CWS-P/A Policy on Complaints and Response Mechanism
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Introduction to Complaints Handling 
Since 1954 CWS-P/A has been working for the development and relief of the marginalized communities on the basis that all the individuals irrespective of race, faith, color, sex, economic and political stands have the right to choose how to live. CWS-P/A assists marginalized communities to achieve economic prosperity and improve human and social capital through participatory endeavor which librates people and enhances their capacities to take control over their lives. CWS-P/A major programmatic areas include social development; capacity building and disaster risk reduction under these different projects are implemented. Quality of the systems and processes and accountability to all the stakeholders especially communities is among top priorities. CWS-P/A recognizes the right of all its stakeholders to complain and seek redress in a safe manner.
Our commitment to quality and accountability guides us not only to be vigilant by introducing various forms of controls over employees but we must allow our employees to practice all those freedoms that nurture a friendly and conducive environment at organizational level. This combination of vigilance and freedom at all times results enhanced organizational performance and learning. Below is our comprehension of the word COMP-LAINT. 

C…Clarity: A complaint involves some sort of lack of clarity at one level or another. This deficit may be manifested in the form of bad communication before or during a formal or informal relationship.

O… Obligation: A breach of actual or perceived obligation or responsibility may develop into a complaint.

M… Maturity: Inexperienced and rudimentary policy, behaviors and interactions demonstrate lack of maturity and thus greater chance of complaints. If we are able to handle complaints we would be able to reach organizational maturity.

P…Persistence: Ability to implement agreed policies and procedures would be considered as persistence and such inability would cause complaints. 

L… Learning: Our commitment to handle complaint would surely enhance our ability to learn comprehensively for improved performance in future.

A… Adaptation:  Our complaints handling commitment helps us in dealing with new situations and bringing our ability to adjust without facing any bureaucratic hurdles.

I…Information: Any complaint carries a valuable information that may be interpreted and analyzed for short term and long term adjustments, referrals and responses. 

N... Negotiation: Organizational culture that encourages the openness and discussion would lead to ownership and hence ensure sustainability.

T... Trust: An important benefit of complaints handling is that it builds and inculcates trust among the staff and hence increased enthusiasm and dignity that would ultimately decrease the staff turnover.

The first four letters of the word complaint explain and talk about causes of complaints the last five letters explain the organization wide benefits of handling complaints in an effective manner.
Significance of Complaints and Response Mechanisms

CWS-P/A ensures that its programming remains beneficiary focused at all the stages and during the course of project implementation communities have their say. Their dignity is upheld throughout the process. Nevertheless, the dynamics of the different communities and complexities of the humanitarian emergencies always have areas which may be disapproved by the communities. Some of these complaints can be sensitive and if not addressed properly may lead to serious consequences. 
CWS-P/A recognizes its development and humanitarian interventions to alleviate poverty and minimize human sufferings. The right of beneficiaries and others who are entitled to complaint and express their view at any stage. CWS-P/A recognizes complaint handling mechanism as one the most important functions to materialize its commitments to continually improve management practices and programs. As a member of HAP International CWS-P/A commits to promote a complaint mechanism for the beneficiaries and other stakeholders.
Definition of Complaint by CWS-P/A
“A complaint is a formal way of voicing concern against violation of rights.”

Categorization of the community inputs: After community inputs are received these will be categorized into broader categories of:
· Feedback:  Community inputs which are not due to grievance these are rather suggestions, comments or viewpoints. Feedback can be considered, discussed, challenged, used or disregarded, it is not mandatory to respond to feedback.
· Complaints: Community inputs which are mandatory to respond, according to the nature and urgency of taking the action these are divided into the following categories. It is a right of project beneficiaries, target communities and other specified stakeholder to question and receive a response from CWS-P/A about any real or perceived violation of their rights. These rights are categorized under the following two major headings:
a. Serious complaints:  These include misconduct like physical or sexual abuse, bribe, and use of aid for political, religious or any personal agenda, discrimination based upon caste, creed, sex religion etc (violation of the basic principles of humanity and impartiality). 
b. Project Performance Complaints: These complaints include need assessment, targeting, planning, implementation and staff roles, authorities, behavior in the community. and responsibilities,

Salient Features of the Policy
CWS-P/A recognizes the right of all the beneficiaries and other members of the community who have any direct or indirect stake into projects and functions to complain and seek redress. Individuals and groups who are entitled to complaint include:
· Direct beneficiaries (Individuals of all the ages and groups also) of the projects under disaster management program and social development program. 

