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1. INTRODUCTION

The Charitable Organisation “Malteser Relief
Service in Lviv”’ (hereinafter referred to as
“MRSL” or the “Organisation”) operates in
accordance with its Articles of Association,
Code of Conduct (Code of Ethics), other internal
policies and procedures, and the applicable laws
of Ukraine.

MRSL ensures that the individuals it assists and
accompanies, as well as communities, partners,
volunteers, and employees, have the opportunity
to report any identified shortcomings, concerns,
or breaches of standards of conduct through
appropriate, safe, accessible, and confidential
channels. This mechanism enables MRSL to
maintain a comprehensive compliance process
by identifying potential gaps and weaknesses in
its operations and in its relationships with the
people it serves.

MRSL is committed to fostering a strong culture
of accountability by preventing misconduct and
abuse through proactive measures such as
training and awareness, as well as conducting
appropriate background checks during the
recruitment of staff and volunteers. As part of its
ongoing efforts to enhance accountability to all
those it serves, MRSL has established a
Complaints and Feedback Mechanism that is
user-friendly, safe, accessible, and effective. To
ensure a secure mechanism for handling
complaints and feedback from beneficiaries, the
mechanism outlined in this document — the
Complaints and Feedback Policy (hereinafter
referred to as the “Policy”) — is applied.

This Policy applies to all board members,
employees, volunteers, and partners acting on
behalf of MRSL, as well as to beneficiaries.

This Policy is available in Ukrainian and
English. In the event of any discrepancies
between the Ukrainian and English versions, the
Ukrainian version shall prevail.

1. BCTYII

Bnaropiitna opranizanis «Maisriiickka Ciryx6a
Homomora y JIeBoBi» (mami «MCHJI» abo
«Opranizanisy) 3OiCHIOE CBOIO IiIBHICTH
BianoBigHo g0 Craryry Opranizanii, Kogekcy

MOBEMIHKH  (€TMYHOMY KOAEKCY), IHIIMX
BHYTPIIIHIX MONITHK Ta NMPOLEAYP T2 YHHHOIO
3aKOHOJABCTBA YKpaiHH.

MCJJI rapaHTye, WO JIOOH, SKAM MH
JOIIOMATa€MO Ta SKHX  CYNPOBOIKYEMO,
rpoMany, MapTHEPH, BOJIOHTEPH Ta
CHiBpOOITHUKH MaloTh MOXJIHUBICTB

HOBIIOMIIATH MO Oyap-Ki BUSABJIICHI HEAOMIKH,
3aHENOKOEHHS UM MTOPYIIEHHS HOPM ITOBEIIHKH,
3aCTOCOBYIOUH JUIA IIBOTO BiAMOBiAHI, Oe3meuni,
noctynHi Ta koH(imeHuidiHi kamamm. Ilei
MexaHisM  pozBosie MCJJI  BmpoBaaum
LUTICHUH Ipolec AOTPHMAHHA BiAMOBIAHOCTI
[ULIXOM BHSBIICHHS MOTCHLITHUX MPOTaKdH Ta
HEIONIKiB y CBOfii poOOTi Ta CTOCyHKax i3
JIOABMH, SIKHX 00CIIyTOBY€ OpraHi3aiis.

MCJIJI mparHe 3MII[HIOBaTH CBOKO KYJIETYPY
Bi/IMOBiIAIBHOCTI, sAKa 3anobirae
HENpPaBOMIPHUM JisM Ta  3JOBXHBaHHAM
IIUIIXOM IPOBEJCHHS 3aXOMIB i3 3ar00iranus ta
HaBYaHHSA, a TaKkOX IPOBOAMTH HAIEXKHI
NEepeBipKH M dac NpHioMy Ha poGoTy
nepcoHamy Ta BonoHtepiB. MCIJI B pamxax
Iporecy nocTiifHOTO BJIOCKOHAJICHHS
BIINIOBINANBHOCTI mepex yciMa, KOMy BOHA
Jornomarae, po3poOmia MexaHi3M  po3rIIgy
CKapr Ta 3BOPOTHOTO 3B’S3KY, IO € 3PYYHHUM,
OesmeyHMM Ta  JOCTYIHHM, a  TaKOX
edexTuBHUM. JI)I1 BIpOBaKEHHS OE€3IIEYHOrO
MEXaHi3My pO3Iy CKapr Ta 3BOPOTHOIO
3B 3Ky Oenedimiapis 3aCTOCOBYIOTBCS
MEXaHi3MH, BHKJIAJEHI B I[OMY JOKYMEHTi -
IMomiTuni posrnmsmy ckapr Ta  HaJaHHA
3BOPOTHOTO 3B 3Ky (HaJalli - -«IOJITHKA).

