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Purpose​
West London Welcome is committed to ensuring that all complaints are handled 

fairly, transparently, and promptly. This procedure provides a clear and accessible 

process for anyone who wishes to raise a concern regarding our services or 

fundraising activities. 

 

  

How to Make a Complaint 

If you have a complaint, please contact us in writing in the first instance, addressing 

your complaint to Joanne MacInnes, Director: 

●​ Email: hello@westlondonwelcome.com 

 

When contacting us, please provide: 

●​ Your full name and contact details. 

●​ A clear description of your complaint. 

●​ Any supporting information or documents. 

●​ Your preferred method of contact. 

 

What You Can Expect 

●​ We will acknowledge receipt of your complaint within 7 working days. 

●​ We aim to investigate and resolve complaints within 20 working days. If more 

time is required, we will inform you with updated timelines. 

●​ We will provide a full response outlining any findings and actions we will take. 
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If You Are Not Satisfied 

●​ You may escalate an unresolved complaint in writing to the Chair of the Board 

of Trustees, at chair@westlondonwelcome.com  

●​ Trustees will review and respond within 30 days. 

●​ The complainant can also at any time contact the Immigration Advice 

Authority (IAA) who we are accredited by to give immigration advice, by 

writing to: Immigration Advice Authority, PO Box 567, Dartford, DA1 9WX, 

England. 

●​ If you remain dissatisfied, you can contact the Fundraising Regulator or the 

Charity Commission for further assistance. 

  

Publication and Transparency 

●​ This complaints procedure is publicly available on our website, 

www.westlondonwelcome.com, under the ‘Policies and Reports’ section. 

●​ We are dedicated to handling complaints respectfully and using feedback to 

improve our services and fundraising. 

  

 

This procedure complies with the latest Fundraising Regulator's Code of Fundraising 

Practice and relevant charity governance requirements. We review this procedure 

regularly and update it as required. 
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