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Why should we have protocols for
complaints and investigations?

Framework to assist those responsible for
ensuring standards and quality

Makes explicit what users can expect
Provides basis for accountability

Provides basis for quality assurance, audit, and
Inspection






Purpose

 To specify steps to be taken
— When SEA is suspected

— When alleged SEA perpetrated by staff
member (as defined)

* Applies in humanitarian or development context






Contents of the Model Complaints
& Investigation document

Executive Summary

Introduction

— Including key principles
Making/receiving complaints

* Investigation guidelines

* Interviewing witnesses and victims
 Recommendations for implementation
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What are the risk factors for SEA?
Who Is vulnerable to SEA?
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What are the risk factors for SEA?
Who Is vulnerable to SEA?

- Poverty and dependence
* Age
- Gender

» Dependence = vulnerabllity to SEA

— Some specific groups may be at higher risk;
e.g.,
 Single female heads of household
« Unaccompanied or unattended children

* Disabled



Barriers to making a complaint

* Fear of reprisa
 Fear of not being taken seriously

« Respect for/fear of a senior officer and/or
expatriate staff member

- Fear of “getting it wrong”

» Fear that source of income (maybe to sustain
life) will be cut off

- Fear of losing job, status, or prospects




Barriers to making a complaint
(cont'd)

* Cultural issues and norms — It IS seen as
acceptable practice in the country/region

e Cultural iIssues and norms — It IS not seen as
acceptable to challenge those in authority

« Attitudes toward women and children

« A socioeconomic or political context that might
sustain a belief that sexual exploitation/abuse is
unimportant



Barriers to making a complaint
(cont'd)

* |solation, lack of management and support
Age — children may be less likely to report

 Lack of knowledge concerning the reporting
Drocess

 Lack of access to anyone with power or will to
Intervene

Lack of awareness that sexual exploitation and
abuse Is wrong
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Key principles

Confidentiality
Anonymity
Safety and welfare

Professional care and
competence

Thoroughness
Independence

Planning and review

Respect for all
concerned

Timeframes
Working in
partnership with
others

National authorities






Principles case study

Small groups
« KIDAID case study

» Discuss and answer the questions on the
orinciple(s) assigned to your group

Write brief answers on flip chart

Post flip chart







Basic rules (principles) of
conducting an investigation

Investigating the allegations, not an individual
Presumption of innocence
The investigator is not the decision-maker

The investigator does not make moral
judgments relating to any of the parties of the

complaint






Stages of investigations

Recelve allegations
Decide whether to investigate
Plan the investigation

Gather and study background material and
documentary evidence

Revisit investigation plan
Interview witnesses

Write investigation report
Conclude the investigation