· Community members and groups (Individuals of all the ages and groups also) who are not direct beneficiaries of the projects and may and may not be the residents of the target area. 

· Member of the host communities, hosting internally displaced people and refugees. 

Different ways and means will be adopted according to the nature of the project and other social and cultural consideration to enable communities to lodge complaints to CWS-P/A, each project site will have complaint handling mechanism in place. All the redress action will be taken according to stated policy and if CWS-P/A staff will be found guilty of any misconduct action will be taken according to the stated policy and rules in operational manual. In case complainant will be unsatisfied with the outcome he/she will be able to appeal against the outcome or the process. Responses to all the complaints will be time-bound. Program Manager/Coordinator will be responsible to nominate project heads as complaint focal points for the relevant projects. Each office will have a female nominee to be part of investigation team on serious complaints. Agreement with the contractors will have provision on dealing any issue between CWS-P/A and contractor and between contractor and community through complaint mechanism.  While addressing the complaints major considerations will be: 
· Comprehensive, robust and dignified mechanism. 
· Easy and customized processes. 

· Privacy of the complainant data at all the stages. 

· Privacy of the staff data involved in any misconduct except the circumstance when top management decides otherwise explicitly. 

Scope of the complaint policy
 CWS-P/A will entertain complaints regarding:
· Projects.

· CWS-P/A staff, consultants, volunteers and contractors. 

· Resources and their usage. 

· Commitments towards work and its quality. 

· Rights of the beneficiaries and communities as per CWS-P/A’s vision mission and mandate. 
For the complaints outside the scope of the complaint policy it will be the sole discretion of the CWS-P/A to consider these or otherwise.   
Components of the complaint mechanism

Receiving community complaints: Projects will use different methods for collecting complaints from communities/target group, most obvious of these methods include: 
· Through complaint box: It is a general method applicable to different projects. Major consideration for installing complaint boxes include:

· Ease of access to these complaint boxes for women, elderly and children in the context of cultural and gender disparity. 

· Nature of the project ( Whether project is on emergency relief, rehabilitation or on development) 

· Density and stretch of the population.  

· Advice from the security department regarding any of the associated hazards. 
Designated staff member(s) who are equipped with clear guidelines on the complaints’ line of action will be responsible to collect the complaints from the boxes. Frequency of the collecting complaints from the boxes should match with no of complaint dropped in those, it must be considered that during the emergency programs communities make extensive use of complaint boxes as compared to development and post emergency programs. 
· Over the phone: For the communities one of the most convenient and efficient ways to complain is on the phone. In each office one dedicated fixed line phone (if available) and one mobile will be used to register the complaints. Properly oriented dedicated staff will register complaints on the phone and channel these to relevant person(s) for the further action. 
· During the field visits and events: During field activities (visits, community meetings, distributions and other activities), CWS-P/A field staff will have complaint registration forms with them to register complaints and present these to relevant focal person(s) for further action. 
· Complainant visit to office: If the security situation and other constraints allow (as per the recommendations of the security focal person) sharing of the address community member can visit field office to lodge their complaints. As complainant visits offices, he/she will have the flexibility to drop complaint in the complaint box mounted in the office or lodging it with complaint focal points of the relevant projects.  
· Through community committees: Representative committees of the beneficiaries can collect complaints once they have proper orientation. Proper documentation of these complaints will be the responsibility of the CWS-P/A staff. Before delegating this responsibility their capacity and state of relationship with the communities and other community dynamics must be carefully analyzed. 
· Through post: Wherever applicable or required Communities would be allowed to send their complaint on the postbox number of the CWS-P/A, once received these will be forwarded to the relevant field office to take further action.  
· Through e mail (for partners) complaint@cwspa.org.pk
Initial processing and response: The complaint would receive a written acknowledgement on his/her complaint. For the complaints received through the complaint boxes complainant(s) will be informed about registration number of the complaint. Serious complaints will be directly handled by the Program Manager. 
CWS-P/A staff will be authorized to redress complaints lodged with them on spot provided these are directly related to their project and they have full clarity on these.  It will be their responsibility to note these complaints on the registration forms and present these to the relevant complaint focal points for the review and maintaining the record.
Complaint investigation: Different cases of program/project related complaint will be investigated as follows: 

