[image: image1.emf] 

i 

ACTION FOR DEVELOPMENT 
[image: image2.jpg]



POLICY DOCUMENT ON COMPLAINTS AND RESPONSE HANDLING MECHANISMS (CRHMs)

(REVISED VERSION)

October, 2017

ADDID ABEBA
[image: image3.jpg]


[image: image4.jpg]



[image: image5.wmf][image: image6.png]



Table of contents

ACRONYM
1.
INTRODUCTION
1
2.
DEFININTION OF TERMS
3
3.
OBJECTIVES OF THE POLICY
4
4.
THE IMPORTANCE OF THE POLICY
4
5.
SCOPE OT THE CRHMs
5
5.1.
VALID COMPLAINTS
5
5.2.
INVALID COMPLAINTS
7
6.
CATEGORIES OF VALID COMPLAINTS
8
6.1.
SENISTIVE COMPLAINTS
8
6.2.
NON-SENSITIVE COMPLAINTS
8
7.
WHO CAN COMPLAIN?
9
8.
PRINCIPLES OF CRHM
9
9.
INSTITUTIONALIZATION OF THE CHRMs
11
9.1.
ESTABLISHING COMMITTES THAT HANDLE COMPLAINTS
12
9.1.1.
Complaint Handling Committees (CHCs)
12
9.1.2.
CHC of the HO
15
9.1.3.
Community Complaint Handling Committees (CCHCs)
19
9.2.
CAPACTY BUILDING TRAININGS/AWARENESS RAISING CAMPAIGNS
22
9.3.
PROTECTION GUIDELINES
22
9.3.1.
For Voiceless People
22
9.3.2.
For Whistle Blowers
23
10.
TIME FRAME AND BUDGET
23
10.1.
TIMEFRAME
23
10.2.
BUDGET………………………………………………………………………………………………………………………….……..25
11.
PROCEDURES APPLICABLE TO CRHMs
25
11.1.
CONSULTING BENEFICIARY COMMUNITIES
25
11.2.
PROCEDURES FOR RAISING COMPLAINTS
26
11.2.1.
Formal/Direct Complaints
26
11.2.2.
Anonymous Complaints
27
11.3.
PROCEDURES FOR DEALING WITH COMPLAINTS
28
11.3.1.
Registering, investigating, and responding to complaints
28
11.3.2.
Establishing collaboration with other agencies on complaint mechanisms
29
11.4.
REPORTING, MONITORING, AND DOCUMENTATION
31
12.
ANNEXES
33
ANNEX 12.1:
COMPLAINT LETTER (COMPLAINT APPLICATION FORM)
33
ANNEX 12.2:
ACKNOWLEDGMENT OF RECEIPT OF COMPLAINT
35
ANNEX 12.3:
COMPLAINT REFERRAL FORM
36
         ANNEX 12.4:     COMPLAINT AND RESPONSE REGISTERATION FORM…………….……………………………….41
[image: image7.jpg]




ACRONYM

AC

Appeal Committee

AFD 

Action For Development


CDF

Community Development Facilitator

CHC

Complaint Handling Committee

CCHC

Community Complaint Handling Committee
CFCO

Coordinator of Field Coordination Office
CRHM/s
Complaints and Response Handling Mechanism/s

CTP

Cash Transfer Program

DARS

Date Acknowledgement of Receipt is Sent to the complainant

ED

Executive Director of AFD

FCO

Field Coordination Office

HO

Head Office of AFD

HRPPM

Human Resource Policy and Procedures Manual

IP

Information Policy

LD

Line Department
MPO

Manager of Project Office
NGO

Non Governmental Organization
PLWHA
People Living With HIV/AIDS
SEA

Sexual Exploitation and Abuse

SFCO

South Field Coordination Office

SMT

Senior Management Team

SO

Sectoral Office


VC

Valid Complaint



IC

Invalid Complaint



VSC

Valid and Sensitive Complaint

VNSC

Valid but Non-Sensitive Complaint
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1. INTRODUCTION

With a view to setting up formal mechanisms for complaints and redress in humanitarian response initiatives, Action For Development (AFD) adopted a policy on Complaint and Response Handling Mechanisms (CRHMs) in February 2013. This policy was broadly aimed at enhancing the accountability of the organization to disaster affected communities/people and its key stakeholders. The policy, which was formulated on the basis of humanitarian standards laid out in the 2010 HAP Standard in Accountability and Quality Management, however, encountered various challenges in the process of implementation, whereby compromising the realization of the intended results to the full satisfaction of the organization and its stakeholders. 
More importantly, the implementation of the existing complaints handling and response policy was overshadowed by the continued development of the principles and practices of humanitarian accountability, which witnessed the evolution of the 2010 HAP standard into the Core Humanitarian Standards on Quality and Accountability (CHS), developed in December 2014. The new CHS that was developed to further harmonize standards sets out nine commitments organizations involved in humanitarians response can use to improve the quality and effectiveness of the assistance they provide. One of these commitments, commitment 5, pertains to complaints handling, the essential elements of which were elaborated in the guidance notes of CHS. These were, however, not adequately incorporated in AFD’s existing policy, making necessary its revision. Consultation with the communities on the design, implementation, and monitoring of complaints handling processes; protection of complainants and whistle blowers; and the possibility of working with various stakeholders on complaint mechanisms, were key areas that were not adequately addressed in the existing policy. Moreover, deficiency in the institutionalization of the complaint handling mechanisms across programs and structures of the organization was another challenge encountered in the course of implementation of the existing policy. 
It goes without saying that the developments in humanitarian standards as well as challenges encountered on the ground, as mentioned above, necessitate the amendment of the existing policy whereby incorporating missing elements of the CHS in the policy document in order to guiding AFD’s complaint handling mechanisms in humanitarian, recovery, and development operations, and institutionalize the system within AFD and the partner communities with which the organization works. The revised policy document that was developed in this context was further enriched with ideas, constructive comments, and feedback received from staff of the various HQ and field based work units of AFD, who participated on a policy verification workshop organized from 15 to16, June 2017 at Bishoftu town. Additional inputs were also obtained in trainings provided for staff on the revised policy document at Yabello (from 04 to 05, August 2017), and Jinka (07 to 08, August 2017). Moreover, lessons drawn from experience sharing events conducted with organizations such as AVH were helpful in refining this policy document, and make it more relevant to the purpose and context of operation.
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The revised policy document on CRHMs was further reviewed and endorsed by AFD’s management and organs of governance, and set to be rolled out as of October 2017. The SMT of the organization would like to use this opportunity to reiterate its commitment to provide all the necessary support for the implementation and institutionalization of the policy. Needless to mention that it behooves all staff, particularly members of Complaint Handling Committees (CHCs) established in all the operational areas of AFD, to understand the rationale behind complaint mechanisms and the procedures for operating it, raise awareness of the community about how to make complaints, respect the policy principles, design complaint and redress procedures fit to the local contexts, and identify lessons, best practices, and challenges that are useful for the continued improvement of this policy. This would take us a long way in enhancing our organizational accountability to our partner communities and other stakeholders.
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2. DEFININTION OF TERMS

Unless specified, the definitions of words and terms given below are applicable only for the purpose of this policy. Hence, words and terms applicable to this document are defined as follows:

1. Complaint: -A complaint is an expression of a specific grievance or dissatisfaction of a stakeholder (beneficiary, community, partners, and key stakeholders) who has been negatively affected by AFD or its staff or who believes that the organization has failed to meet a stated commitment. 
2. Complainant: - Is a beneficiary or a target community, staff, NGOs working with AFD, and other stakeholders who express their dissatisfaction about the services AFD provided.   

3. Complaints and Response Handling Mechanisms/Procedures: - Are simple mechanisms and procedures that give users access to safe means of voicing complaints on areas relevant and within the control of the organization and ways of addressing their complaints.

4. Complaint procedure: - A specified series of actions through which AFD deals with complaints and ensures that complaints are reviewed and acted upon.

5. Subject of complaint:- Is an employee of AFD or its partners, or any individual associated with AFD’s projects/program against whom people affected by his/her actions complained about.

6. Valid Complaint: - Is a complaint about actions for which AFD is responsible and must be both relevant and within the control or scope of AFD. Otherwise, a complaint about actions for which AFD cannot respond or be held accountable is identified as invalid complaint.

7. Sensitive Complaint: -Any complaint beneficiaries or communities and staff of AFD may raise against colleagues and staff of donor partners or other NGOs working with AFD, that should be fast-tracked or needs to be dealt in a more speedy manner and with due attention. All complaints outside those concerns covered under sensitive complaints are defined as non-sensitive complaints.

8. Formal/Direct complaint: - Is a signed and dated written statement of allegation(s) submitted by a complainant or his/her representative to delegated staff of AFD or members of Complaint Handling Committees (CHCs) and/or Community Complaint Handling Committees (CCHCs). In addition to this, complaints members of CHCs or CCHCs receive from complainants through phone call, text messages, open community meetings, and other mechanisms the target communities will accept or agree to can be considered formal/direct complaints.
9. Whistle-blower:- Is an employee of AFD who provides credible information about the wrong doing or malpractices his/her colleagues committed against the beneficiaries or the interest/reputation of the organization.

10. Anonymous complaints: - Are complaints the identity of the complainant and/or the victim of which is not known.

11. Proxy: - Someone who is authorized to represent and/or act on behalf of someone else. In this context, we refer to a person who raises a complaint on behalf of someone else. The person they are acting for is the complainant; the proxy is merely acting as a channel, assisting in raising complaint.

12. Beneficiaries: - The people (individuals and communities) that AFD assists or seeks to assist through the programs/projects it is implementing in its operational areas.

13. Partners: - Any organization with whom AFD holds a current and valid project or partnership agreement and working relationship. Based on this definition, AFD identifies donors, other NGOs that work with it in consortia or similar locations, and project signatory bureaus, line departments (LDs), and Sectoral Offices (SOs) of the government as partners.
14. Key stakeholders: - Other people (individual or organizations) who may be directly or indirectly affected by the work of AFD and its partners, or who can affect the organization. 
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3. OBJECTIVES OF THE POLICY

AFD commits itself to the establishment of CRHM throughout its programs and operational areas with the aim of promoting organizational accountability to beneficiaries and key stakeholders by designing quality programs/projects that meet people’s needs and reduce the potential for mistakes, abuse and corruption. We believe that providing the people we work for and with the opportunity to complain and raise concerns on the quality of our work is an essential part of being accountable.