I1s momiTHKa 3aCTOCOBYIOTBCS O YCIX wWiIeHIB
IpaBIiHHA, NpAIiBHUKIB, BOJOHTEPiB Ta
NapTHEPIB, AKi AifoTs Bix imeni MCJIJI, a Takox
1o GeHedimiapis.

Ils nomitmka BUKIAJEHAa YKPAiHCBKOIO Ta
aHTTHCHKO0 MOBAaMH. vy BHIIAJIKy
po3bixHOCTE#H MiX YKpaiHCBKOIO Ta



The purpose of the Policy is to:
e encourage the reporting of any conduct
that is inappropriate or contrary to the
Code of Conduct (Code of Ethics) and
other MRSL policies;

o provide support to anyone who reports
misconduct or inappropriate behaviour
that violates the Code of Conduct (Code
of Ethics) and other MRSL policies;

o establish clear procedures for reporting
such matters;

o ensure that all complaints are
investigated in a timely, consistent, and
professional manner;

e promote a responsible and confidential
approach to handling all reports, with a
guarantee of protection from retaliation
for those who come forward.

2. SCOPE OF FEEDBACK AND
COMPLAINTS MECHANISM

Key Definitions:

Complaint — a report (or concern) indicating
that certain actions or circumstances are
unsatisfactory or unacceptable in relation to
established standards, or involve actions or
omissions by personnel or partners that directly
or indirectly cause harm to an affected party. A
complaint may also relate to behaviour that
breaches the Code of Conduct (Code of Ethics)
or other MRSL policies.

Feedback the process of collecting
information or responses from stakeholders
regarding the Organisation’s activities, enabling
the assessment of its effectiveness and impact.
Feedback supports the improvement of
programmes and projects, enhances
transparency, and strengthens the Organisation’s
accountability to the people it serves.

aHTIHCHKOIO BEPCiIMH, YKpalHChKa Bepcid
MaTHMe NEePeBaXHi CHITY.

Mera nonituku:

e 330XOYYBAaTH [0 BHSABJIEHHA OyIb-sKOi
HEHAIEXHOI Ta TaKol, IO CYNEpEeYHTh
Kognexcy MOBEIiHKH (eTnaHOMY
KOJZIeKCY) Ta iHmmM nojirukam MCJJI,
TOBE/IIHKH;

o 3a0e3medyBaTH MiATPUMKY KOXHOMY XTO
iHpopMye Tmpo HempaBomipHi A,
MOBIOMIIAIOYH PO MPOSBH HEHATIEKHOL
Ta Takoi, Koxekcy moeeninku (eTuanomMy
KOZIeKCY) Ta iHmmM nomiitukam MCJIJI,
TIOBELIHKHY;

o 3abesmeuyBaTH  WiTKi
3BITYBaHHS 3 TAKUX IIUTAHB,

e BYACHO, IIOCHIIOBHO Ta mpodeciitHo
PO3TIIANATH BCi CKaprH;

e 3abe3nedyBaTu BiIIIOBiaNBHE
CTaBJICHHA JI0 PO3IILIAY YCiX (pakTiB, mo
MOBIIOMIIIOTECS Ta PO3TJIAAATH IX i3
JOTpUMaHHAM KoHOQimeHUiHHOCTI Ta
rapaHTi€l0 BiICYyTHOCTI MepeciigyBaHb
3a TOBiIOMJIEHHL.

IIPOLIEAYpH

2. COEPA 3ACTOCYBAHHHA
MEXAHI3MY 3BOPOTHBOI'O
3B’A3KY TA CKAPT

Kio4doBi Bu3HaueHHS:

Ckapra — moBinoMJIeHHS (3BEpHEHHS) IPO Te,
IO TEBHI Jii 4 OOCTaBHMHM € HE3aqOBUILHUM
ab0 HENpUIAHATHUM BiJHOCHO BCTaHOBJIEHOIO
cTaHAapry, abo moB’sa3aHe 3 pmiamMu  abo
Ge3misBHICTIO 3 6OKY MEPCOHAITY Ta MapTHEPIB,
AKI IPSMO YH OIIOCEPEAKOBAHO CIPHUYHHSIOTH
IIKOAY TMOCTpaxjanii croponi, abo me
NIOBiIOMJIEHHS IIPO MOBEMIHKY, IO CYIIEPEYUTh
Konekcy mnoBexmiHku (ETHYHOMY KOAEKCY) Ta
iHmmM nonitukam MCJJTL.