· Project complaint focal person on receiving complaint will decide whether project team can address the complaint at their own or it needs to be referred to head of the program. Incase complaint focal point decides to resolve it within the project then he/she will nominate the investigation team and will supervise the investigation process. 
· Different cases of through investigation and respective guidelines are given below: 

I. When the complaint is regarding the process and there is no responsibility mentioned for that, complaint investigation team will be set up by the head of program(s) in field office, it will comprise of project complaint focal point and field representative(s).  Depending upon the nature of the complaint head of program(s) will decide whether to include himself in the investigation team or not.  

II. Complaints against head of program(s) will be forwarded to deputy director (associate director in his/her absence) who will set up investigation team (or will nominate individual for the purpose) which can seek assistance of anybody from the project team. Investigation team will present its findings and recommendation to nominating authority.     

III. Complaints against the complaint focal points will be presented to associate director to set up team or nominate any individual for investigation. Investigating authority can seek the assistance of the any of project staff. Investigation finding will be presented to the associate director. 

IV. If complaint is against member of the field staff investigation team should consist of head of the program(s) and complaint focal person for the project. Investigation team can seek the assistance of any member of the project team. 
V. In case of community complaints against the contractor(s) regarding the quality of the work and material, misuse of material, seeking any favors, asking for bribe and representing themselves as CWS-P/A staff for any purpose head of program(s) will nominate investigation team comprising of the relevant head of the project, location manager and field representative. After the investigation findings will be presented to manger operations for further action. 

VI. In case of the sexual exploitation and abuse complaints against the contractor operations manager will be immediately communicated along with the central anti sexual harassment committee. Manager operations will suggest whether contractor will continue his/her work or will be asked to stop working till the investigation is over.  After the completion of the investigation findings will be presented to the manager operations for further action. 
While setting up complaint investigation team it will be ensured that neither accused is part of it nor it is headed by his/her line manager. Complaint investigation team will work out the investigation plan to complete the process within the given timeframe. 

Complaints which will be genuine but beyond the authority of the field office these will be brought into the notice of higher programs management for the further decision and communities will be informed accordingly, if the senior management cannot address these complainant will be given information on why the complaint could not be addressed. It is important to note that these complaints may need coordination with other agencies and stakeholder which can take more time.  In such cases communities will be informed that it can take longer due to the involvement of the external stakeholders.

In case of serious complaints deputy director of the relevant program will be informed soon after the complaint is lodged. Program Manager will supervise setting up investigation team with approval of deputy director. The team may comprise of:

· Project Manager. 

· Female complaint focal person. 
· Complaint focal person of the project. 

· Internal Auditor 
· Head of operations at field level (in case of complaint against the contractor). 
Program Manager will call the first meeting of the investigation team within twelve hours of the complaint received. Team will work out the investigation plan comprising of not more then three days. At this point team will also decide if there will be need of expert opinion or assistance. . After completing its task they will present their finding and recommendation to the deputy director for further action. 