The specific objectives this policy document aims to achieve are the following:

1. Providing guidance to AFD’s beneficiaries, key stakeholders, partners and staff on how they can raise complaints and get timely responses to their complaints or grievances.

2. Creating conducive environment that will enable beneficiaries, key stakeholders, partners and staff to raise issues/complaints, express their dissatisfaction and seek explanation on our commitments and quality of program/service delivery.

3. Drawing practical lessons that can be used to enhance the quality, effectiveness and impact of the programs and services we deliver to our beneficiaries. 
4. THE IMPORTANCE OF THE POLICY

For AFD, implementing CRHMs as described in this policy document is important for:

·  Identifying weakness or wrongdoing in the operations we carry out or services we provide, and to demonstrate the organization’s commitment to recognize its shortcomings and address them. Complaint mechanisms are a valuable source of information to improve our services and behavior.

· Addressing and preventing the unintended negative effects our decisions and actions may have on the communities and individual beneficiaries. In such instances, CRHM will help us identify and fix mistakes whereby improving the effectiveness of our projects/programs, and reducing organizational risk by discouraging and preventing fraud, corruption, abuse, and any other wrong doing.

· Facilitating continuous organizational learning and improvement and improving the effectiveness and quality of our programs/projects.

· Ensuring the respect and dignity of those wishing to raise an issue, concern or complaint about AFD’s operations and its employees.

· Encouraging beneficiaries to report not only appropriate but also inappropriate behaviors of our staff.

· Protecting both the complainant and the subject of the complaint as clear procedures are more likely to result in fair and impartial investigations.

· Raising awareness amongst partners, beneficiaries and other key stakeholders about their right to raise concerns and complaints about AFD.

· Ensuring that all staff and partners are aware of, and able to deliver their roles and responsibilities with respect to raising and handling complaints in appropriate manner.

· Listening to and addressing the concerns of the voiceless people. 

· Empowering beneficiaries/the communities in a way that creates sense of ownership of the programs/projects we implement.  
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5. SCOPE OT THE CRHMs

This policy document recognizes the urgent need for creating clarity on the types of concerns/issues beneficiaries (individual or communities), key stakeholders and partners can or cannot complain about, i.e., in essence defining the scope of AFD’s CRHMs. The procedures described in this document are applicable to any complaints that are internal or external by their origin, and found to be valid, relevant, and within the responsibility of AFD or its sphere of influence.To the contrary, there are also complaints that may fall outside the control and responsibility of AFD, and should be referred to other relevant organizations or authorities.For the understanding of our staff, people we assist or work with, and our partners, valid and invalid complaints are thoroughly discussed, respectively, in sub articles 5.1 and 5.2 of this article below.
5.1. VALID COMPLAINTS

AFD considers complaints disaster affected communities and vulnerable groups such as older people, children, women, people with disabilities, and other marginalized people raise on, inter alia, the following issues as valid ones:
· Quality of both the humanitarian and development programs/projects and services we deliver. This quality can be measured in terms of program timing, relevance and effectiveness, and standards of material/items distributed to beneficiaries, or used in construction and services.

· Excluding issues of criminal nature, which will automatically be referred to proper legal authorities, all projects (humanitarian, recovery, and development) and activities AFD implements in its operational areas. Project or activity related complaints target beneficiaries and communities can raise and considered to be valid ones include:
· Poor participation of the beneficiaries, local leaders (‘kebele’ officials and community leaders) and representatives of different groups (youth, women, and vulnerable groups) in project design or the entire project cycle management (PCM);

· Implementing projects or activities that further aggravate disparities in access to basic services (e.g., water, education, health, livelihood, etc.) among the community, or that do not agree with well recognized social norms, culture, and values;

· Failure to share information to the target beneficiaries, local authorities, and community representatives about the projects or specific activities, expected results, and budget the organization uses for the implementation of the projects/activities;
· Project staff assigned by the organization who demonstrated poor competencies in terms of knowledge, skills, behaviors, and attitudes they have;
· Negative environmental impacts brought by humanitarian responses and recovery/development projects that use/d local resources without due consideration of their impact on the environment; and
· Actions that prevent project beneficiaries and different groups from complaining.
· Gross misconducts or malpractices of AFD’s or partners’ staffs or any individual associated with our program (e.g., accepting cash or in kind gift in return for services, fraud, sexual exploitation and abuse (SEA) (including sexual favoring and harassment, etc.)

· Any staff of AFD who promotes his/her own political or religious views in the work place and among target communities using the resources of the organization (that include time, finance, and logistics).
· Behavior/conduct of line departments’ staffs who are temporarily assigned to provide professional/technical assistances/services to our beneficiaries on our behalf.
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Misuse or misappropriation of program/project funds and other resources (such as industrial and local construction materials, hand tools, and/or other aid resources).
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· Non-fulfillment of AFD’s stated commitments (that include our commitments to our vision and values, NGO Code of Conduct, gender equality, participation of beneficiaries and our policies of complaint handling and information sharing).

· Criteria used for targeting beneficiaries (especially in humanitarian response projects).

· Failure to make beneficiaries to be aware of their entitlements, the established national or international minimum standards (e.g., SPHERE, LEGS, and CHS) to the extent possible, and complaint handling mechanisms put in place for their use.
· Complaints staff raise on cases of administrative or disciplinary nature that the CHCs established at FCOs, POs, and HO refer to the proper officer or authority assigned to deal with such complaints in the organization.

AFD also respects the right of funding partners, government partners, and other NGOs working with it in consortia or similar geographic areas to complain. Accordingly, AFD considers such complaints as the following, as valid:

· Unnecessary delays made in delivering humanitarian assistance to crisis affected communities and people.
· Misconduct of AFD’s humanitarian staff, misappropriation of project funds and other resources, gaps observed in PCM, and beneficiary targeting criteria.
· Underperformance observed in the humanitarian assistance AFD provides for the target beneficiaries and communities, using donor funds.
· Actions AFD or its staff might have taken in breech of contractual agreements signed with the donor/s.
· Different implementation modalities applied in humanitarian interventions (e.g., rates of payments used in CFW or DCT, slaughter destocking, etc.) and that negatively affected the beneficiaries of other NGOs working with us in consortia or similar geographic areas.
· Undesirable interferences AFD’ staff may make without the knowledge of the organization in the works of our funding partners or other NGOs in a way that damages their organizational reputation or affect the good relationships they have with target communities and other partners.

5.2. INVALID COMPLAINTS

Apparently, there could be complaints that emanate outside AFD’s areas of operation, or lodged for the services that are not delivered by AFD. This CHRM policy does not apply on complaints of such nature.Complaints that fall outside the responsibility of the organization, and that can be categorized under invalid complaints include:

· Engagements staff of the organization have during their spare time in matters of political or religious nature that does not have connection to the values/principle the organization stands for or exploit the resource of the organization for such purpose;
· Claims individuals or groups outside the target communities/kebeles may make to get access to humanitarian assistances intended for others;
· Complaints raised by beneficiaries or communities targeted by other NGOs with whom AFD has no working relationships or has established common complaint handling mechanisms;
· Any politically motivated non programmatic concern local and regional authorities want to raise on AFD or its staff;

· Inter and intra ethnic conflicts that occur inside and outside the operational areas of AFD;

· Matters of marital disputes that involves target beneficiaries, staff, or any person for whom AFD contracted out supply of materials or services needed for the implementation of humanitarian, recovery, and development projects;

· Crimes that are under investigation by proper legal authority or court cases (litigations) underway in local courts; and
· Requests target beneficiaries or communities make regarding their unmet needs that are outside the scope of humanitarian and development interventions AFD implements in the same communities.

6. CATEGORIES OF VALID COMPLAINTS

Complaints that are found valid as defined in sub article 5.1 above can further be categorized into two groups, namely, sensitive and non-sensitive complaints. Sub article 6.1 and 6.2 discuss both types of complaints in adequate details.

6.1. SENISTIVE COMPLAINTS

In line with the definition provided under article 2 (#7) of this policy, valid complaints (VCs) the organization receives on the following issues are considered sensitive:
· Misuse, misappropriation, or diversion of project or aid resources, and other related corruption and fraud cases;
· Failure to report on colleagues engaged in fraud, corruption, misappropriation of project and/or aid resources; 

· Quality of the development and humanitarian programs/projects and services we deliver;
· Gross misconducts or malpractices committed by staff of AFD or partner/s or any individual  associated with our program;
· Sexual exploitation and abuse (SEA) staff of the organization and partners commit on program/project beneficiaries;
· Sabotage staff of AFD, partners, and clients hired to provide supplies and services may make either independently or in collusion with one another to delay delivery of humanitarian services/assistances (e.g., Emergency Water Trucking (EWT), animal feed, cash transfer program (CTP), water treatment chemicals, NFIs, etc.) and/or to deliver materials, supplies, and services that show serious quality and quantity deviations to the project sites or directly distribute the same to beneficiaries of humanitarian responses;
· Deliberate acts of discrimination of beneficiaries, service providers, and suppliers based on ethnicity, local cast, sex, age and political or religious affiliations;.

· Abuse of power by AFD or partners’ staff or any individual associated with our program/project;
· Breach of confidentiality, staff code of conduct, and humanitarian principles (international or local) AFD accepts to protect people and vulnerable groups (e.g., women, children, people with disabilities, and others) it aims to assist and protect from any harm and abuse/exploitation;
· Political interference local or regional authorities may make in our program; and
· Circumstances (internal or external) that pose a credible security risk to the organization’s and partners’ staffs or assets, and the well-being of beneficiaries, and failure to respond to security related crises in time.
6.2. NON-SENSITIVE COMPLAINTS

Similarly, the revised policy identifies complaints that are valid and lodged on the following issues as non-sensitive complaints:

· Failure to make beneficiaries aware of their entitlement and share information to beneficiaries and partners at different stages of project cycle;

· International and national standards  which AFD cannot fully meet or comply with due to capacity and resource limitations;
· Inappropriate selection criteria or unfair targeting of project beneficiaries;  
· Delay in the supply/distribution of project inputs (for non-humanitarian projects);
· Failure of the organization’s staff to observe and pursue the vision, mission, and values AFD stands for;
· Unforeseen delays AFD may experience in humanitarian responses as the result of overdue project funding and appraisal process;
· Engagement of staff in political activities or those that have no connection to AFD’s programs/projects in official hours; and
· Poor participation of the beneficiaries and the community in program/project design, implementation and monitoring and evaluation;
· Divergent implementation modalities AFD and its partners apply in humanitarian projects, and the resulting negative impacts on beneficiaries or communities targeted by one or the other NGOs; and
· Undesirable interferences AFD’ staff may make without the knowledge of the organization in the works of our funding partners or other NGOs that work with AFD in consortium or similar geographic areas.
7. WHO CAN COMPLAIN?

