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Background 

On 11 May 2016 the Fundraising Standards Board (FRSB) will publish a follow up report on the undercover investigation the Daily Mail carried out on fundraising agency GoGen in July 2015.
We are expecting the report to be critical of some of the practices that GoGen Ltd carried out on behalf of Macmillan and also highlight some areas we need to improve.

We wanted to make sure you were fully briefed before the report is published. For more information please read the accompanying FAQs.
Overview of Fundraising practices review

The charity sector has been under intense media and political scrutiny over the last year. The main areas have been around fundraising practices, how fit for purpose the current regulation system is and ensuring that all charities are adopting high standards of donor care. Reports in the media have suggested there is not enough protection in place to ensure charities treat vulnerable people fairly and have uncovered a few examples where supporters have been hassled, scammed or treated in a way that is bringing the sector into disrepute.

We have taken this scrutiny very seriously and have been actively cooperating with reviews of charity fundraising practices. We are working closely with all bodies involved. Our board are taking an active role to help shape our approach and ensure we are helping to drive up standards across the sector and protect vulnerable people.
Fundraising Standards Board report 
In July 2015 the Daily Mail ran an undercover investigation into the telephone fundraising agency GoGen Ltd in July 2015. The follow up article made a number of allegations about GoGen’s telephone fundraising activity on behalf of four of its clients – British Red Cross, Macmillan, Oxfam and the NSPCC - claiming in particular that it had made calls to households that were registered with the Telephone Preference Service (TPS) on behalf of these four charities. 
As soon as we were aware of the issues we immediately suspended our contract with GoGen. Since then we have been dedicated to rebuilding the trust of our donors and have made a range of improvements to our fundraising practices.

On 11 May 2016, the Fundraising Standards Board published a follow up report on the charities who had worked with GoGen including Macmillan. The report details that Macmillan were in breach of two codes at the time – our monitoring of agencies and privacy notice. The British Red Cross also breached these two codes, whilst NSPCC and Oxfam were found to have breached the monitoring code. 

Our response 
Without the generosity of our supporters and donors we simply could not fulfil our ambition to reach and improve the lives of everyone affected by cancer. Macmillan is extremely grateful to our supporters without whom we would not be able to continue to be there for those who need us. 

We are extremely sorry that the work undertaken by GoGen on our behalf did not meet the high standards we expect which is why we immediately suspended our work with them. We want to reassure our donors and the public that we have taken this very seriously and have made a number of crucial changes to help ensure this never happens again. 


We have appointed a dedicated Compliance Manager who is undertaking a comprehensive programme of work to implement rigorous new training, quality assurance and monitoring procedures across all our fundraising activities. We have strengthened contracts with the agencies we use, increased the number of calls we listen to and introduced stronger safeguards to protect vulnerable people.      

 

Alongside this we immediately reviewed and amended our data protection statement to make it easier and clearer for supporters to choose how they support us. Donor choice is vital to their support and we want people to be in control of how we communicate with them whilst ensuring they are still aware of how to access our vital support services. So we have undertaken a robust piece of research to develop and test a new statement that makes sure donors truly understand and explicitly consent to supporting us, and we will be changing to this new statement soon.

  

Our donors are at the heart of everything we do.  We only exist because of them and couldn't offer our vital services to people living with cancer without their generosity. We are enormously grateful to every single one of them. Donors need to know that they can trust Macmillan and that's why we have developed a new Macmillan Supporter Promise which outlines our commitment to always being open, honest, transparent and treating our supporters with the respect they so rightly deserve

Where should I direct members of the public to?

You can direct people to the Fundraising Standards page of our website which has a reference to what we’re doing about the current situation and which will also host a new Macmillan Supporter Promise.
If you feel at all uncomfortable with the discussions or are faced with some difficult conversations please follow the usual procedure and send all fundraising complaints to fsccomplaints@macmillan.org.uk.

If you manage a Macmillan social media account you do not need to respond to complaints – please direct them to the address above. You can use the FAQs or this suggested tweet for any general questions.

Suggested Twitter response: 

Our supporters come first. We welcome the review of fundraising regulations and take complaints seriously. See more http://bit.ly/1NriVOL
National or regional press: Please contact our Press Office on 020 7840 7821 or 07801 307068 if out of hours. You can also direct enquiries to media@macmillan.org.uk. 

Complaints from the general public: should be sent to FSCComplaints@macmillan.org.uk. 
Read the accompanying FAQs for more information.