In case the complaint is regarding violation of the basic principles of the humanity and impartiality.  The composition of the investigation team shall remain the same; findings of the investigation will be presented to the deputy director of the relevant program to take action.
Redress and remedial action: Investigation team will present their recommendation(s) for the redress of the complaint and will suggest remedial action. Complaint will be redressed through the relevant program/function; remedial actions (if any) will be taken by all the relevant departments so that risk of future recurrence can be minimized.
Response to the complainant: Response will be communicated to the complainant within the given time frame and all the queries of the complainant will be responded. Complainant will be explained appeal process in case he/she is not satisfied with the response. For the programs and general complaints response will be communicated by any of the designated project staff but in case of serious complaints response will be communicated by security focal person.
Updating the complaint log sheet: After response will be communicated to the complainant complaint log sheet will be updated by the relevant program/function. This log sheet will be shared with the organizational development department representative fortnightly for the review. Overall responsibility of maintaining the record of the complaint will be with the head of the field office.
Appeal process: Complainant will be able to appeal for the review of his/her complaint. For the program/project complaints appeal will be lodged with the field office head of program(s) within seven days of the original response received. Record of the appeals will be maintained in a separate log sheet. Appeal will be forwarded to the deputy director / associate director with the details of the investigation, findings and recommendation made earlier for the redress. Deputy Director / associate director after the review will decide if the complainant view will be accepted, the original decision will be upheld or new inquiry will be undertaken. In case a new investigation is ordered deputy director / associate director will nominate member of the investigation team. Timeline for the investigation and response will remain the same.  
For serious complaint review appeal will be submitted to the head of central anti sexual harassment committee within seven days of the response received. Once the review appeal is lodged head of the committee will call meeting of committee members within next twenty four hours. Process adopted earlier will be reviewed and if required the parameters of the new investigation will be finalized, at this point committee will also decide if there will be any of expert opinion or assistance required. Complainant will be kept updated on any action or decisions further. After the review process the response will be communicated through the same channel as described in the response communication section. In case it will be decided to investigate the complaint new investigation team will be set up and investigation plan will be finalized, timeline for the investigation and response will remain the same.
CWS-P/A staff member can also file review appeal against any conviction which will be dealt according to the grievance policy given in the operation manual.
Complaint referral:  Genuine issue/needs of the communities beyond the scope of CWS-P/A to address will be considered for sharing with other organizations and forums. CWS-P/A reserves right whether to inform complainant in this regard or not.  
Implementing partners

For the projects implemented in collaboration with other organizations and through implementing partners provision on complaint handling are:

Mutually implemented project: For mutually implemented projects a joint complaint mechanism will be set up and complaint will be redressed through a joint mechanism or individually as agreed with the co-implementing organization. Complaints regarding the relevant components of project will be handled by the CWS-P/A through the mechanism outlined for the different categories of the complaints. All the modalities regarding complaint handling will be finalized at the agreement stage.  

Implementation through the implementing partner: It will be binding on the implementing partner to ensure they have a functional complaint mechanism in place. CWS-P/A will provide them support to setup complaint mechanism and if possible will also provide them funds for this purpose. Regular reporting from the implementing partner will also include reporting on complaint mechanism.
CWS-P/A ensures that its programming at all the stages remains focus on target group and makes maximum efforts to ensure quality in the contents and delivery of the training and other capacity building events and activities. Goal of the capacity building program is to support civil society organizations (CSOs), development professionals, community groups, and religious bodies in developing capacities at individual and organizational levels and also to create an enabling environment. The cross-cutting program objectives work towards creating awareness and interfaith harmony and promoting peace, tolerance, and gender balance. To improve the quality of the process and monitor conduct of the staff with the participating individuals and organizations it is important to enable them to complaint and express their view of the overall quality of these event in an easy and timely manner. 
CWS-P/A recognizes complaint handling mechanism as one the most important functions to materialize its commitment to continually improve management practices and programs. External commitments of CWS-P/A are also very important in this regard, as a member of HAP International CWS-P/A commits to have a complaint mechanism for the beneficiaries and other stakeholders. 

CWS-P/A recognizes the right of all the participants of the capacity building initiatives and activities to lodge complaint and seek redress. Groups and individuals who are entitled to complaint are:

· Participants of the training for the organizations (individuals and organization nominees)

· Community member and group who participate in the training for the communities. 

· Teachers and student who participate in the different activities. 

· Organizations engaging in the other mode of capacity building and support.  
Compliant must be lodged within 12 working days of particular event, activity or action which resulted in complaint. All the sites where the events will be organized arrangements will be made for the participants to complain. Complaints will be redressed according to complaint policy and if CWS-P/A staff or consultants will be found guilty of any misconduct action will be taken according to the stated policies and rules given in operational manual. Incase complainant will be unsatisfied with the outcome he/she will be able to appeal against the outcome or the process. While handling the complaints it will be ensured there is no clash of the interest. Investigation and response to all the complaints will be time bound and complainant will informed of any reasons for delay. While redressing the complaints major considerations will be: 

· Comprehensive, robust and dignified mechanism.

· Easy and customized processes. 

· Privacy of the complainant data at all the stages. 

· Privacy of the staff data involved in any misconduct except the circumstances top management decides otherwise explicitly. 

