provide 
valuable feedback to a charity’s fundraising campaigns 
and help initiate a strong long-term relationship with 
donors. a complaints manual is freely available at 
www.frsb.org.uk for all our members. We also offer 
tailored ad hoc support to members dealing with 
complaints from the general public. 

DOWNLOAD THE FRSB COmPLAINTS 
HANDLING mANUAL TODAy AT 
www.frsb.org.uk 

“The support we’ve received from the FRSB 
this year has been fantastic. As an emerging 
organisation still struggling to make a name for 
ourselves, it is invaluable to have the advice and 
support of  a scheme with such public renown and 
experience! With the careful guidance of  the 
FRSB, over the last year we have been able to 
refine our standards and commitments to best 
practice; efforts that have been commented on 
regularly by our donors.” 

dave Milton, director of  Fundraising 
development at Childreach international 

FRSB 3-STEP COmPLAINTS PROCESS 

STEP 1 – CHARITy mANAGES THE 
COmPLAINT 
individual complaints are directed to and 
responded to by the charity concerned. 
Member charities report complaints to the 
FrsB within their annual complaints return. 

STEP 2 – FRSB PROPOSES RESOLUTION 
if  the complainant is unsatisfied with a charity’s 
response, then the complaint can be escalated 
to the FrsB. the FrsB will investigate the 
complaint against the criteria outlined within 
The Fundraising Promise and the Codes 
of Fundraising Practice and work with both 
parties to resolve the issue. 

STEP 3 – FRSB BOARD ADjUDICATION 
if the complainant or charity is unsatisfied with 
the FrsB’s proposed resolution, the complaint 
can be escalated to the frsB’s Board of 
directors for final adjudication. if the complaint 
is upheld, the Board can tell the member to take 
action to make sure the same thing doesn’t 
happen again. if  the complaint is a serious breach 
the member can be excluded from the scheme. 
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 tHe proportion oF CoMplaints against VoluMe 
reMains reassuringly loW 

FUNDRAISING COmPLAINTS REPORT:TRENDS AND RESOLUTIONS 

in the first quarter of each year, our members are 
required to complete a complaints return, submitting 
details of  all fundraising complaints received during 
the previous calendar year. these complaints 
represent stage 1 in the FrsB’s official 3-step 
complaints process. the FrsB then publishes a 
summary of  all complaints received by member 
charities within this annual report, ensuring a 
transparent and accountable picture of uK 
fundraising. this data, when accumulated, provides 
useful information about trends and the areas of 
fundraising that seem to cause the public 
most concern. 

the complaints table opposite shows both the 
number of fundraising complaints and the 
proportion of  complaints against the volume of 
fundraising activity reported by our members. While 
direct mail, telephone and door-to-door fundraising 
complaints top the chart in terms of the highest level 
of  complaints in absolute terms, complaints as a 
proportion of  volume of  fundraising activity in these 
three areas remains low. it is charity challenge and 
outdoor events and telephone fundraising that yield 
the higher percentages of  complaints. But, again, the 
proportion of  complaints against volume remains 
reassuringly low. 

Key oBserVations: 
• of 2.7 billion donor contacts, under 13,000 

complaints were received 
•	 70% of members received no complaints 
•	 the top 50 charities by voluntary income account 

for 84% of all complaints but they also account 
for 98% of volume. 

•	 the top 3 fundraising activities by volume are 
online fundraising, direct mail and door drops 

•	 direct mail generates the highest number of 
complaints, but this only represented 0.003% 
of the reported volume 

•	 of all these complaints only 19 were escalated 
to stage 2 of the FrsB complaints procedure 
and none went to a full adjudication 



   Fundraising Standards Board | Annual Report 2009/2010  13 

  

    
    

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

FUNDRAISING COmPLAINTS REPORT:TRENDS AND RESOLUTIONS CONTINUED 

2009 FUNDRAISING COmPLAINTS REPORT 

Complaints as 
Fundraising type Volume of activity Complaints % of  Volume 

direct mail 200,392,580 5,081 0.003% 

telephone 4,719,957 2,147 0.045% 

door to door 22,382,011 2,106 0.009% 

data protection n/a 1,172 n/a 

outdoor events 957,245 530 0.055% 

raffles 29,799,368 338 0.001% 

street 147,880* 312 0.211% 

email 74,926,415 234 0.000% 

door drops 131,296,211 224 0.000% 

tV 59,664,996 151 0.000% 

legacies n/a 156 n/a 

Volunteer n/a 108 n/a 

lotteries 11,804,882 86 0.001% 

Challenge events 103,797 65 0.063% 

online 2,161,724,744 60 0.000% 

Cash collections 771,263 53 0.007% 

social activities 247,365 43 0.017% 

Corporate n/a 34 n/a 

other prize draws 2,872,579 12 0.000% 

Major donors n/a 12 n/a 

trusts n/a 11 n/a 

radio 102,760 10 0.010% 

total 2.7 billion 12,945 

source:  733  completed  membership  annual  returns  for  period  jan  –  dec  2009;  73.4%  response  rate  out  of  998  eligible  members  
(those who have been signed up to self-regulation for longer than 6 months). 69.5% of members received no complaints during the year. 

*	  this number onl y denotes the number of  people who sign up and complete a direct debit donation form. it does not take into 
account the number of  people that are approached by a street fundraiser and decline to donate. 




