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2. Key Responsibilities 

2.1 All Staff 

 

2.2 Safeguarding and 
Complaints Coordinator 
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2.3 Complaints Handling 
Committee (CHC) 
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2.4 Ministry Team Leaders 

2.5 Safeguarding and 
Complaints Focal Points  

▪ 

▪ 

▪ 

▪ 
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2.6 Complaints Advisory 
Groups (CAG) 
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2.7 Co-Directors and Senior 
Management Team (CPAC) 
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3. Establishing a 
Complaints Mechanism 

3.1 Regional Level Complaints 
Mechanism 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

3.2 Country Office Complaints 
Mechanism 
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3.3 Programme Level 
Complaints Mechanism 
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3.4 Project Level Complaints 
Mechanism 
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3.5 Partner Level Complaints 
Mechanism for Projects 

▪ 

▪ 

▪ 

                                                           

▪ 

▪ 

3.6 Key steps in developing a 
complaints response 
mechanism3  

https://actalliance.org/documents/act-alliance-complaints-and-investigation-guidelines/
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4. Handling a 
Complaint 

4.1 Receive the Complaint 

4.2 Review the Complaint 
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4.3 Logging the Issue 
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Feedback Concern Complaint
Out of  
Scope
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4.4 Handling Feedback 4.5 Handling an External 
Safeguarding Concern 
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4.6 Handling a Complaint 

▪ 

▪ 

▪ 

▪ 
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▪ 

▪ 

▪ 

▪ 

4.7 Handling Other 
Information that is Out of 
Scope 
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4.8 Handling Complaints 
when a Focal Point is Absent 
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5. Investigating a 
Complaint4 

 

5.1 Definition of 
‘Investigation’ 

▪ 

                                                           

▪ 

▪ 

▪ 

 

 

https://actalliance.org/documents/act-alliance-complaints-and-investigation-guidelines/
https://actalliance.org/documents/act-alliance-complaints-and-investigation-guidelines/
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5.2 Core Principles for 
Investigations  

5.3 Responsibility for 
Handling an Investigation   
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5.4 Planning an Investigation 

▪ 

▪ 

▪ 

▪ 
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5.5. Conducting an 
Investigation10  
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5.6 Reporting Findings and 
Follow-up 
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6. Reporting on 
Complaints and 
Learning for 
Improvement  
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Annex 1: ToR for Safeguarding and Complaints Coordinator 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 

▪ 
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Annex 2: ToR for Complaints Handling Committee (CHC) 

▪ 

▪ 

▪ 
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Annex 3: ToR for Safeguarding and Complaints Focal Points 

▪ 

▪ 

▪ 

▪ 
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Annex 4: ToR for Complaints Advisory Groups (CAG) 

▪ 

▪ 

▪ 
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Annex 5: Sample template of Complaints Log 
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Annex 6: Good practice when handling complaints from vulnerable 
people 
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Annex 7: Key components of Investigation Team TOR  
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Annex 8: Sample Oath of Confidentiality 
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Annex 9: Sample roles and responsibilities of investigation team 
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Annex 10: The four stages of interviewing18 
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Annex 11: How to write an investigation report 
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Annex 12: Sample Reporting Format for Quarterly and Annual 
Complaints Reports 
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Annex 13: Key Terms and Definitions 
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