Scope of the complaint policy: Complaint will be considered regarding:

· Events and activities. 
· Professional competence and conduct of CWS-P/A staff and consultants. 
· Communication with the participants, selection process and arrangements of the event.   
Complaint registration

Different ways which can be used to register the complaints include:

· Evaluation forms: Forms used for the evaluation of the training can be used to capture complaints of the participants, it will be required to change the forms accordingly to capture the complaint and complainant information. 
· Over the phone: Participants will be shared a dedicated number to lodge complaint with the CWS-P/A. To note down complaint through the phone special responsibilities will be assigned to staff members. 
· Through email: Dedicated email address to receive complaints will be shared with the participants; password of this email address needs to be with assigned person only to retrieve complaint and forward these to relevant project for the further action. 

· Through post: Participants will be provided with the post code to write the complaints directly to the CWS-P/A, participants will be given details of the information they needs to provide with their complaints.  

· During the event: Participants will be informed (in manageable way) how they can lodge complaints during the course of the event/activity before the final evaluation, CWS-P/A representative (staff or consultant) will need to note the complaint and file it properly.    

Complaint investigation 
Complaints which will need thorough investigation, categories of these are:

Serious complaints:  These complaints are related to cases of sexual exploitation and abuse and any act which violates basic principles of humanity and impartiality (discrimination based upon caste, color, religion, ethnicity, gender, sexual orientation and others).  After received, within twelve hours such complaints will be forwarded to the central anti sexual harassment committee and deputy director within 12 hours of these will be received. Deputy director will decide whether alleged staff/consultant will be stopped from work.  Central anti sexual harassment committee will investigate the matter and recommend the redress and remedial action to the deputy director program. 

Activity/event related complaints: Complaints regarding activity/event or any of its related processes will be dealt as under. 

· CWS-P/A staff will be authorized to redress all the complaint on which they will have complete clarity. All these complaint and redress of these needs to be properly documented and filed for the sake of record, and updating the log sheet. Complainant will be explained the rationale for the action taken.   
· All the complaints which will need thorough investigation will be presented to program coordinator (assistant director in case of his/her absence) within twenty four hours of the complaint lodged. Program coordinator / Assistant director will setup the investigation committee to find out the causes and recommend the redress and remedial action. After completing its task the investigation committee will present its recommendation to the nominating authority. 
Consultants will be oriented on how to register the complaints and hand these over to the CWS-P/A contact person.  

Redress and remedial action

Complaints will be redressed through the relevant project. For the serious complaints deputy director will oversee the implementation of the recommendation and remedial action to avoid such cases in future. For the activity/event related complaints program coordinator/assistant director will oversee the implementation of the recommendations for the redress and remedial action. Any misconduct or negligence of the staff and consultants will be dealt according to the policy given in the operational manual. 
Response to the complainant 
Security department will communicate the response of the complaint regarding sexual abuse and exploitation, response of the other serious complaints will be communicated by the program coordinator or assistant director. For the event/activity related complaints relevant project will communicate the response to the complainant. In either case complainant will be explained the outcome of the complaint and all the queries of the complainant will be responded accordingly. 

Updating the complaint log sheet

After response will be communicated complaint log sheet will be updated by the relevant program/function. This log sheet will be shared with the organizational development department representative fortnightly for the review. Each project will be responsible for maintain the record of relevant complaints.  

Review Appeal Process 
An appeal will be lodged within seven days of the response received by the complainant. Complainant will be able to appeal against the outcome of the complaint. For the serious complaints appeal will be lodged with the deputy director, he/she after reviewing the previous investigation will decide whether to conduct a new inquiry into the matter or uphold the earlier conclusion, for new inquiry required expertise will be analyzed to see if there will be a need 

for the event/activity related complaints review appeal will be lodged with the assistant director, he/she after reviewing earlier investigation will decide if new inquiry will be required into the matter,  the previous judgment will be upheld or complainant view will be accepted. Decision will be shared with the deputy director before communicating it to the complainant. In case new inquiry will be ordered the composition of the new investigation team and parameters of the inquiry will be discussed with the deputy director. The timeline for the new investigation would remain the same.
Any new decision and finding will be communicated and utilizes according stated guidelines under response to the complainant and redress and remedial action.
Timeline for the redress of serious complaints
	Day 1 
	Day 2 – 4 
	Day 5 – 8  
	

	Complaint registration
	
	
	

	
	Initial response and investigation plan. 
	