As partly defined in section 2 of this document, complainants may include beneficiaries, key stakeholders, partners and other entities. For the purpose of this policy, complainants may include:

· Direct and indirect beneficiaries of programs or services delivered by AFD;

· Non-beneficiaries and local communities located in program and/or service areas of AFD, and not specifically targeted as beneficiaries of our work. These include individuals, traditional community leaders, community groups (or organizations), local leaders (government representatives) and community institutions such as schools and health facilities.

· Government institutions or line departments and their staffs with whom AFD has dealings.

· Donor staff who are responsible to manage the projects/services AFD implements or provides.

· Suppliers, service providers, contractors and consultants who have dissatisfaction on procurement methods AFD applied (or will apply) to purchase the works, goods and services it required/requires, as well as overdue payments AFD makes for the supplies, services, and works purchased from the same.

· NGOs that are signatories of NGO Code of Conduct with AFD or working with AFD in consortia or similar geographic areas or sectors, and who are willing to establish a common complaint handling mechanisms with AFD.
· Staff of the organization have also the right to complain on both programmatic and administrative issues. This policy allows staff to raise their complaints on matters that constitute sensitive complaints listed under sub article 6.1 of this document and any concern that is either under or beyond the scope of  existing HRPPM, and to be addressed on referral basis.
8. PRINCIPLES OF CRHM

The procedures of CRHMs must be guided by the following principles:

1. Responsiveness: - AFD is committed to provide a timely response to all valid complaints/concerns expressed by program/project participants, beneficiaries, key stakeholders and partners.

2. Honesty: - Complainants should be as honest as possible and ready to give evidence that should be easily followed through to make the CRHM more effective.

3. Transparency: - AFD will provide detail information that clarifies the processes of making and handling complaints to program/project participants, beneficiaries, staff, key stakeholders and partners. Moreover, for the 



4. purpose of ensuring the transparency of the CRHM, we routinely work with our beneficiaries and key partners and stakeholders so that they should know:
· the purpose and the limitations of the CHRM; 

· what constitutes a complaint and who can raise a complaint; 

· methods for raising complaints, letter of complaints, and collection points/contact address for complaints; 

· person/ body responsible for handling complaints, and time of response.

5. Fairness and impartiality: - AFD will treat all complaints with respect, whether or not it is felt that the complaint is justified.

6. Confidentiality: - AFD is committed to the safe keeping of all information related to complaints and to the protection of the safety and privacy of all concerned. We do so because confidentiality helps to create an environment in which people are more likely to raise concerns, complaints or stand in witness to bad practice or incidents of abuse. Generally, the nature of the complaint, its facts, identity of the alleged victim or complainants and the subject of complaint, witnesses, and investigation records are dealt with in a confidential manner. Access to information regarding the complaint, investigation and response are restricted to authorized personnel within AFD (see section 11.4 for who is involved).

Disclosure will only be permitted when:

· Specific permission has been given by the complainant;

· It is required by law; and

· Obtaining specialist help for the complainant or advice on the evidence is needed.

7. Accessibility: - AFD will devise different methods that are necessary to make this CRHM accessible to and be used by as many people as possible. These methods should take into account the literacy levels of the people we are working with, their understanding of what constitutes a formal complaint, and local culture or norms (see section 11.2).  

8. Non-retaliation and Safety: - AFD understands that complaints about sensitive issues may put people in danger and deter them from raising their concerns. Therefore, AFD confirms its commitment to ensure the safety of complainants by strictly pursuing a policy of non-retaliation in response to the complaints made against AFD, its partners and/or staff. Any attempt anyone of our staff makes to retaliate a complainant will be considered gross misconduct and AFD will take immediate disciplinary action against such behavior as stipulated in HRPPM. Any similar attempt of retaliation made by our partners and their staffs will be referred to the proper representative of the partner. If the partner fails to take corrective action and does not notify AFD about that action within two weeks time, AFD may be obliged to pursue an appropriate course of action (including legal action). However, if investigation findings prove that an allegation or complaint was made maliciously or in bad faith (specifically by our staff), AFD will take appropriate disciplinary action against an individual who makes such allegation. Further protection guidelines that complement this non-retaliation and safety principle are provided in sub article 9.3of this document.
9. INSTITUTIONALIZATION OF THE CHRMs
Following the endorsement of this CHRM policy document by the responsible organs of AFD in February 2013, the organization established CHCs at the Southern FCO (SFCO), Borena FCO (BFCO), and HO (in total three committees) and one Appeal Committee(AC) at HO. These committees were established for the purpose of institutionalizing the complaint handling mechanisms across the structures of the organization.However, observations of the past four plus years show that none of these committees have adequately served the purpose they were established for. Taking the past failure as a lesson and in a bid to invigorate the complaint mechanisms, this revised policy document re-establishes CHCs at FCOs, POs, and HO.Unlike the previous policy, there is no independent AC this policy establishes to deal with appeal cases. Instead, by dissolving the former AC, the revised policy transfers the roles and responsibilities assigned to AC to the CHC established at HO.The policy also intends to make the complaint handling mechanisms more accessible to communities we work with. In this regard, the policy obliges FCOs and Project Offices (PO) to establish Community Complaint Handling Committees(CCHCs) in the communities AFD implements humanitarian, recovery, and resilience building projects. The types of committees established by this policy, and tasks they will be in charge of are detailed in sub article 9.1.1, 9.1.2, and 9.1.3.
Besides, the revised policy understands that the task of institutionalizing complaint mechanisms goes beyond mere establishment of CHCs and CCHCs across organizational structures, and in the target communities, respectively. Accordingly, the policy considers trainings aimed at enhanced staff and committee members understanding of the rationale behind the complaint mechanisms and procedures for operating it; information campaigns that help to raise the communities’ awareness of the system and procedures; the protection complainants or whistle-blowers require for making their complaints confidentially and without fear of retaliation; and the like, as important elements of the institutionalization process. These points are further discussed under sub article 9.3.
9.1. ESTABLISHING COMMITTES THAT HANDLE COMPLAINTS
9.1.1. Complaint Handling Committees (CHCs)
For the purpose of this policy and its effective implementation, AFD will establish Complaint Handling Committees (CHCs) at its FCOs, POs, and HO. Committees established at FCO and HQ level will have five members each, while those at PO level will have three members, reflecting the staffing pattern. Each of these committees will have has its own independent chairperson, secretary and members. The roles and responsibilities of the respective committees as well as their members are described in sub article 9.1.1.1, 9.1.1.2, and 9.1.1.3 below.
9.1.1.1.
Responsibilities of CHCs established at FCO/PO level
CHCs established at FCO and PO are mandated to discharge the following responsibilities:

1. Elect their own Chairperson and Secretary;

2. Identify budget earmarked for complaint mechanisms or routine monitoring purposes which can be used for the implementation of the mechanisms in each project AFD implements;
3. Approve budget and annual implementation plan prepared by the Chairperson;

4. With the involvement of coordinators of humanitarian or recovery projects, establish CCHCs in disaster affected communities in which AFD undertakes humanitarian, recovery, or resilience building projects/programs, and train the committee members on complaint handling mechanisms;

5. Assign a Community Development Facilitator (CDF) or Woreda Promoter to each CCHC in order to assist the committees in complaint registration, investigation, and response process;    

6. In the communities targeted for humanitarian response, recovery, and resilience building projects, organize regular information sharing campaigns that help them to know what constitutes a complaint, how the mechanism or system and procedures applicable for raising and dealing with complaints can be accessed, and what they can expect from AFD in terms of services, staff attitudes, and behavior;

7. With the participation of the communities and CCHCs, design complaint handling and response procedures that are fit to the local context, and accessible to the target communities;
8. Categorize complaints presented to it by the Secretary into valid and non-valid complaints;
9. For complaints that fall outside the control and responsibility of AFD (i.e., non-valid complaints), provide clear explanation to the complainant that the committee cannot deal with the complaint and, where possible and in agreement with the complainant as well as the approval of the relevant work unit leaders, refer the case to appropriate legal authorities or organization;
10. Assess valid complaints and group them into sensitive and non-sensitive complaints;

11. Start investigation of the sensitive complaints that are decided to be fast tracked, and the non-sensitive ones within five and seven days of the receipt of the complaints, respectively;
12. As provided in sub article 11.4 of this document, investigate complaints partners or other NGOs that work with AFD submit to FCOs or POs;  
13. Identify possible corrective action/s that the responsible persons of AFD’s FCO/PO/HO management committees, and staff relevant to the case may take on both sensitive and non-sensitive complaints raised by individual beneficiaries, or target communities, staffs, and partners working with AFD;
14. If necessary, consult the Legal Adviser of the organization to check that the investigation procedures and corrective action/s the committee proposes meet legal standards and labor law requirements;
15. Refer the findings of the investigation and proposed corrective action/s to the ED/SMT/the CFCO/MPO who finally decide on measures the committee implements;
16. Provide induction and trainings (both basic and refresher) for field staff on the rationale behind the complaint policy of the organization and procedures for handling complaints;

17. When delegated by the CHC of HO, handle appeal cases forwarded to it by beneficiaries and non-beneficiaries who are unsatisfied with the decision of the CCHC;

18. Make sure that the complaint mechanism put in place is accessible to both the staff and target communities and fit to the local context;

19. Establish field level collaboration with partners or other NGOs that are working with AFD in consortium or similar location/sector on complaint mechanisms;
20. Oversee budget utilization and the implementation of this policy across programs/projects as well as in the target communities;
21. Identify problems/challenges encountered while applying this policy in the operation areas, and 

22. Recommend improvements to the CHRMs.

9.1.1.2.
Responsibilities of the CHC’s Chairperson

The chairperson of CHCs is responsible for: 

1. Preparing budget and implementation plan of complaint handling mechanisms and get the same approved by the committee and the CHC of the HO or CFCO or MPO;

2. Making sure that the budget allocated for complaint mechanisms is utilized properly and planned activities are on track;
3. Initiating/facilitating the process of designing complaint handling and response procedures that can serve the target communities in the best possible ways;
4. Informing beneficiaries, non-beneficiaries, and staff about methods they can use (e.g., complaint boxes, telephone call or text, written complaints- either anonymous or signed, etc.)  to submit their complaints, and addresses of committee members;
5. Facilitating collection of complaints from all the places/communities and partners provided with complaint/suggestion boxes or collected through other formal and informal tools that are allowed by this policy document and local context;
6. Nominate CDFs or Woreda Promoters who, with the approval of CHCs, will assist CCHCs in the entire complaint handling procedures and register complaints illiterate beneficiaries and vulnerable groups want to raise(applicable only to FCOs and POs);
7. If the need arises, delegating
additional staff members who will provide assistance to children, older people, women, people with disabilities, and People Living With HIVE/AIDS (PLWHA) (applicable only to FCOs and PO);
8. Providing technical guidance and support for CDF/Promoter and other staff delegated to assist CCHCs;