3BopoTHHMIi 3B'SI30K - TIPOLEC OTPUMAHHA
indopmanii UM BiATYKIB Bi iHIMX CTOPiH mpo
nismeHicTs Oprasizailii, o J03BONSE OLIHUTH
edexTuBHiCTs 1 HisUIBHOCTI Ta BIUMBY. Bin
CrpHsie BIOCKOHAIEHHIO IPOTPaM 1 IPOEKTIB,
HiIBULIEHHIO IIPO30pPOCTi, a TaKO0X
3abesneuenHIo mimsBiTHOCTI Oprauizauii nepex
THMH, I KOTO BOHA IIPALOE.



Sensitive Complaint — a complaint involving
allegations of unethical behaviour, abuse,
misconduct, corruption, misappropriation of

assets, fraudulent communications, sexual
exploitation, or other dishonest conduct.
Non-Sensitive Complaint (Programmatic
Complaint) — a complaint that expresses
concerns about activities, decisions, or
advocacy/policy work that affect the
complainants.

Valid Complaint — a complaint that falls
within the scope of the Organisation’s
commitments or the actions of partners over
whom MRSL has control or significant
influence. Such complaints are formally
registered and processed by MRSL to ensure a
timely and appropriate resolution.

Out-of-Scope Complaint — a complaint
concerning matters beyond the Organisation’s
control. These complaints will be returned to the
complainant with guidance or suggestions on
alternative avenues for addressing the issue.

2.1. Anonymity of Complaints.

MRSL recognises the importance of ensuring
access to the complaints mechanism for all
stakeholders, including the option to submit
complaints anonymously. In sensitive matters —
such as issues related to ethics, professional
conduct, or safety — the complainant may
choose to remain anonymous due to fear of
negative consequences, stigma, or other
concerns. The communication channels
provided by MRSL support the submission of
anonymous complaints. All complaints,
including those submitted anonymously, will be
taken seriously and may be subject to further
investigation. However, in some cases, the
absence of information about the complainant or
their contact details may limit the ability to
provide feedback or gather additional data
needed for a thorough investigation. If the
information provided in an anonymous
complaint is insufficient to verify the facts or
proceed with the investigation, the complaint
may be closed due to lack of actionable details.

YyTameBa ckapra - CKapra Ha HEETHYHY
HOBEAIHKY, 3JOBXHBAaHHSA, HEMpPaBOMIpHi i,
KOPYIIi0, HE3aKOHHE IPHUBIIACHEHHS aKTHBIB,
maxpaiceke CHUIKyBaHHS, CEKCyalIbHY
eKCILTyaTaIito abo HeAOOPOCOBICHY MOBEIHKY.

HeuyrimBa ckapra (mporpamMsa) - ckapra, 1mo
CTOCYETBCS 3aHEMOKOEHHS IOAO 3MAifiCHEHHS

JisJIBHOCTI, OpUAHATHX  pilleHb abo
aBOKAIlil/IIONITUKY, $Ki  BINIMBAIOTh Ha
3a9BHHKIB.

Banminni ckaprm - ckapru, siki Ge3nmocepeqHB0
CTOCYIOTBCS B3ATHX Ha ceOe 3000B's13aHb Ta Aiit
Opranizanii abo aiif maprHepis, Ha ski MCJJJI
Ma€e KOHTpOJIb abo Baxkeni BILUIHBY. Taki ckapru
OyZyTh  3apeecTpoBaHi Ta  CBOEYACHO
ompanboBani MCIJI 3 wMero momyky
BIINTOBIAHOTO PillICHHS Ta pearyBaHHs.

Ckapru nosa 30H0I0 KOHTPOJIO - CKaprH, sKi
CTOCYIOTBCSI THTaHb, IO 3HAXOAATHCA II03a
KoHTposeM Opranizanii Taki ckapru OyayTs
IOBEPHYTI 3as{BHUKY, OO JOMOMOITH HOMy
3HaliTH BiANOBimHEe pimeHHS abo DKepeIo
CKapru.