	

	
	
	Investigation, recommendations for the redress and remedial action
	

	
	
	
	Response to the complainant


Timeline for event/activity related complaints

	Day 1 
	Day 2-4
	Day 5 – 8 
	Day 9 – 10 

	Complaint registration/appeal 
	
	
	

	
	Setting up investigation team and preparation of the investigation plan.
	
	

	
	
	Investigation process, findings and recommendations for the redress and remedial action.   
	

	
	
	
	Response to the complainant


 Internal Complaint Handling Categories and Sub Categories:
The policies that govern functions of an organization extend explicit rights to individuals working within that entity. If benefits from these rights become superficial then feeling of injustice sets in. 
The complaints arising out of interaction between CWS-P/A staff members would fall under the internal complaints handling categories.
	Category 1: Job related complaint

	No.
	Sub Category
	Definition
	Nature

	1
	A. Work Assignment 
B. Technical support. 
	A. Any work required from an        employee other than the agreed JD in the staff contract affecting his/her core job objectives.        

B. Inadequate or improper support available for performance of assigned task/Job.  

	Serious

	2
	A .Inefficiency
B. Fraud/ abuse of authority.
	A. Any work not done according to an agreed work-plan in line with the set Job Description.

 B. Indulges in activities that constitute willful extension of influence for personal gains. Theft
	Serious
Sensitive

	3
	Attitude.


	Behavior is considered in-appropriate if it reflects ill will towards fellow staff member by action or otherwise, that is, in any other way.  


	Serious/sensitive

	4
	Non cooperative team members
	When colleagues do not facilitate and create hindrances relating to work. Especially in collective tasks affecting the performance of entire team. 
	Serious

	5
	Working Hours
	Working hours should   not strikingly conflict with stated policy. Other than in exceptional cases, like emergencies etc.
	Serious

	Category 2: Organization  related complaint

	No.
	Sub Category
	Definition
	Nature

	1
	A. Staff development 

B. Lack of Training


	Staff development would be considered inappropriate if it does not develop the core competency required for a CWS-P/A team member.A core competency can take various forms, including technical/subject matter know-how.
Where adequate skills are deliberately denied, and held against.
	Serious
Serious

	2
	Violation of equal opportunity
	The inability of a CWS-P/A team member to have equal access to opportunities service/facility from which they can benefit, regardless of their social class, ethnicity, background or physical disabilities.

	Sensitive

	3

	Sexual Exploitation


	Any actual or attempted abuse of a position of vulnerability. Any sexual advance, request for favors or other verbal or physical conduct of sexual nature, effecting work performance.

	Sensitive


	4

	Harassment
	Creating an intimidating, hostile, abusive or offensive work environment which interferes with an individual’s work performance.


	Sensitive


Nature of internal complaint

Sensitive (A): These are the complaints which require immediate attention. These may arise out situations that not only violate individual rights, but may also physically put a person in danger. 
Serious (B): These are complaints which require further action. These constitute infringement of rights. 
Non serious (C): These are complaints which may require no further action, and may be disposed of at the first stage or would be treated accordingly. Any complaint that does not violate an individual’s right but cause a situation which may result in temporary stress or inconvenience. Such complaint would not clearly fall under one of the above mentioned two categories, but may still require further action.
Methods for filing the internal complaint
A complaint can be submitted by any team member of CWS-P/A under the above mentioned Categories/Sub-Categories on a prescribed form through:

1. Complaint boxes installed at each CWS-P/A location on specified Complaint Form.

2. E mail at: complaint@cwspa.org.pk 
3. Complains may be addressed to Internal Auditor
Steps in Handling an internal Complaint
The following steps would be involved in handling a complaint:
Complaint Box
There would be a form along with a complaint envelop put near each complaint box. The complainant would also mark in bold the nature of complaint on envelop.
 Mail to Karachi
Each location Manager should be responsible to send any complaint put in the box to Internal Auditor on weekly basis, except where the envelop is marked “Sensitive”, in such situations it would be forwarded  immediately to Internal Auditor.
Acknowledgement
The complainant would receive a written acknowledgement (e.g. e-mail) from IA on the complaint received. The following is the minimum time to acknowledge the complaint.