9. Chairing regular meetings of the committee;
10. Leading the investigation works;
11. Ensuring that the investigation process is carried out in ways that adheres to the principles of CRHMs stated in this guideline;
12. For complaints that are found outside the remit of AFD (invalid ones), providing clear explanation to the complainant why the committee cannot handle the case;
13. In consultation with the complainant and the ED or the CFCO or MPO, referring such invalid complaints to proper legal authorities;
14. As requested by the committee, inviting the legal adviser of the organization to comment on the investigation procedures and responses provided for the complaints under investigation;

15. As approved by the ED, CFCO, or MPO, communicating the response the organization provides to the lodged complaint to both the complainants and subject of the complaints;

16. In case either one of the parties or both the complainant and subject of complaint are not satisfied with the decision of the committee, informing them about the right they have to appeal against the decision and how to appeal the case;
17. Leading the process of establishing CCHCs and designing the complaint handling and response procedures in all communities targeted by AFD’s humanitarian, recovery, an resilience building programs/projects;

18. Requesting the CHC of the HO for delegation of authority that will enable the CHCs of the FCOs and POs  to handle appeal cases forwarded to it by beneficiaries and non-beneficiaries who are unsatisfied with the decision of the CCHC;

19. Ensuring that this policy on CRHM is applied across programs/projects, and is accessible to communities; and 

20. Preparing detail reports quarterly/annually on the number of complaints addressed (including their status, such as whether an appeal is filed against the decision or not), lessons learnt, challenges encountered, and recommendations proposed on the improvement of the system or the procedures.
9.1.1.3.
Responsibilities of the CHC’s Secretary

Likewise, responsibilities of the secretary of CHC are to: 

1. Log/register the complaints (with date)on complaint application letter and assign unique reference number to each complaint;
2. Send receipt of acknowledgment of the complaint to the complainant (whether the complaint is valid or not);
3. Inform the complainant of the investigation process and the timescales for the response(see section 10.1);
4. Schedule regular meetings of the committee and remind the members about the date, time and place of the meeting;
5. Inform the subject of complaint (in written) about the date, the time and place he/she can defend the complaint brought against him/her on the committee;
6. Keep the minutes of each meeting;
7. Track budget utilized for implementation of the complaint mechanism and accomplishments of planned activities;

8. Collect reports CDF/supervisor and other staff compile on complaints registered, investigated, and redressed by CCHCs;
9. Log the response (with date) given to the complainant locally and centrally (i.e., at HO), and 

10. Keep records, documents (of primary and secondary origin), the date each complaint is filed and its resolution, appointment book, minutes of committee meetings, investigation reports, decision of the CHC (including decision passed on appeal cases), and different formats in a safe place.
9.1.2. CHC of the HO
A CHC having five members will be constituted at HO to redress complaints AFD’s stakeholders in Addis Ababa directly submit to the HO, or complaints that exclusively do not fall under the responsibility of field level CHCs. Moreover, the CHC of the HO has the mandate to handle appeal cases and complaints in which majority members of the CHCs of the FCOs or the POs are implicated, and subsequently, the impartiality and transparency of their decisions may be jeopardized. The subsequent sub articles discuss the responsibilities of the CHC of the HO, the chairperson and the secretary of the committee.
9.1.2.1. Responsibilities of the CHC of the HO
The responsibilities assigned to the HO CHC include the following:
1. Elects its Chairperson and Secretary;

2. Identifies budget required for the implementation of complaint mechanisms at HO, field monitoring, and technical backups it provides for CHCs of the FCOs and POs;

3. Approves budget and annual implementation plan of its own and that of CHCs of the FOs and POs ;

4. Ensures that complaints and redress mechanisms are adequately addressed in or well integrated into  new emergency or recovery projects AFD designs to respond to emerging and identified humanitarian needs; 
5. Categorizes complaints submitted to HO and presented to it by the Secretary into valid and non-valid complaints;

6. For complaints that fall outside the control and responsibility of AFD (i.e., non-valid complaints), provides clear explanation to the complainant that the committee cannot deal with the complaint and, where possible and in agreement with the complainant as well as the approval of the Executive Director (ED) and the Legal Adviser of the organization, refer the case to appropriate legal authorities or organizations;

7. Assesses valid complaints and group them into sensitive and non-sensitive complaints;

8. Investigates sensitive and non-sensitive complaints within three and five days of the receipt of the complaints, respectively;
9. As provided in sub article 11.4 of this document, investigates complaints partners or other NGOs that work with AFD submit to HO;  
10. Identify possible corrective action/s the organization or other concerned bodies may take on both sensitive and non-sensitive complaints raised by individual beneficiaries, or target communities, staff, and partners working with AFD;

11. If necessary, consults the Legal Adviser of the organization to check that the investigation procedures and corrective action/s the committee proposes meet legal standards and labor law requirements;  

12. Refers the findings of the investigation and proposed corrective action/s to the management of the organization, for decision on measures the committee implements;
13. Provides induction and trainings (both basic and refresher) for HO staff and new recruits the HO hires for field offices on the rationale behind complaint policy of the organization and procedures for handling complaints;
14. Upon request, delegates the CHCs of the FCOs and POs to handle appeal cases forwarded to them by beneficiaries and non-beneficiaries who are unsatisfied with the decision of the CCHC;

15. Makes sure that the complaint mechanism put in place is accessible to both the HO staffs and stakeholders in Addis Ababa, namely, donor partners, NGOs working with AFD in consortium, suppliers, and service providers, etc;
16. Facilitates collaboration AFD forges with partners, other NGOs or stakeholders in Addis Ababa, on complaint mechanisms;

17. Handles all appeal cases of complainants or subjects of complaints who are unsatisfied with the decision of field level CHCs forward to it by:

· Assessing the response given by CHCs to the complaint;

· Investigating the reason/s for the appeal and determine the validity of the appeal;

· Evaluating the procedures and the principles the CHCs of the FCOs or POs followed while investigating the case;

· Passing decision  on the appeal case, which may reverses or endorses the decision of the CHC;

· If necessary, consulting the Legal Adviser of the organization on the appealed cases; and

· Proposing action/s the appropriate body will implement.

18. Oversees budget utilization and the implementation of this policy across programs/projects as well as in the FCOs and POs;

19. Provide technical backstopping for CHCs of the FCOs and POs, monitor complaints received and addressed by them, and document challenges, lessons, and best practices observed in the complaint handling mechanisms; and,

20. Recommends actions the SMT may take to revise or update the CHRMs.

9.1.2.2. Responsibilities of the chairperson of the CHC of the HO
The chairperson of the CHC is expected to undertake the following tasks:

1. With the involvement of the relevant program officers, identifying sources of budget needed for the implementation of complaint handling mechanisms throughout AFD’s structure;

2. Preparing budget and implementation plan of complaint handling mechanisms, and get the same approved by the committee and ED;

3. Reviewing budget and implementation plans of complaint handling mechanisms prepared by CHCs of the FCOs and POs;

4. Making sure that the budget allocated for the implementation of complaint mechanisms at all levels is utilized properly, and that planned activities are on track;

5. Identifying methods or tools donor partners, NGOs working with AFD, suppliers, and service providers can use (e.g., complaint boxes, telephone call or text, written complaints- either anonymous or signed, etc.)  to submit their complaints; identify and communicate addresses of committee members;

6. Facilitating collection of complaints Addis Ababa based stakeholders submit to the HO through the tools described under point 5 above;
7. Chairing regular meetings of the committee;
8. Ensuring that the investigation process is carried out in a manner that adheres to the principles of CRHMs stated in this guideline;

9. For complaints that are found outside the remit of AFD (invalid ones), providing clear explanation to the complainant why the committee cannot handle the case;

10. If such invalid complaints are of criminal nature and it’s in the interest of the complainant, notifying the ED to refer the case to proper legal authorities; 

11. As requested by the committee, inviting the legal adviser of the organization to comment on the investigation procedures and responses provided for the complaints under investigation;

12. As approved by the ED, communicating the response the organization provides to the lodged complaint to both the complainants and subject of the complaints;

13. In case either one of the parties or both the complainant and subject of complaint are not satisfied with the decision of the committee, informing them about the right they have to appeal their case to the SMT of the organization;

14. As approved by the committee, providing delegation of authority the CHCs of the FCOs and POs have requested to handle appeal cases forwarded to them by beneficiaries and non-beneficiaries who are not satisfied with the decision of the CCHC;
15. By engaging all program officers, ensuring that this policy on CRHM is applied across programs/projects; 

16. In connection with the appeal cases:

· Facilitating investigation works to be carried out to establish the reason/s for the appeal and validity of the appeal;
· Ensuring that the CHC applied an investigation process that conforms to the principles of CRHMs stated in this guideline, as well as legal standards and labor laws of the country; and
· Communicating the decision/response of the committee to the complainant or the subject of the complaint who filed an appeal against the decision of the CHCs of the FCOs or POs.
17. Initiating and guiding the technical backstopping the committee provides for CHCs of the FCOs and POs, monitoring visits to be conducted in the field, and documentation of challenges, lessons, and best practices observed in the complaint handling mechanisms;
18. Preparing detail reports annually on all direct complaints and appeal cases the committee has dealt with, lessons learnt, challenges encountered,  and recommendations proposed on handling direct complaints and the appeal process;
19. Facilitates sharing of feedback obtained from directly addressed complaints and appeal process and monitoring events to the CHCs; and 

20. Initiating and tracking the process of reviewing and updating this CHRM policy document.
9.1.2.3. Responsibilities of the secretary of the CHC of the HO
The responsibilities of the Secretary include the following: 

1. Log/register complaints directed to the HO, and applications a complainant/subject of complaint wants to submit to the CHC of the HO against the decision of the CHC of the FCO or PO; 

2. Assign unique reference number to each complaint and appeal; 

3. Send receipt of acknowledgment of the complaint and/or the appeal to the complainant/subject of complaint; 

4. Inform the complainant/subject of complaint about the investigation process on the complaints or appeal cases and the timescales for the response (see section 11.3); 