2.1. AHoHimMHicTL cKapru.
MCJJI Bu3Hae BaxIMBICTE 3abe3MeUeHHA

JOCTYyIy IO MeXaHi3My IOAaHHS CKapr I BCiX
3aI[iKaBJICHUX CTOPIH, BKIFOYHO 3 MOJIHBICTIO

IOJaHHA AaHOHIMHHX cCKapr. B gyTimBux
BUIIAKaX, TaKUX AK [HTAaHHA ETHKH,
npodeciiiHoi  moBeminkm  abo  Ge3mekw,

CKapXXHHK MOXe He OaxaT imeHTH}iKyBamH
cebe yepe3 MoOOBaHHS HETATHBHUX HACTI/KIB,
ocyny abo immmx mpuuymH. Kamamu 3B 3Ky,
peACTaBIIeH] MCJI, nepeabavaoTh
MOXJIMBICTh IOAATH CKapry aHOHIMHO. Yci
3BEPHEHHS, BKJIIOYHO 3 aHOHIMHHUMH, OyIyTh
pPO3MIHYTI  Cepiio3HO, i3  MOXIMBICTIO
NOJANBIIOTO po3chigyBanHs. BriMm, Bapto
3a3HAYUTH, IO B IEBHUX BUIIIKaX BiICYTHICTHL

iHpopmanii mpo ckapxkHHKAa YM  #oro/i
KOHTAaKTHHX  JaHMX  MOXe  OOMexuv
MOXJIMBICTh ~ 3BODOTHOrO  3B’A3Ky  a0o

J0aTKOBOTO 300py HaHWX, HEOOXimHUX s
MOBHOIIHHOTO pO3CHimyBaHHA. Y BHIajKaXx,
Ko iHdopMarlis, HagaHa B aHOHIMHIHN cKap3i €
HEJOCTaTHHOK JJIA MiATBEpKEeHHS (DaKTiB uu



2.2. Malicious Complaints

If, during the complaint process, it is determined
that an allegation was knowingly false and made
with the intent to cause harm, and the
complainant is an MRSL employee, appropriate
disciplinary measures will be taken. Malicious
complaints will be treated as a disciplinary
offence. In cases where the identity of the
individual targeted by a malicious allegation has
been disclosed, MRSL will take all reasonable
steps to restore that person’s reputation.

To ensure fairess and prevent misuse of this

provision, MRSL will carry out impartial
investigations of all complaints, give
complainants the opportunity to submit

additional evidence if needed, and protect them
from retaliation by providing anonymous
complaint channels where appropriate. MRSL
will also ensure that all employees and
stakeholders are provided with clear and
accessible information about the complaints
process and their rights within it, fostering a safe
and transparent environment for raising
concerns.

2.3. Obligation to Report Information

Any employee who becomes aware of or
suspects a possible violation is obliged to report
it.

Any person may file a complaint through the
established feedback channels (hotline, form on
the website, email of the Organisation) or
personally to the Director of the Organisation (in
person, by telephone, to the Director’s email
address, in writing to the Director). A complaint
shall be filed when there is evidence of conduct
thatis contrary to or may be contrary to the Code
of Conduct (Code of Ethics) and other MRSL
policies, which has occurred or has been
witnessed by the person. Employees are not
responsible for deciding on the type of violation

IIPOMOBXKEHHA pO3CIiAyBaHHA, cKapra Oyxe
BB)XXATHCh 3aKPUTOI0 depe3 Opak iHgopmalrii.

2.2. 3n10BMHCHI cKapru

SIx1o npouexypa posrisay CKapri BUSBUTE, IO
OOBHHYBaueHHS € HaBMHCHO HEMPABIMBUM,
BHCYHYTHM 3 METOIO 3alO/(isIHHSI INKOJH, 1 AKILO
CKapXHHUK € criBpobitHukom MCJIJI, GyayTs
BXHTI BIANOBIAHI JUCHMIUTIHAPHI CaHKII.

IloBimomiieHHS, AKi BUSABJIIIOTECS
3IOBMHCHHUMH, OyOyThb pO3rIsAAaTHCA 5K
OUCLUILIIHApHE  NpaBONOpYIHICHHS.  SIKImo

ocoly, NpoTH AKoi OyJI0 BHCYHYTO 3I0BMHCHE
3BMHYBaueHHs, poskpuro, MCJIJI BxuBaTuMe
HaleXKHUX 3aXOMiB Jng BigHOBNEHHs ii
pemyTarii.