Sensitive (A)       (24 hours maximum) 

Serious (B)           (3 days maximum)
Non-serious(C)   (5 days maximum)
Review
The complaint would be reviewed and would be registered in the electronic log-sheet for further processing by the internal auditor.
Investigation
The initial review of the complaint would be done by internal auditor. The internal auditor would forward the initial report to the DD organizational development with a request/recommendation for further action where necessary.

Appointment of IO (investigation officer or team) The DD organizational development would authorize formal investigation in consultation with RR, by appointing an investigator (or team) when necessary, with specific term of reference.

The IO (team) would be responsible to talk to the complainant/line manager or any other concerned staff, preparation of potential witness list, and gather other relevant circumstantial evidence. The IO (team) would reach at a conclusion within 10 working days after acknowledging receiving of the complaint. 
Any complaint proved to be true would result in appropriate disciplinary action in accordance with organizational policies. 
Redress & Resolution
The IO (team) would submit investigation report to the DD, organizational development. It would then be forwarded to the management* for final decision. The decision would be communicated to the complainant by the internal auditor.
Appeal
If the complainant is satisfied with the decision then the case would be closed. If the Complainant does not agree with the decision then IA would forward the issue to relevant DD for a final decision. 
Final Decision:

If the complainant is satisfied with the decision then the case would be closed. If, however, the complainant does not agree with the decision then he or she has the right to appeal. The IO would forward all relevant material to the appeals committee**.
The decision taken by Appeals committee would be considered final and would be communicated to IO for entering it in the log-sheet and the case would be closed at organizational level.
CWS-P/A   Internal Complaints Management Flow Diagram

C
Internal Complaint Registration Form
Name and Designation of Complainant: _________________________________________________

Name and Designation of Respondent:  __________________________________________________

Complaint sub category: (Please provide brief explanation in the space below, you may attached a separate sheet if required) 
	


Complaint Category: 

  Job   Related    FORMCHECKBOX 
   


 Organization Related                FORMCHECKBOX 

Nature of Complaint: Serious  FORMCHECKBOX 
     

Sensitive  FORMCHECKBOX 
    



  Non-Serious  FORMCHECKBOX 
   

Description of Issue: (You may expand this box vertically- if needed)
	


Relevant Evidence attached:

1.

2.

3.
Proposed Solution: (You may expand this box vertically- if needed)
	


Signature: ______________







Date: ____________

Complaints and Response Management Flow Diagram
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Abbreviations:
CM: Community Mobiliser 

DD: Deputy Director          PM: Project Manager
                  

AD: Associate Director

SQAO: Swat based Quality and Accountability Officer  



RQAO: Roving Quality and Accountability Officer
Timeframe for Project Performance Complaints

	Day 1 
	Day 2
	Day 3 –  8
	Day 9 – 10

	Complaint registration and analysis
	
	
	

	
	Initial response and investigation plan
	
	

	
	
	Investigation
	

	
	
	
	Communicating response to complainant


Timeframe for Serious Complaints

	Day 1 
	Day 2 – 5 
	Day 6  

	Complaint registration and analysis and preparation of the investigation plan
	
	

	
	Initial response and investigation
	

	
	
	Response to complainant


Explanatory Notes

	
Limitations/

Parameters
	Maximum time for the resolution of these complaints is fifteen days. If more than fifteen days are required it needs to be communicated to complainant/community accordingly. Complainant/community must be informed on the decision within twenty four hours unless there justifiable exceptional circumstances. CWS-P/A would stop taking complaints 30 days prior to the end of any project from the communities. For short term projects e.g. relief distribution etc the beneficiaries are allowed to complain about the quantity of the items on the distribution site and they would be allowed to complain about the quality of the items and services provided, within one week after receiving the relief package. The appeal process would not take more than one week to reach at a decision and provide redress, referral or final answer to the appellant. The other parameters of the CM include geographical coverage of the project area, non-specific issue raising and project specific complaints.

	
Authority to field staff 
	Field staff will be provided with the complaint registration forms to note all the complaints and will be authorized to redress complaints for which they have full information and understanding. It will be mandatory to inform project management on the complaints they received and redressed. Complaints they will be unable to redress they will bring these into the notice of their relevant project manager. Field staff will be authorized to receive complaints of other projects and organizations and would forward it to relevant authority within one day of receiving the complaint.   