5. Schedule regular meetings of the committee and remind the members about the date, time and place of the meeting; 

6. If necessary, inform the complainant/subject of complaint (in written) about the date, the time and place he/she can explain and/or defend the complaint or appeal case to/on the committee; 

7. Keep the minutes of each meeting; 

8. Track budget utilized for the implementation of the complaint mechanisms and accomplishments of planned activities;

9. Log the responses (with date) given on complaint and appeal cases to the complainant/subject of complaint locally and centrally (i.e., at HO), and

10. Keep records, documents, the date each complaint or appeal case is filed and its resolution recorded, appointment book, minutes of committee meetings, investigation reports, decisions of the CHC of the HO, and different formats in a safe place.
9.1.3. Community Complaint Handling Committees (CCHCs)

AFD believes that communities it assists through humanitarian and development programs/projects have the right to complain to the organization and to receive an appropriate and timely response. For the target communities to exercise this right, or to have an opportunity to complain, the established complaint mechanisms should be made accessible to them. As one of the ways of doing this, AFD will establish CCHCs in all the communities it intervenes through humanitarian and/or development programs/projects. In essence, this revised policy recognizes CCHC as a structure FCOs and POs should use at community level to handle complaints people/communities AFD assists raise against the program or staff. A CCHC has seven members (of which three are female) and its own chairperson and secretary. If none of the members are literate, the CDF/Promoter delegated by the chairman of CHC of the FCO or PO will act as a secretary of the committee. The responsibilities of the CCHC, the chairperson, and secretary are outlined in sub article 9.1.3.1, 9.1.3.2, and 9.1.3.3, respectively.

9.1.3.1. Responsibilities of CCHCs

Major responsibilities of CCHCs include the following:

1. Elect committee chairperson and secretary
;

2. Provide assistance the CHC established at FCO or PO require to understand social and power dynamics in the target communities, and design complaint handling and response procedures that are fit to the local context; 

3. Raise the awareness of the communities about complaint handling policy, what AFD considers as a complaint, types of complaints (i.e., sensitive and non-sensitive), and complaints process they need to follow;

4. Identify what prevents the most vulnerable groups (e.g., children, women, older people, PLHIVA, and people with disabilities) from complaining, how they wish to receive feedback about complaints, and corrective actions that are needed to be taken accordingly (e.g., providing protection complainants may want);
5. Ensure that beneficiaries and non-beneficiaries in the target communities are informed about specific time and place they can come to raise their concerns;
6. Categorize complaints presented to it by the secretary into valid and non-valid complaints, and the former ones further into sensitive and non-sensitive complaints;

7. Refer complaints that are:

· Valid, straightforward, and require no investigation to FCOs/POs that can respond to them;

· Invalid, but of criminal nature and not under the remit of AFD, to proper legal authorities or organizations (The committee does this in consultation with CHC of the FCO or PO);
8. Taking into consideration the local culture and norms, start investigation of sensitive complaints that are fast tracked and non-sensitive ones within three and five days of the receipt of the complaints, respectively;

9. Determine corrective action/s to be taken for both sensitive and non-sensitive complaints raised by individual beneficiaries and other vulnerable groups;

10. Endorse corrective action/s the committee chairperson will implement; 

11. Assess whether the complaint mechanisms are efficiently serving the target communities or not; and

12. Identify policy and procedural limitations and suggest ways of improvement.

9.1.3.2. Responsibilities of the Chairperson of CCHCs 

The Chairperson of CCHC will be tasked with responsibilities described below: 

1. In consultation with ‘kebele’ leaders, facilitate assessments and community consultations as well as meetings CHCs (of the FCOs or POs) conduct in the target communities for designing complaint handling and response procedures and raising awareness of the community on the entire policy and procedural provisions;

2. Ensure that target beneficiaries and non-beneficiaries have got clear information about the specific time and place they can raise their complaints, and methods they will use to do so;

3. In collaboration with the Chairperson of CHC, organize capacity building trainings (basic and refresher) for members of CCHC;

4. Provide protection for older people, women, children, people with disabilities and other marginalized groups, and ensure that their complains are treated confidentially, and reassure them that they will face no danger of retaliation for complaining;
5. Facilitate  the collection of complaints from all the zones (i.e.,sub-kebele units) and villages in the target ‘kebeles’;

6. Chairing regular meetings of the committee; 

7. Lead the investigation works; 

8. For complaints that are found invalid, explain to the complainant why the committee cannot handle the case;

9. Formally refer complaints that are:

· Valid and require no investigation to FCOs/POs responsible for addressing them;

· Invalid but of criminal nature, and not under the control of AFD to the proper legal authority;
10. Ensure that the investigation and feedback procedures followed in handling complaints are not in conflict with  local custom/culture and principles of fairness and impartiality and confidentiality
11. Communicate the response or decision of the CCHC to both the complainants and subject of complaints;

12. In case either one of the parties or both the complainant or subject of complaint are not satisfied with the decision of the committee, inform them about the right they have to appeal against the decision, and how to appeal the case; 

13. With the support of the Secretary or CDF delegated to act as a secretary, prepare periodic reports that incorporate number of complaints addressed and under investigation, lessons learnt, limitations of the complaints mechanism, and improvements recommended on the system/procedures, and submit the same to CHCs of FCOs or POs.

9.1.3.3. Responsibilities of the Secretary of CCHCs 

An elected secretary or a CDF, or a member of staff delegated by the chairperson of CHC to act as a secretary of CCHC will be tasked with the following duties and responsibilities:
1. Together with the chairperson of CCHC and CHC of the FCO/PO, set specific date and time as well as place beneficiaries and non-beneficiaries in the target communities/’kebele’ can come to raise complaint on weekly basis;

2. Inform the date, time, and place set to collect complaints from beneficiaries and non-beneficiaries in the target communities;



3. Prior to registering complaints, inform complainants about the protection the policy provides to keep their complaints confidential, and protect them from retaliation; 
4. Log/register the complaints (with date) on complaint application form, assign unique reference number to each complaint, and provide acknowledgement of the receipt of the complaint (whether it is valid or invalid) to the complainant on  the spot;
5. Inform the complainant about the investigation process and the timescales for the response (see section 10.1);

6. Schedule regular meetings of the committee and remind the members about the date, time and place of the meeting; 

7. Inform the subject of complaint (in written or orally) about the date, the time and place he/she can defend the complaint brought against him/her on the committee; 

8. Keep the minutes of each meeting; and
9. Submit reports compiled on complaints registered, investigated, and redressed by CCHCs.
9.2. CAPACTY BUILDING TRAININGS/AWARENESS RAISING CAMPAIGNS
It is apparent that staff of the organization need training to understand the rationale behind the complaint mechanisms and the procedures for operating it. Beneficiary communities targeted through humanitarian response, recovery, and resilience building projects should also know about the complaint mechanisms, which complaints fall within the remit of AFD, and how to lodge complaints and get feedback. Therefore, building the capacity of staff and raising the awareness of the community on the complaint mechanisms are very crucial for using this policy effectively. To that end, the organization will:

· Conduct (with the support of CHC of the HO) at least one capacity gap assessment on complaint handling mechanisms;  

· Based on identified gaps, provide regular capacity building trainings for staff and members of CHCs established at FCOs and POs;

· Through CHCs, train members of CCHCs on the general policy provisions and on some specific themes such as procedures of raising, investigating, and addressing complaints, principles of CRHM, protection of complainants, and reporting; and

· Organize various awareness raising campaigns in the targeted communities that help them understand how to raise complaints and get feedback.

9.3. PROTECTION GUIDELINES
9.3.1. For Voiceless People

This revised policy considers women, children, elder people, disabled people, and PLWHA as voiceless or marginalized people who have no say in the design and implementation of the complaint handling system. Such people need some kind of protection to raise their complaints without any intimidation.Therefore, to ensure that the voiceless or marginalized people get safe access to complaint mechanisms and procedures, this policy will apply the following protection guidelines:

· In target communities, identify vulnerable people, special supports they require to raise their complaints,and social and cultural hindrances that prevent them from raising complaints;

· Providing safe environment that encourages voiceless people to raise their complaints;

· Treating their complaints confidentially and with respect;

· Through information sharing campaigns, help them to understand conditions that allow disclosure of confidential information as explained in confidentiality principle stated under article 8;
· If the complaint is of criminal nature, assist them in accessing justice by referring the issues to local authorities or agencies that are able to provide such support;
· Based on the local context, facilitating community protection mechanisms that ensure vulnerable people who report sexual exploitation, power abuses, and staff misconducts will face no danger of retaliation; and 

· Refer staff who willfully overlook the protection of voiceless people to Human Resource Officer/the ED/CFCOs/MPOs for the necessary and appropriate disciplinary action in line with the HRPPM of the organization, as well as the Codes of Conduct which the organization is signatory of.
9.3.2. For Whistle Blowers

This policy encourages a staff member of the organization to highlight the wrong doing or malpractices of his/her colleagues. Any CHC that receives such reports should first establish the credibility of the information the concerned staff has brought to its attention. Subsequently, the chairman of the CHC discusses the concerns brought up by a whistle blower with the ED or CFCO or MPO and identifies course of action to be taken to protect the whistle blower. Generally, the protection the organization provides for whistle blowers will be guided by the following principles:

· Conduct classified investigation (by CHC or an independent ad hoc committee the ED or CFCO will establish) to ensure that the allegation the whistle blower asserts against his/her colleague/s is authentic, thereby justifying protection of the whistle blower;
· Keep information provided by the whistle blower, or findings of investigation conducted to prove credibility of the information, confidential;
· Ensure that members of CHCs that preside over the investigation of the allegation are not implicated in the case;

· If the whistle blower has concrete evidence that shows the involvement of multiple members of CHCs and the management of the FCOs or POs, the organization respects his/her right to bypass CHCs of the FCOs or the POs and directly submit his/her cases/concerns to the CHC of the HO or the SMT;

· Not to reveal the identity of the whistle blower while investigating staffs/s accused of wrong doing or malpractices;

· Refer allegations that are proven to involve fraud and other criminal acts committed by the accused staff/s to proper legal authorities;
· In consultation with the ED and the Legal Adviser of the organization, take the necessary disciplinary measures as provided in HRPPM, on staff/s accused of wrong doings or misconducts; and
· If a staff member penalized by AFD for his/her wrong doing or malpractices files a law suit against the whistle blower, the organization will arrange free legal advice/support for the whistle blower.

