	Feedback & Complaint Handling Guidelines

Introduction:-
CARE is committed to receive feedback and complaints whilst implementing emergency response projects for it upholds the dignity of the disaster affected population and their right to be heard and acknowledged. Feedback and complaints will be dealt in a professional manner which in turn will ensure transparency and accountability as well enhance CARE’s quality of emergency response.
Purpose: -
 This guideline will help set a feedback & complaint mechanism post an emergency i.e. in the relief, recovery and rehabilitation phase. This will also help in handling feedback and complaints during the project cycle i.e. (PIME-Planning, implementation, monitoring and evaluation).
Definitions:- 
Feedback: - information about reactions to a service (positive or negative), a person's performance of a task, etc. which is used as a basis for improvement.
Complaint: a specific grievance of anyone who has been negatively affected by an organisation’s action or who believes that an organisation has failed to meet a stated commitment (HAP, 2010)
Sensitive complaints are those which require the protection of the complainant, because they either feel embarrassment or shame, or fear of reprisal from another person.
	Steps in Feedback/Complaint Handling 
CARE shall establish and implement complaints-handling procedures that are effective, accessible, and safe for intended beneficiaries, disaster-affected communities, agency staff, humanitarian partners and other specified bodies.
Step 1-CARE staff shall ask intended beneficiaries and the host community about appropriate ways to handle complaints.
Step 2- CARE shall establish and document complaints-handling procedures which clearly state:
•	 The right of beneficiaries and other specified stakeholders to give feedback or file a complaint
•	 The purpose, parameters and limitations of the procedure
•	 The procedure for submitting feedback/ complaints
•	 The steps taken in processing complaints
•	 Confidentiality and non-retaliation policy for complainants
•	 The process for safe referral of complaints that the agency is not equipped to handle
•	 The right to receive a response
Step 3-CARE shall ensure that intended beneficiaries, affected communities, and its staff understand the complaints-handling procedures.
Step 4- CARE shall verify that all complaints received are handled according to the stated procedures.
Step 5- CARE shall establish and implement an effective and safe complaints-handling mechanism for its staff, consistent with the requirements 

Directions- Feedback & Complaint Handling

1. Who can give Feedback and complaint?
All of organization’s stakeholders can give feedback and make complaints, including beneficiaries, non- beneficiaries, partners, local leaders, NGOs, CBOs, Government, Donors and staff.

2. What can people give Feedback and complaint about?
Feedback and complaints related to Organization’s projects, commitments and conduct.

Organization will address complaints including but not limited to the following circumstances:
· Organization has made a commitment and it has not been met
· Unfair, inappropriate or incorrect management of and organization’s services including
· Exclusion of beneficiaries who meet the selection criteria, and inclusion of those who don’t
· Quality and Quantity of services/products provided by the organization
· Improper behavior or misuse of authority by an organization’s staff member, partner  or supplier including rude or aggressive behaviour, fraud, bribery, allegations of sexual harassment or exploitation.
· Threats against organization’s staff or project property.

3. Safe Referral
Feedback and complaints not related to organization’s projects, commitments and conduct will not usually be responded to. However, for complaints related to the safety and protection of beneficiaries and communities, organization will ensure that the complainant is given information about an agency that is qualified to assist. Each State Office will compile a list of other agencies working in the area, both Government and Non-Government, and provide this information to the relevant complainants.

4. How can people give Feedback and complain?
Stakeholders have the right to provide feedback or complain in writing, verbally or by phone directly to organization’s offices or any mechanism developed by the community with facilitation from CARE project staff. Complaints and feedback can be provided through both formal and informal means.

· Define and establish the parameters of the mechanism. 
· Decide what the methods will be (e.g. suggestion boxes, visiting hours, telephone line, help desk etc.). 
· Prepare the complaints form. 
· Agree on who will follow up and how things will be followed up. 


5. Staff obligation to inform stakeholders of  their Right to complain
Communities and beneficiaries will be communicated their right to provide feedback and make a complaint and the procedures for doing so during community meetings by field staff.

6. Receiving Feedback and complaints
The procedure to follow when you receive complaints and other feedback. 
· Tell the person you work for CARE. Give your name and what you do on the project. 
· Listen carefully and with a positive attitude. 
· Explain that CARE will treat what they tell you as confidential. 
· Tell them they have the right to be heard. Give more information if they ask for it or seem to need it. Explain what types of complaints CARE can and can’t deal with. 
· Show empathy with the problem (but don’t take responsibility for it). 