	Registration on the phone
	Two designated Quality and accountability Officers would receive complaints on their specified numbers and they will make sure that they have complaints registration forms available with them. After they register the complaints these will be discussed with PM/PC/AD/DD as appropriate and required by the organizational structure.  

	Collection through the complaint box
	Each project manager will open the complaint box after every 15 days or during the field visits whichever comes first. He/she would discuss the issue either with the field team or with the PC and proceed as describe above. All the complaints need to be recorded on the complaint forms and status needs to be updated on the log sheet. 

	Complaints from Partners and contractors
	The partners and contractors may complain through CWS-P/A internal complaints handling process AND/OR via Roving Quality and Accountability Officer.

	Complaints against partners
	CWS-P/A would not take direct complaints against partners but would request partners to regularly update DMP Associate Director on complaints Log sheet as a reporting responsibility.

	Community orientation
	Complainants need to be clarified the process, parameters and rights of the beneficiaries with respect to submitting a complaint in an effective manner.


External Complaints Registration Form

	Complaint Registration Form
	Number: 

	1.
COMPLAINANT / USER – to be filled by complainant/staff
Name:_______________ Address:____________________________________ Phone:________________

Complaint Receiving Channel:   (Box  ( Office Visit  ( Field visit  ( Telephone Other _______________
(Attach a copy of ID card/number take phone number of the complainant if available)

	2.COMPLAINT– to be filled by complainant/or staff
Description of complaint: _______________________________________________________________ 
_____________________________________________________________________________________

_____________________________________________________________________________________

(Attach additional documents if needed)

	3.SIGNATURE – to be signed by complainant and staff (written guidance should be provided)
By signing and submitting this complaint, I accept the procedure by which the complaint will be processed and the composition of the complaints board dealing with this complaint. I have been informed by the terms for appeal.

Date: ___________   Complainant Signs: ______________ Staff Name:____________           Signs___________

	4.RESPONSE AND APPEAL – (to be filled by staff and/or complainant)
Response / remedy to the complaint: _______________________________________________________

_____________________________________________________________________________________

___________________________________________________(please annex additional paper if required)

Response / remedy was:  (Accepted  (Not accepted ( Not appealed   (Appealed to: _________________

Date: _____________     Sign Staff: _____________ Sign Complainant/Appellant : ________________

	5.ACKNOWLEDGEMENT-(to be filled by staff and cut off and given to complainant if not resolved immediately)

Complaint number: _________________ (Unique and same and registered in the to right side of the paper)
Expected date of response: ____________
Place to receive response: __________________________

Signs(Same as in part 3) : _______________________________________
Date: ___________




External Complaints Log sheet
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External Complaints Mechanism Monitoring Checklist
	S.No
	Indicators
	Yes
	No

	1
	Have we told our communities how to complain and that it is their right to do so.
	
	

	2
	Have we used staff and notice boards to give information about complaints processes?
	
	

	3
	Are we clear about the types of complaint that we can and cannot deal with?
	
	

	4
	Does our staff know procedures on abuse or exploitation of program beneficiaries or participants?
	
	

	5
	Do we explain the details of the appeals process to complainants?
	
	

	6
	Is it possible to file a complaint on behalf of somebody else (owing to illiteracy, fears for personal safety, inability to travel, etc.)?
	
	

	7
	Have we received complaints from and female community members?
	
	

	8
	Can complaints be received verbally or only in writing?
	
	

	9
	Does all relevant staff know about the Complaint Registration Form (CRF)?
	
	

	10
	Does all relevant staff know about how to fill the CRF?
	
	

	11
	Do all relevant staff and communities have consistent access to the CRF?
	
	

	12
	Have we installed the complaint boxes at each BHU or at each school under CWS-P/A project?
	
	

	13
	Do we open the complaint box after every ten days?
	
	

	14
	Do we give the complainant an acknowledgment receipt?
	
	

	15
	Do we maintain our complaint log sheet?
	
	

	16
	Did we share our office contact number to committee or community? 
	
	

	17
	Do we ensure confidentiality of the process?
	
	

	18
	Do we ensure non-retaliation to the complainants?
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