10. TIME FRAME AND BUDGET 
10.1. TIMEFRAME

It is obvious that the effective and efficient use of the CRHMs established by this policy document depend on the length of time that elapses between the date a complaint is filed, and the date of recording its resolution. For this reason, AFD advises the users of this policy to bring their complaint to the attention of the concerned body at the earliest possible time, i.e., at the time events are fresh in the mind. Complainants are strongly encouraged to lodge their complaint at least within five days from the date they became aware of the incident. This gives adequate time for the complainants to have considered their arguments and for all relevant facts to remain fresh. Also note that this five days limit to lodge complaints does not apply in the event relevant organizational or legal procedures lay down a different time limit. Any departure from this time limit will be allowed only in exceptional circumstances that may involve issues such as:

· Fraud or misappropriation of program/project funds and resources.

· Sexual harassment and exploitation of project beneficiaries or staff of the organization.

· Favoring particular tribe, race, and political parties.

· Complaints that can damage the reputation and good name of AFD.

In another dimension, a response should always be provided within a specified timeframe, and the complainant needs to be made aware of when he/she should expect a response. Generally, the timescales for how long it will take AFD to investigate and respond to a complaint from the date it is filed depends on whether the complaint is sensitive or not. The timeframes needed for different procedures and categories of complaints are provided in table 1 below.

Table 1: Timeframe each procedure/action will take for both sensitive and non-sensitive complaints.

	S/NO
	PROCEDURES/ACTIONS
	TIME FRAME FOR

	
	
	SENSITIVE COMPLAINTS
	NON SENSITIVE COMPLAINTS

	1
	Registering complaints
	Immediately up on receipt
	The same

	2
	Issuing receipt of acknowledgment
	During registration
	The same

	3
	Assessing the content of the complaints and:
	
	

	
	· Identifying valid and invalid complaints
	Within 3 days of filing complaints
	The same

	
	· Categorizing them into sensitive and non-sensitive complaints
	Within 3 days of filing complaints
	The same

	4
	Responding to invalid complaints
	Within 5 days of the receipt
	Within 8 days of the receipt

	5
	With the consent of the complainant, refer complaints not under the remit of AFD and those of criminal nature to the proper legal authority
	Within 5 days of receipt.
	Within 6 days of receipt

	6
	Ensuring that members of the CHC can fairly and impartially deal with the complaints
	Within 3 days of receipt 
	Within 6 days of receipt 

	7
	Refer valid complaints that are straightforward and require no investigation to the proper work unit/the ED/staff/kebele structure
	Within 3 days of receipt 
	Within 6 days of receipt 

	8
	Determining process for investigation of valid complaints
	Within 3 days of receipt
	Within 6 days of receipt

	9
	Inform the complainant about investigation process and time scales for response
	Within 3 days of receipt 
	Within 6 days of receipt

	10
	Investigating the complaints
	Within 4-5 days of receipt
	Within 7-10 days of the receipt

	11
	Identify corrective action/s the ED/CFCOs/ MPOs/SMT/staff/kebele structure will take
	Within 6 days of receipt
	Within 11days of receipt

	12
	Refer the findings of the investigations and proposed corrective actions to the ED/SMT/CFCOs/POs who decide measures the committee Implements
	Within 7 days of receipt, or 1 day after step 11
	Within 12 days of receipt, or 2 days after step 11

	13
	Provide response to the complainant, including information on how to appeal
	Within 7 days of receipt
	Within 14 days of receipt

	14
	Determine the validity of the appeal and respond accordingly
	Within 5 days after the appeal is filed
	Within 10 days after the appeal is filed

	15
	Logging the response given to the complainant at FCOs, POs, and HO by the secretaries of CHCs.
	Monthly
	Monthly

	16
	Report complaints addressed at FCOs and POs
	Within 30 days of the receipt or on monthly basis
	The same

	17
	Monitor and evaluate how complaints were made and responded to, within what timeframe responses were provided, how confidentiality was ensured, etc.
	Monthly and quarterly monitoring
	Quarterly

	18
	Document learnings and best practices identified in the complaint handling process
	Bi-annually
	Bi-annually

	19
	Review records and update CRHMs
	Annually
	Annually


10.2. BUDGET

Budget is another resource needed to help target beneficiaries or communities and staff understand AFD’s CRHMs and effectively use them to raise their complaints and to receive appropriate and timely responses. It is known that AFD has no budget of its own that it can allocate for this specific purpose. Similarly, many of the projects the organization implements do not have budget for complaint handling mechanisms. Nevertheless, such projects, irrespective of their size (i.e., big or small), have some amount of budget allocated for project launching workshops, community meetings convened to develop targeting criteria, participatory review or feedback sessions, and monitoring and evaluation exercises. Accordingly, AFD will use at least 10%of these and similar budgets for the promotion and institutionalization of complaint handling mechanisms across programs and operational areas. 
11. PROCEDURES APPLICABLE TO CRHMs

11.1. CONSULTING BENEFICIARY COMMUNITIES
The new Core Humanitarian Standards on Quality and Accountability(CHS) requires humanitarian actors and  organizations to consult with communities and disaster affected people on the design, implementation, and monitoring of complaints handling process. Understandably, the involvement of the beneficiary communities in such process is enormously helpful to design procedures that fit to local contexts. Absence of community participation in the design and implementation process was one of the gaps identified in the previous policy. Taking into consideration the requirement of the CHS and the past shortcoming, the revised policy promotes community consultations as the main tool needed to develop flexible and content specific complaint handling procedures. In line with this, the policy strictly advises CHCs of FCOs and POs to consult with target communities and CCHCs on the following issues:

· The ways they want to submit complaints (e.g., formally through complaint box, telephone calls, hand delivery, etc., and informally using various means);

· Time and place where they want to submit their complaints;

· How they wish to receive feedback about complaints;
· Social custom and cultural barriers that might prevent individuals from complaining; and
· Protection and safety needed for the most vulnerable groups such as women, children, older people, people with disabilities, and other marginalized groups (section 9.3.1).
11.2. PROCEDURES FOR RAISING COMPLAINTS

11.2.1. Formal/Direct Complaints

AFD encourages potential complainants to directly take up their complaints to the responsible members of CHCs of AFD and/or CCHCs. As explained under section 11.1 above, CHCs of the FCOs and POs as well as CCHCs must first consult the targeted beneficiaries or communities and identify procedures or tools they prefer to use to lodge formal complaints.Therefore, this policy considers complaints beneficiaries or non-beneficiaries in the targeted communities raise through tools/procedures they have identified and agreed with as formal ones. These procedures or tools that are fit to the local context, and that beneficiaries/communities can easily use to lodge formal complaints include:

· Complaint boxes within communities where beneficiaries can make written complaints- either anonymous or signed;

· Open community meetings where beneficiaries can voice their concerns and complaints, either publicly or privately, to members of CCHCs or field staffs of AFD;

· Specific place, date and hour arranged by CCHCs once a week or in a fortnight in target ‘kebeles’ where and when beneficiaries can come to raise their complaints;

· A phone call (or text message) beneficiaries can call (or send) anonymously or otherwise to members of CCHCs or CHCs of the FCOs or POs; and

· A beneficiary or non-beneficiary of a project privately discussing his/her grievances with staff assigned responsibility for handling complaints.
It is likely that formal complaints of programmatic nature beneficiaries/communities raise through any of the tools mentioned above can be handled by AFD’s program staff on the spot, unless further investigation is required to address the complaint or the complainants express their wish to bring the case to a higher level within AFD. Other users of this policy, that include staff, donor and government partners, NGOs working with AFD in similar areas, suppliers, and service providers, are encouraged to lodge their formal complaints using the following tools/methods:

· Signed written letter of complaints- delivered through either postal address or hand delivery;
· Fax messages- signed and to be sent to the HO and FCOs/POs;

· Email- to be sent to the HO, FCOs, and POs; and
· Telephone calls and text messages to be made and sent respectively to staff assigned to deal with complaints.
This group of complainants can submit their complaints through the addresses provided in table 2 below.
Table 2: Tools/methods and addresses complainants may use to submit their complaints.

	S/NO
	TOOLS/METHODS
	ADDRESSES/WHERE TO SEND COMPLAINTS

	
	
	AFD- HO
	BFCO
	SFCO
	BALE PO

	1
	Postal Delivery
	 P.O.Box 19589, Addis Ababa
	 P.O.Box 17, Borena zone, Yabello
	Not available
	Not available

	2
	Hand delivery 
	 Bole Sub-City, Woreda 04, House No- 363
	Yabello town
	Jinka town, South Omo
	Jibri town, GuraDhamole woreda, Bale

	3
	Fax 
	011-662-55-63 
	 046-446-02-31
	 Not available
	Not available

	4
	E-mail 
	assefas@afdethiopia.org.et
gurmessau@afdethiopia.org.et
yidnekachew@afdethiopia.org.et
yosephn@afdethiopia.org.et
selamawitn@afdethiopia.org.et
	gemechub@afdethiopia.org.et
	newaya@afdethiopia.org.et 

	nagawod@afdethiopia.org.et


	5
	Text message 
	+251011662 59 76
	+251 902943303
	+251900118243
	+251930292464


Generally, for all formal complaints lodged either by the beneficiaries/communities or staff, partners, NGOs, and others, CHCs must make sure that the following information is provided:
· Name of the complainant and the person/s against whom a complaint is being lodged.
· Contact details of the complainants and subject of complaint.
· The date, time, and place of the incident.
· Date the complaint is being lodged.
· The nature of the complaint (i.e., sensitive or non-sensitive).
Annex 12.1 of this document gives a template a complainant must use to formally lodge his/her complaint. For use by the community, CHCs established at FCOs/POs must translate this complaint letter (compliant application form) into local vernacular and give the translated version to CCHCs or CDFs or Woreda Promoters of AFD assigned by the CHCs of the FCOs or POs to act as secretary of CCHCs. If the complaint is a community wide issue, the secretaries of CCHCs will fill the form in two copies and put the original copy (after the Chairman signs on it) in the complaint/suggestion box. In case, the community raises issues that need to be addressed through this CRHM on a meeting, the staff and/or CDF delegated to be the secretary of the concerned CCHC, and who organized that meeting will be responsible for:

1. Filling the complaint application form in both English and local language (2 copies for each).

2. Providing confirmation (by his/her signature) about the accuracy of the English version of the application form. Also he/she has to ensure that the application letter filled in local language bears the signature of the chairman of the CCHC.

3. Submitting one copy of the application letters filled in English and local languages to the respective secretaries of the CHCs of the FCOs or POs and CCHCs.

