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RRAA Complaints & Response Mechanism Framework

Introduction:

RRAA believes that proper and effective handling of feedbacks from our stakeholders will
improve the quality of our services; and will gain the trust and confidence of our stakeholders by
learning and improving, therefore the organization has worked out this framework to properly
receive, record and response grievances against its employees, use of resources, and failures to
meet its commitments and other legal requirements.

RRAA will constructively welcome feedbacks from communities we work with, our donors and
the government of Afghanistan and react / respond to them which will increase or improve
transparency and accountability of the organization.

There will be range or different type of complaint including complaints against the behavior of
staff members, unfair recruitment process, dissatisfaction of communities in regard to the quality
of our services, unfair selection of beneficiaries etc.

Principles:

e All feedback / complaints will be taken seriously

e All feedback / complaints will be responded in a timely manner

e Central points will be established to record complaints

e Staff members will be aware of the complaints mechanisms

e Confidentially and safeguard of complaints will be ensured

e Director, deputy director at head office and regional managers at field level will be the
people to receive complaints and feedbacks through HR and relevant department.

Procedures:

® Raising awareness
All stakeholders including the communities we work with, the donors and governmental
authorities at central, provincial and district levels will be aware of the mechanism and
procedures for complaints and feedback.

e Serious Complaints:
A serious complaint is related to breach of the Codes of Conduct (RRAA’s policies and procedures,
ACBAR code of conduct, NGOs law) and if a complaint is an allegation or suspicion of any of these

o A concern about the behavior of staff

Physical and psychological abuse

Sexual exploitation and abuse (including gender-based violence)

Child abuse/exploitation

Fraud and corruption

Criminal offence

Breach of policy and procures

Discrimination in term of religious, tribes and race
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These kind of serious complaints should be investigated as a formal complaint. In a situation where a
person discloses such allegations, it must be reported immediately through established mechanism.

e How to Complain:
A complaint could be raised by:
- An individual or community with whom RRAA works
- A partner organization, including UN, NGOs and government
- A member of the public
- A staff of RRAA

e Complaints may be made through any of the following mechanisms:
- Inperson (all levels)
- Through a trusted intermediary
- A complaints box (in the RRAA offices, project location etc.,)
- e-mail message to assigned confidential e-mails and hotline numbers below

e Contact points
Complaints from the regions to be directed to regional managers through relevant
departments. The regional managers will take all the necessary actions on the received
complaints. If needed, the regional manager will consult the head office and receive advices.

e RRAA CFRM contract detail:
CFRM Email: CFRM.support@rraa.org.af, Mobile Number: +93798420879, and WhatsApp:
+93798420879

e Head of point of contacts:
a) Riazullah Wali the Director for RRAA riaz@rraa.org.af (+93703330314)
b) Eng Shah Wali Alokozay the Deputy Director shahwali@rraa.org.af (+93700601853)

e Regional offices point of contacts:

c) Rohullah Karimi the central region manager Rohullah.Karimi@rraa.org.af
(+93706799279)

d) Atta Mohammad Sidiqi North regional manager Ata.Sidigi@rraa.org.af (+93707930246)

e) Sayed Abdul Hakim Hakimid, west regional manager Hakim.Hakimi@rraa.org.af
(+93799470844)

f) Fazel Rahman Toryalai the FEast regional manager Fazal. Rahman@rraa.org.af
(+93700631740)

2|Page


mailto:CFRM.support@rraa.org.af
mailto:riaz@rraa.org.af
mailto:shahwali@rraa.org.af
mailto:Rohullah.Karimi@rraa.org.af
mailto:Hakim.Hakimi@rraa.org.af
mailto:Fazal.Rahman@rraa.org.af

RRAA Complaints & Response Mechanism Framework

e Time limit for making a Complaint:
Time limit for making any complaint should be made as soon as possible, but no later than one
month from the date when the incident happened.

e Verbal and Written Complaints:
In case of verbal complaint, the person who is listing to the issue should prepare a summary
of the case and submitted to related individual at head office or regional office. In the case of
written complaint, they should be recorded properly and be handed over to responsible
person.

e Acknowledging complaints:
The person or groups who make the complaint should receive a note of acknowledgment and
should wait for the next step in regard to their complaint

e Registering Complaints:
Complaints will be recorded on the complaints record form which will be reviewed for
further decisions.

e Investigation and Action:
Each complaint will be investigated properly, the person handling the complaint will gather
relevant and required information using different and applicable mechanisms and will report
finding to responsible individuals within the organization. Action against each case or
complaint will be taken and followed considering the policies and procedures of the
organization.

e Responding to the complainant:
Complainants will receive a response outlining the outcome of the complaint, the corrective
action has been taken and the person who deal with the issue.

e Monitoring:
During each Management Team Meetings on quarterly bases, review of serious complaints,
correction action taken will be reported and discussed.

e Complaints that cannot be dealt with:
The complaints mechanism and procedures do not apply to complaints that are subject to
current investigation by any regulatory body or legal or official authorities in the country.
These complaints include the following:
- Events requiring investigation by a professional and/or a disciplinary body.
- Events requiring an independent inquiry into a serious incident involving national
governmental authorities.
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- Criminal offense understood as deliberated acts which put in danger the life and physical

integrity of any person.

- Events requiring investigation of a potential criminal offence.
- Legal action — The complaints procedure will cease immediately if the complainant

explicitly takes legal action in respect of the complaint.

Staff capacity building:

Necessary training on how to receive complaints, how to record and investigate effectively
responding, interviewing skills etc. will be organized for project staff,

Complaints record form:

Date:
Date complaint received

Personal Details:
Name, contact details of complainants

Nature of Complaint:
Brief outline of the complaint

Detail of Complaint:
a detailed description of the complaint the
person has made

Who dealt with it:
name of person who is or has responded to the
complaint

How it was dealt with:
action taken to handle the complaint

Outcome:
outline of what has happened as a result of the
complaint

Follow up required:

any action required as a result of the complaint.
This may include a change to AA’s procedures
and policies

— END—
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