Every staff member who records complaints must: 
· be able to communicate basic information about CARE and CARE’s projects confidently and consistently 
· know CARE’s structure and who is responsible for what in their local office 
· keep a list of key information (local office address and contact details; where CARE operates; details of projects—why, what and when; partners; other agencies CARE is coordinating with, including authorities) 
· be able to describe how the complaints mechanism works 
· be trained to record complaints 
· take the positive attitude that complaints lead to improvements. 

· Fill in the CO's complaints form. It must clearly state: 
· the date when the person complained 
· their name, age and gender 
· the name of their village 
· what the complaint is (what happened, when and where, who was involved). 
· Read what you have written back to them to check that it is correct. Change things if you need to. 
· Offer a solution if you can. 
· Check that they understand what happens next: 
· you will deliver their complaint 
· they will get a response within a specified number of days. 
· Give them the reference number of their complaint. 
· Thank them for their trust and time. 
· Tell them how CARE follows up complaints. Check that they understand. 


7. Addressing complaints

Where possible, complaints will be resolved at the time. In the case of feedback, the stakeholder will be asked if they require a response. If not, a commitment will be made to pass on feedback.

Complaints received will be passed on to the complaints handling committee formed at the State level comprising of 3-4 members from CARE & Partner NGO staff (female representation is required) for investigating into the matter and reaching appropriate solutions. The matter will be In case the complaint is against any project team member the complaints committee formed at the Hub level will look into the matter and the same could be passed on to the complaints handling committee formed at CIHQ level.


8. Responding to complaints
Response to complainants should be given as soon as possible, to a maximum of a week of receiving the complaint regardless of whether or not a decision has been reached. The focal person of the complaint handling committee is responsible for providing the response as soon as possible within the timeframe. The complainant should be informed that their complaint has or hasn’t been upheld:

· If the complaint is upheld, advice the complainant on action that has been taken. Note that in some limited cases e.g. sexual misconduct allegations, it can be important for the sake of confidentiality that the complainant is not told what action has been taken.

· In addition it is important to inform staff that a complaint has been received, investigated and action taken. This step can be vital in maintaining/restoring staff morale and upholding our wish to be an accountable organization. Again it is important that the principle of confidentiality is upheld: sometimes it will not be possible to tell staff precisely who is involved and what action has been taken.
· If a complaint is not upheld, the complainant must be informed of this, the reason why and their right to formal appeal by taking the complaint to the next level of management.	A

· If a decision has not been reached by the committed timeframe, the complainant will be provided with a progress report and an indication of a likely date of conclusion.

9. documentation and Reporting
Documentation and reporting of complaints allows both for transparency to maintain the integrity of the system, and the analysis of trends. This information can be used to influence changes to resolve the issues and reduce future complaints.


All complaints that are not immediately resolved will be recorded in complaints register of the State office. Once a complaint has been written down it is considered a formal complaint. This does not preclude complaints that are immediately resolved from being recorded. It is strongly encouraged that they are (as is the case with Help Desks), to inform and improve programs.

The resolution and any action taken including any appeals process must be documented in detail as the original complaint was documented (e.g. in the Complaint Register for non-sensitive complaints). This must be done even if the complaint is not upheld. If it is confidential, the focal person-complaints handling committee will be responsible for documenting and closing the complaints file.


All documented feedback and complaints will be analyzed and reported on monthly at the State, hub and national level.
· District Reports will be completed by the appointed  focal person –complaints handling committee  and sent to the RPD  by 25th  of each month who in turn will send it to DMU, CIHQ
· National Reports will be completed by M&E Officer and presented to Head, DMU
All reports will include the number of complaints, response time, type of complaints, and details on serious incidents.

10. closing complaints
The complaints process is considered closed when:
· A complaint is upheld, it is communicated to the complainant, and the file signed as closed by CARE staff.
· A complaint is not upheld, it is communicated to the complainant along with the right to appeal. If the right to appeal is declined, the file may be signed as closed by CARE staff. If the right to appeal is accepted, the file will not be closed until the appeals process is finished and the records added to the file before being signed as closed by CARE staff


11. Confidentiality and Protection
The principle of confidentiality needs to be made clear to all CARE staff, and community members handling complaints and complainants. The protection of the complainant from intimidation or abuse of any form as far as is within the control of the people to whom the complaint is made should be ensured.
Feedback and complaints records should be treated as a security item to safeguard sensitive information,


12. Monitoring
[bookmark: _GoBack]M&E Officer, DMU is responsible for ensuring that all complaints received are handled according to the Feedback & complaint guidelines.
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