For individual complainants who may not be in a position to write down their complaints, the CHCs of the FCOs or POs will assign CDFs or Woreda Promoters to provide the assistance they need. When any staff of AFD receives any form of negative feedback which could potentially constitute a complaint, either through one-to-one meeting or telephone, the staff receiving such feedback must ask the complainants if they like to lodge a formal complaint. If they wish to do so, the following actions need to be taken:

· The staff responsible for the information must inform the CHCs of the FCOs/POs or CCHCs about the incident.

· Following that information, and in consultation with the CFCOs, the chairmen of CHCs must delegate one staff member who can provide assistance such complainants may need.

· If it is in the interest of the complainants, the CHCs of the FCOs and POs, or CCHCs will accept complaints made through proxy.

11.2.2. Anonymous Complaints
In addition to the formal/direct complaints described above, AFD may under some circumstances accept anonymous complaints. Normally, AFD discourages anonymous complaints because they present specific challenges. However, in cases where substantial evidence of serious fraud, abuse, misconduct or other serious breach is provided anonymously, or there is any previously acknowledged cause for complaint, we will take steps to investigate an anonymous complaint and implement corrective actions as per the complaint handling procedures described in section 11.3below. The policy deals with such complaints on the expectation that a person who wishes to lodge a complaint, but does not provide any identifying details, does have prior understanding of the following situations:
· AFD respects the principle of non-retaliation or we do not victimize a person who makes anonymous complaints;

· How it will be difficult for CHCs to effectively investigate the issue in situations where sufficient details about the complaints are lacking;

· The complainant/s cannot be informed of the steps we are taking to address the lodged complaints; and
· No feedback can be provided to the complainants. 
11.3. PROCEDURES FOR DEALING WITH COMPLAINTS

11.3.1. Registering, investigating, and responding to complaints

The steps CHCs will follow in the registration, investigation, and response of complaints are described below:

1. Registering the date on which the complaint is received by AFD (i.e., by the secretaries of CHCs using the complaint registration and categorization form given in Annex 12.3A).

2. Sending acknowledgment of receipt (Annex 12.2) to the complainant immediately at the time complaint is received/registered.

3. Assessing the content of the complaints and categorizing them into valid and non-valid complaints within 3 days of receipt. During this assessment, the CHCs should further categorize valid complaints into sensitive and non-sensitive complaints. If the complaint is of sensitive nature, it must be fast-tracked, which means, it will be dealt with in a more speedy manner, and with due attention to the seriousness of the complaint (see table 1).

4. Before proceeding to the next step, ensuring that no member of the concerned CHC is implicated in the cases under investigation. Moreover, CHCs of FCOs or POs can be bypassed if the complaints are proven to involve many members of both the management and complaint handling committees of the FCOs or POs. In such scenario, the ED may delegate the CHC of the HO for the purpose of investigating and responding to the complaints.  

5. Informing complainants who lodged invalid complaints the reason why AFD cannot deal with their complaints. 

6. Based on the assessment, taking steps to determine how best to respond. The response to each complaint depends on the nature of the complaint, but would typically include:

a) Investigation of the complaint;

b) Determination of corrective action/s required; and

c) Implementation of the corrective action/s.

7. Determining the process for investigating each complaint within 3 and 6 days of receipt for sensitive and non-sensitive complaints, respectively, and informing complainants about how AFD intends to investigate the complaint and when they can expect to hear the response from us. 

8. Starting investigation process for each complaint within the time frame provided in table 1. Based on the nature of the complaint (i.e., whether it is sensitive or not), 2 - 4 days may be needed to complete the investigation work and decide on the outcome of the findings. 

9. If the investigation determines that referral to the proper legal authorities is required (e.g., in the case of crimes committed), the CHC will facilitate the referral process. Accordingly, the ED of AFD or the CFCOs will refer (See Annex 12.2 for complaint referral form) such cases to the proper legal authorities within the time period indicated in table 1.
10. Providing a final response to each formal complaint within 7 – 14 days of receipts, unless otherwise agreed with the complainant. For sensitive complaints, final response has to be given within 7 days of the receipt. In comparison, final response for non-sensitive complaints can be provided within 14 days of the receipt. If the complainant is unsatisfied with the response given, he/she will be able to lodge an appeal to the CHC of the HO. He/she will be informed on how to do this in the written response given by the CHCs of FCOs or POs.

11. Logging the response given to the complainant at FCOs and HO by the secretaries of CHCs.

11.3.2. Establishing collaboration with other agencies on complaint mechanisms
To fully comply with commitment 5 of the CHS, AFD is required to consider the possibility of working with other agencies on complaint mechanisms. With this understanding, this revised policy attempts to establish ways that will enable AFD to work with donors, government partners, and other NGOs working with AFD in consortium or similar locations on complaint mechanisms.It is obvious that collaboration to be established on complaint mechanism with these agencies can help all parties to raise and handle complaints (including against each other). To that end, this policy tasks the CHCs with the following additional responsibilities:

· Inform donors and government partners with whom AFD has a current and valid project/partnership agreement as well as other NGOs working with AFD in consortium, about this CRHM policy and the right they have to raise their complaints against AFD on issues specified under section 5.1 of this document;
· Make sure that need assessment, design, implementation, and monitoring and evaluation processes of emergency and recovery projects are carried out in a manner that complies with operational agreements AFD signs with donors and government partners;
· Facilitate ways of incorporating specific article that clearly expresses the donor partner’s and AFD’s commitment to collaboratively work on promotion of downward accountability or complaint mechanisms in to the grant/project agreement the parties will sign;
· Identify other NGOs working in AFD’s operational areas (or ‘kebeles’) which are implementing emergency or recovery related activities similar to AFD and potential areas of complaints;
· Assess implementation modalities (including targeting of beneficiaries) AFD and other NGOs are applying for the same activities and how differences observed in such modalities negatively affect each organization and target beneficiaries; and
· In discussion with the NGOs that follows different implementation modality  for activities similar to AFD, formulate strategies that help to:

· Harmonize implementation modalities for common activities;

· If it is found difficult to harmonize implementation modalities; establish collaboration as to how to deal with complaints beneficiaries negatively affected by different modalities or approach of implementation may raise;

· Ensure that there is no double targeting (in case both are operating in the same ‘kebeles’);

· Make joint information sharing campaigns that help the target beneficiaries to understand situations that compel both organizations to use different modalities;

· Lodge complaints against staffs of each other who are involved in actions that damage the reputations of either of the organizations, or good relationships they have with the communities; and

· Share lessons and best practices identified as well as challenges encountered in the collaboration established between AFD and the NGOs on complaint handling mechanisms with each other, government partners, and other organizations.

11.4. REPORTING, MONITORING, AND DOCUMENTATION
The revised policy of CRHM is considered to be one of the essential tools that will enable AFD to continuously learn and improve the quality of its humanitarian responses and development programs, as well as its overall performance. Reporting of achievements, conducting periodic monitoring, and documenting learning as well as best practices are activities incorporated into the implementation process of this policy thereby ensuring continuous organizational learning and improvement.In this regard, the CHCs established at FCOs, POs, and HO will be responsible for:

· Providing periodic reports that show how complaints beneficiaries or communities may raise against ongoing emergency, recovery, and development projects were received and addressed, or on what basis decisions were made. In connection with this, the policy demands:

· CHCs of FCOs and POs to compile monthly reports of complaints handled by themselves and CCHCs and submit the same to the CHC of the HO on quarterly basis;
· CHC of the HO to prepare quarterly reports on complaints directed to HO and appeal cases that will be submitted to SMT of the organization; and

· CHC of the HO to review quarterly reports it receives from CHCs of the FCOs and POs and share feedback with the field CHCs and SMT.
· Conducting periodic monitoring that helps field-based CHCs and CHC of the HO to ensure:

· Complaint handling mechanisms put in place are fit to the local contexts and are effective and efficient in responding to complaints of the beneficiaries and communities;

· Target beneficiaries, communities, and staffs are made aware of the complaint handling mechanism and the procedures for operating it;

· Decisions or responses complainants receive on their complaints are provided within the timeframe specified in this policy document (section 10.1);

· Records on complaints are kept confidentially at all levels and access to information within the organization is restricted to members of CHCs and SMT (see table 3 below); and

· Timely corrective actions are taken on problems/challenges identified in the implementation process.
· Documenting learnings and best practices identified in the implementation process of complaint handling mechanism and incorporating them into future planning.
Table 3:
Persons/responsible bodies in the organization who have access to information at different stages of complaint handling procedures/actions
	S/NO
	PROCEDURES
	PERSON/BODY RESPONSIBLE

	1
	 Registering complaints
	 Secretaries of CHCs

	2
	Sending acknowledgment of receipt 
	 Chairman of the CHCs

	3
	 Assessing the content of the complaint and categorize them into
	 CHCs

	
	· Valid and invalid complaints
	Members of CHCs

	
	· Sensitive and non-sensitive complaints
	Members of CHCs

	4
	Responding to invalid complaints
	Chairpersons of CHCs

	5
	With the consent of the complainant, refer complaints not under the remit of AFD, and those of criminal nature to the appropriate legal authority
	The ED, Legal Adviser, members of SMT, CFCOs, and MPO

	6
	Ensuring that members of the CHCs can fairly and impartially deal with the complaints
	Chairpersons of the CHCs and the CFCOs or MPOs, or the ED of AFD

	8
	Determining process for investigation
	Members of CHCs

	9
	Inform the complainant about the investigation process and time scales for response
	Chairpersons/Secretaries of the CHCs

	10
	Investigating complaints
	Members of CHCs

	11
	Identify corrective action/s the ED/CFCOs/ MPOs/SMT/staff/’kebele’ structures will take
	CHCs and CCHCs

	12
	Refer the findings of the investigations and proposed corrective actions to the ED/SMT/ CFCOs, for decision on measures the committee Implements
	Chairpersons of the respective committees

	13
	Provide response to the complainant, including information on how to appeal
	Members of CHCs, CCHCs, and CFCOs/ MPOs

	14
	Determine the validity of the appeal and respond accordingly
	CHC of the HO

	15
	Logging the response given to the complainant at FCOs, POs, and HO by the secretaries of CHCs.
	Secretariesof the CHCs

	16
	Report complaints addressed at FCOs and POs
	Chairperson of CHCs

	17
	Monitor and evaluate how complaints were made and responded to, within what timeframe responses were provided, how confidentiality was ensured, etc.
	CHCs

	18
	Document learnings and best practices identified in the complaint handling process
	CHCs

	19
	Review records and update CRHMs
	SMT of AFD




ANNEXES

ANNEX 12.1:
COMPLAINT LETTER (COMPLAINT APPLICATION FORM
)

Note:
This form should be completed by the person wishing to lodge a complaint or documented by a third party (proxy) or staff of the organization assigned to fill the form for illiterate complainants or collect complaints through phone calls and text messages. All information must be held securely and handled strictly in line with the applicable reporting and investigation procedures. Confidentiality must be maintained at all times.

