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1. Introduction 

 

Essex & Herts Air Ambulance Trust (EHAAT), unlike NHS emergency services, is a Charity 

providing a free life-saving pre-hospital Helicopter Emergency Medical Service (HEMS) to 

the people of Essex, Hertfordshire and surrounding areas. 

 

At EHAAT, we are committed to providing the highest standards of service to our patients, 

supporters, volunteers, and the wider community. We always welcome feedback to help us 

improve.  

 

At EHAAT we take your concerns seriously and are committed to ensuring that all concerns 

are addressed appropriately. We use feedback from complaints to continuously improve our 

services and operations. This procedure outlines how you can raise concerns with us and 

how we will address them. 

 

2. Aim’s & Objective’s  

 

The aim of this policy is to ensure that: 

• The policy is transparent and accessible.  

• Complainants are taken seriously and with treated fairness and respect. 

• Complaints are handled sensitively, fairly and with consistency.  

• Complaints are acknowledged, recorded, investigated and resolved in a timely 

manner. 

• EHAAT continually improves and learns from complaints. 

• EHAAT complies with relevant laws and standards in relation to complaint handling. 

• Complaints are handled in accordance with EHAAT’s values. We are passionate, 

trustworthy, professional, dedicated, innovative and inclusive. 

 

3. How to Complain  

 

If you wish to complain, we request you do this within three months of your initial contact or 

incident. If you delay any longer, this could affect our ability to effectively investigate your 

complaint. In some cases, a long delay will mean that we will not be able to consider the 

matter at all. 

We will acknowledge a complaint within 5 working days. In most cases, we will aim to 

respond in full within 28 calendar days. 

You need to tell us: 

• your concern – what has happened. 
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• How you think we could put it right. 

If someone is complaining on your behalf, we need you to tell us in writing that they are 

acting for you. 

Using our ‘Get in Touch’ online form is the quickest way for us to deal with your concern. If 

you have difficulty using this method, please call us on 0345 2417 690 where a member of 

the team will be happy to help you. 

To make sure we comply with the Equality Act 2010, we consider adjustments for people 

with disabilities such as hearing or sight impairments as well as individuals with language 

difficulties or other specific needs. You can contact us by telephone on 0345 2417 690 or 

write to us at: 

Charity HQ 

Essex & Herts Air Ambulance 

Flight House 

Earls Colne Business Centre 

Earls Colne Business Park 

Earls Colne 

Colchester 

Essex 

CO6 2NS 

 

4. Unacceptable behaviour 

We understand that sometimes complainants may contact us are distressed and need 

support. If complainants are abusive or unreasonable we may restrict our contact with the 

complainant. In some cases, unreasonable behaviour may mean we are unable to proceed 

with our consideration of the complaint.  

 

5. Confidentiality  

We are committed to ensuring that all concerns are managed with the utmost confidentiality.  

When you submit a complaint, we will: 

• Protect Your Privacy 

Your personal information and the details of your complaint will be kept confidential and will 

only be shared with those directly involved in the investigation and resolution process.  

• Manage Your Data Securely  

All records related to your complaint will be stored securely and accessed only by authorised 

colleagues. Your data will used only for the purpose of addressing your complaint. 

• Compliance with Laws  

We will handle your information in accordance with the Data Protection Act 2018 & within 

General Data Protection Regulation (GDPR). 

https://ehaat.org/contact/
https://www.legislation.gov.uk/ukpga/2018/12/contents/enacted
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX:32016R0679
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By maintaining confidentiality, we aim to create a safe environment where individuals feel 

comfortable raising their concerns. 

 

6. Resolution Process 

 

• Initial Review 

Our team will conduct an initial review to understand the nature of the complaint and 

determine the appropriate course of action. At initial review we may contact you to discuss 

your complaint to ensure we fully understand your concern and the outcome that you are 

seeking. 

• Investigation 

Complaints will be investigated thoroughly and fairly to establish the facts of the case. This 

may involve gathering relevant information, interviewing involved parties (including involved 

3rd parties where necessary), and reviewing any relevant documents. Where necessary, 

members of staff will be informed if a complaint has been made about them or actions for 

which they were responsible. EHAAT has a duty of care to staff complained about as well as 

to complainants.  

• Reaching and communicating a decision 

EHAAT will provide clear, evidence-based reasons for any decision that is made regarding 

the outcome of the complaint. In most cases, we will aim to respond in full within 28 calendar 

days. We will ensure decisions are proportionate, appropriate, fair and have consistency with 

how similar cases have been handled in the past. The outcome of a complaint may be 

communicated verbally but will be followed up with a written outcome. If the complaint is 

upheld this will include the steps that have taken to rectify the situation along with and 

applicable corrective actions.  

If you are not satisfied with our response, you can contact the Charity Commission who can 

provide advice.  

 

7. Feedback and improvement 

At EHAAT complaints are regarded as a source of learning and improvement. A record will 

be kept of all complaints received along with the outcome of investigations and the reasons 

for their decisions. Our Executive Team take an active interest and involvement in all sources 

of feedback and complaints, identifying opportunities to help improve our services. 

 

 

 

 

 

https://www.gov.uk/government/organisations/charity-commission
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8. What Type of Complaints are Covered by This Policy 

This policy also applies to third-party fundraisers.  

If your complaint is in relation to our Flight for Life Lottery, we have a lottery complaints 

policy which you can find here: Flight for Life Lottery – Complaints and Alternative Dispute 

Resolution Policy. 

Clinical complaints are covered by our clinical colleagues. 

 

9. Data Protection Complaints 

If your complaint is in relation to our handling of your personal data under the Data 

Protection Act 2018 or within General Data Protection Regulation (GDPR) and you require 

further information please see our privacy policy.  

To make a data protection complaint contact EHAAT as stated in section 3. in the first 

instance to allow us to handle and resolve your complaint.  

If you are not satisfied with our response to your complaint you can refer your complaint to 

The Information Commissioner’s Office (ICO).  

They can be contacted via the above link or by: 

• calling 0303 123 1113 

 

 

10. Fundraising/Regular Giving Complaints 

To make a fundraising or regular giving related complaint contact EHAAT as stated in section 

3. in the first instance to allow us to handle and resolve your complaint.  

If you are not satisfied with our response to your complaint you can refer your complaint to 

The Fundraising Regulator. 

They can be contacted via the above link or by: 

• emailing complaints@fundraisingregulator.org.uk 

• calling 0300 999 3407 (Monday to Friday, 09.30 am – 4.30 pm) 

• sending a letter to Fundraising Regulator, 50 Featherstone Street, Old Street, 

London, EC1Y 8RT 

 

 

https://ehaat.org/wp-content/uploads/2024/08/Complaints-and-Alternative-Dispute-Resolution-Policy.docx.pdf
https://ehaat.org/wp-content/uploads/2024/08/Complaints-and-Alternative-Dispute-Resolution-Policy.docx.pdf
https://www.legislation.gov.uk/ukpga/2018/12/contents/enacted
https://www.legislation.gov.uk/ukpga/2018/12/contents/enacted
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX:32016R0679
https://ehaat.org/privacy-policy/
https://ico.org.uk/for-the-public/how-to-make-a-data-protection-complaint/
https://www.fundraisingregulator.org.uk/complaints/make-complaint
mailto:complaints@fundraisingregulator.org.uk