A. General data:

Name of complainant:
 __________________
Age:
____________
Sex:_____________

Contact details:
Identity No: ______________
Woreda: ____________
Kebele: _____________


Tel-off/residence:_______________
Mobile: _____________
E-mail:___________
Name/s and addresses/contact details of the subject of complaint/s:

	S/No
	Subject of complaint’s name
	Addresses

	
	
	Woreda
	Kebele
	Telephone
	Mobile

	1
	 
	 
	 
	 
	 

	2
	 
	 
	 
	 
	 

	3
	 
	 
	 
	 
	 


Date of incident:
______________
Time of incident:__________ Place of incident:_____________

Date of reporting:______________________
Time of reporting: _____________________

B. Brief description of the incident or concern (State what exactly happened, and in doing so, try to follow the sequence of events from start to finish. Give a description of the ‘subject of complaint’ if you do not know him/her). 

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
C. Name and address of witnesses:

	S/No
	Name of the witnesses
	Addresses

	
	
	Woreda
	Kebele
	Telephone
	Mobile

	1
	 
	 
	 
	 
	 

	2
	 
	 
	 
	 
	 

	3
	 
	 
	 
	 
	 


D. Describe action taken so far. Provide detailed information, eg., medical assistance that has been provided and whether a report has been made to the police.

___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________:


E. Expectation- State the response the complainant expects from AFD and how he/she wishes to see the matter resolved.
__________________________________________________________________________________________________________________________________________________________________________________________
Signature__________________________________



ANNEX 12.2:
ACKNOWLEDGMENT RECEIPT OF COMPLAINT

Note:
This is a receipt the secretaries of CHCs of the FCOs, POs, HO, and CCHCs will provide to a complainant to acknowledge that the complaint is received. The secretary prepares the receipt in two copies and sends the original to the complainant and files the copy with complaint application letter. Besides, the secretaries of CHCs of FCOs and POs should not forget to put in the header of this receipt the names of their own respective offices. 
	
ACTION FOR DEVELOPMENT

_________ FIELD COORDINATION OFFICE

ACKNOWLEGMENT RECEIPT OF COMPLAINT

	Date the complaint is received: _____________

	Complaint reference No: ______________

	Personal data and address of the complainant:

	Personal data

· Name: _____________________________

· Sex: ________

· Age: __________

	Address:

· Woreda: ___________________

· Kebele: ____________________

· Mobile: ____________________

	Brief description of the complaint (as explained in the application letter or narrated by the applicant):



	Date of appointment: _____________

	Additional comment/remark of the Secretary:



	Name of the secretary: _______________________

Signature:         ________________ Date: _____________




ANNEX 12.3:
COMPLAINT REFERRAL FORM

A. FORM TO REFER COMPLAINTS INTERNALLY

Note:
This is the form the CHCs will use to internally refer investigation outcomes and corrective actions/measures proposed to address the complaint to CFCOs/MPOs/the ED or other relevant staff. While referring the cases to members of the Management Committee or staff of the organization, the CHCs must make sure that information provided by the complainant, witnesses, and whistle blowers remain confidential.
	Complaint No
	Complainant’s Name
	Investigation outcomes (1)
	Corrective actions the CHC proposes (2)
	To whom 1 and 2 referred to (3)

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Chairperson of CHC: _________________________ Signature: _____________Date: ______________________
Recommendations of the person who reviewed the investigation outcomes and the corrective actions proposed by the CHC: :_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________.

Name: _______________________
Position: _______________
Signature __________
Date: ___________


B. 
FORM TO REFER COMPLAINTS TO EXTERAL ORGANIZATIONS/AUTHORITIES
Note:
The CHCs will use this form to refer highly sensitive complaints of criminal nature to the appropriate local authorities. Before they do so, they must consult the ED, the Legal Advisor of the organization, and CFCOs/MPOs and ensure that the complaints are authentic and not subjected to police investigation or court of law.  

Name of the complainant:____________________________

Age:______________
Sex: __________

Address/contact details:
 Identity No: _________
Woreda:_____________
Kebele: _______________

Tel: Off/Res:_________________
Mobile: _______________

E-mail: ___________________
Name of victim (if different from the complainant): _______________________________________


Age: _____________ 

Sex: ___________________

Address/contact details: Identity No: ______________
Woreda: ______________
Kebele: _______________

 Tel- Off/Res __________________
Mobile: ________________

E-mail: _______________

Name of the Parents (if the complainant or the victim is under 18):____________________ Age: ______ Sex: ________

Address/contact details of Parents: Identity No: ______________
Woreda:______________Kebele: ___________

 Tel- Off/Res __________________
Mobile: ________________
E-mail: _______________

Has the complainant/the victim given consent to the completion of this form? ( Yes
( No

________________________________________________________________________________________________

Date of incident/s: __________________
Time of incident: _____________

Location of incident/s: _________________________________________________________________________

Physical and emotional state of the victim (Describe any cuts, bruises, lacerations, behaviour, and mood):

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Witnesses’ name and contact information:

	S/No
	Name of the witnesses
	Addresses

	
	
	Woreda
	Kebele
	Telephone
	Mobile

	1
	 
	 
	 
	 
	 

	2
	 
	 
	 
	 
	 

	3
	 
	 
	 
	 
	 


Brief description of the incident/s- as provided by the victim

_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Name of the accused person/s: ____________________________________________ Age: ______ Sex: _________

Job title of the accused person/s: __________________________________________________________________

Organization the accused person/s work/s for: ________________________________________________________

Address of the accused person/s (if known):

	S/No
	Name/s of the accused
	Addresses

	
	
	Woreda
	Kebele
	Telephone
	Mobile

	1
	 
	 
	 
	 
	 

	2
	 
	 
	 
	 
	 

	3
	 
	 
	 
	 
	 


Physical description of the accused person/s:

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Have the police been contacted by the victim? ( Yes 
( No

If yes, what happened?

_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

If not, does the victim want police assistance, and if not, why?

_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Has the victim been informed about the available medical treatment? ( Yes 
( No

If yes, has the victim sought medical treatment for the incident? ( Yes
( No

If yes, who provided the treatment? What is the diagnosis and prognosis?

_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


What immediate security measures have been undertaken for the victim?

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Who is responsible for ensuring safety plan? (Name, Title, Organization)

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Any other pertinent information provided in interview (including contact made with other organizations, if any):

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Comment of the CHC/AC (including why the case is referred to legal authorities?)

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Detail of referral and advice on health, psychological, and legal needs of the victim made by the chairperson/secretary of the CHC completing this report:

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Has the complainant been informed on the Organization’s procedures for dealing with complaints? ( Yes( No

Signature of the complainant signalling consent for this data to be shared with ED or the CFCOs:

__________________________________________

Complainant’s consent for sharing data to/with other entities (check any that applies):

(
Police

(
Health post/centre (name) ______________________________________

(
Community structures ________________________________________

(
Other (specify)_______________________________


Report completed by:


Name: ______________________________
Position _____________________
Signature: _____________


Date:  ____________________
Time : ________________ 
Location: _____________________

Date the report/data is forwarded to relevant management structure: ________________________

Report received by:

Name: ______________________________
Position: ________________
Signature: __________


Date: __________________
ANNEX 12.4:
COMPLAINT AND RESPONSE REGISTERATION FORM

A. Form for registration and categorization of complaints

	Complaint No
	General Information
	Categories
	Date of info4
	Remarks

	
	Date Received
	Complaint’s Name
	Defendant’s Name
	DRAS1
	VC/IC2
	VSC/VNSC3
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	


Key to the numbers:

1 = DRAS- Date Receipt of Acknowledgment is sent to the complainant.
2 = VC/IC- Categorizing complaints into valid Complaint (VC) and In-Valid Complaints(IC), 
3 = VSC/VNSC- Categorizing valid complaints into Valid and Sensitive (VSC) and Valid but Non-Sensitive complaints (VNSC).

4 = Date of info- Date on which information on investigation process is given to the complainant.


B. Registration form of measures the CHC proposes and response/actions the organization implements
	Complaint No
	Investigation and Measures proposed by the CHC
	Final Response/Action
	Status3

	
	Investigation
	Correction Measures
	Approved By1
	Date
	DRC2
	

	
	Start Date
	Closing date
	Outcomes
	Proposed by CHC
	Date
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	


Key to the numbers:

1 = Approved By- The person to whom investigation outcomes and proposed corrective actions have been referred to, and who approves the final response or action the organization implements (i.e., ED/CFCO/MPO/other relevant staff). 
2 = DRC- Date Response is Given to the Complaint
3= Status- Whether the complainant/the defendant has appealed against the final decision.




Legal Status





AFD is an Ethiopian Residents’ Charity reregistered with the Charities and Societies Agency of the Ministry of Federal Affairs of FDRE with certificate Nº 150.





Mission





AFD is a learning organization which, in partnership with other development actors, complements the self-development initiatives of pastoral and other vulnerable rural communities in Ethiopia through undertaking programmes pertaining to resilient livelihoods, water and natural resource development, capacity development for inclusive basic services, with the mainstreaming of climate change adaptation, gender, HIV/AIDS, and other issues of concern.





Vision





Action For Development has a vision of Ethiopia where: Poverty is eradicated, and the people lead a dignified life in an enabling social and natural environment
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Southern field office


Email- sfco@afdethiopia.org.et





Bale project office


bpo@afdethiopia.org.et








Borana Field office


e-mail-bfco@afdethiopia.org.et


P.o.box- 17








Action For Development


P.O.Box 19859


Telephone 251-11 - 662 59 76


Fax   251-11 – 662 55 63


e-mail-afdethiopia@gmail.com;   


info@afdethiopia.org.et


  Addis Ababa, Ethiopia











�Before delegating any staff of the organization, the chairman of CHC must consult either the ED or CFCO or MPO.


�The person to be selected as secretary of the committee has to be literate enough to keep minutes of each meeting. In case, the committee has a problem to find a secretary, the CDF/Promoter the chairperson of the CHC will assign for the CCHC acts as a secretary. The assigned secretary will be vote less member of the committee�. . 


�This form is adapted with slight modification from Complaint Handling Mechanism policy document of Christian Aid Ethiopia.