Ilna  3abe3nedeHHs ~ COpaBeUTMBOCTI  Ta
YHHKHEHHS 370BXXHBAaHb LUM IOJIOXECHHSM,
MCJI MPOBOJUTHME HEyTepeKeHe
pO3CIiTyBaHHA BCIX CKapr, JO3BOJISIOYH
CKap>XHHMKaM HaJlaBaTH J0JAaTKOBi JOKa3H, SKIIIO
Ile HeoOXimHO, Ta 3aXMINAIOYH iX Big MOMCTH
gepe3 aHOHIMHI KaHalM MOJAaHHS CKapr, [ IIe
Moxe Oytu 3actocoBano. MCIJI magaBatume
9iTKy Ta JOCTYNHY iHdopMamilo BCiM
IpaiiBHUKaM Ta 3aliKaBICHAM CTOPOHAM IIpO
T€, K MPAIIOE IPOLEC PO3MIIAAY CKapr Ta iXHi
opaBa B PaMKax LBOTO IPOLECY, CIPHUSIOYH
CTBODEHHIO  BIIKpHTOrO Ta  0€3IEYHOro
CEpEZIOBMIIIA JUIA MTOBIJOMIICHHS IIPO MPOOIEMH.

2.3. 3o00oB’a3aHHf OO0 NOBIZOMJICHHS
indopmanii

Bynb-skuii CHIBpOOITHHK, SIKOMY CTa€ BioMo,
abo sAKHMH Mae migo3pH MIOA0 MOXJIMBOIO
HOpYyIIEHHS, 3000B’I3aHU# OBIIOMUTH IIPO L€E.

Bynp-sixa ocoba MoXke MOJaTH CKapry depes
BCTAaHOBIICHI KaHAIH 3BOPOTHOTO 3B S3KY
(rapsya  nmiHis, ¢opma Ha caifti, iMeitn
Opranizanii) a6o ocobucro JIupekropy
Opranizanii  (ocobucra 3yctpid, TenedoH,
€JIEKTPOHHA CKpHHBKa J[UpekTopa, THCEMOBO Ha
iM’s  Jlupekropa). Ckapry moaroTh mpu
HajABHOMY (aKTi IIOBEIIHKH, III0 CYTIEPEeYUTh a60
Moxe cymepeuutH Kozekcy — mOBemiHKU
(eTHYHOMY KOAEKCY) Ta IHIIMM IIOJMITHKAM
MCJJI, sxuii 3 Helo Tpamuecd, a0 CBigKOM
AKoro crama ng ocoba. CmiBpoOITHHKH He



of rules and procedures, but they are required to
report their concerns.

Who Can File a Complaint?
o employees, partners and volunteers;
e beneficiaries of MRSL;
o anyone affected by MRSL’s activities.

2.4. Types of Complaints.
Sensitive Complaints:

1. Violations of security policies and procedures,
or reports of actions by individuals (employees,
interns, volunteers, consultants, partners,
suppliers) that are contrary to MRSL policies and
procedures, including the following aspects:

¢ Harassment;

* Abuse or exploitation;

* Fraud or misuse of project resources;

* Unprofessional behaviour.

2. Sensitive — other operational or abuse-related
reports that do not concern MRSL employees,
partners, staff of other partner organisations or
the communities supported by MRSL.

3. Security — reports concerning the security of
the MRSL network (including staff, offices or
services) involving contractors or other
organisations, or relating to the safety of the
communities served by MRSL.

A complainant may file a sensitive complaint
regarding the following:

1. Conduct of MRSL employees, partners,
volunteers, and contractors.

2. Financial issues such as misuse of funds,
fraud, corruption, or conflict of interest.

4. Harassment, including sexual exploitation and
abuse.

5. Any form of physical or psychological
violence.

HECYTh  BiNOBINAIBHICTE 3a  NPUHAHATTA
pilleHHA PO THN MOpPYIIEHHSA TIpPaBHN Ta
IpoOLEAyp, aje BOHH 3000B'I3aHi IMOBiIOMIIITH
PO CBOI 3aHETIOKOEHH .

XTO Mo3Ke mogaBaTu ckapry?
e IpaiiBHHKY, IapTHEPH Ta BOJIOHTEPH;
o Oenediniapu MCIJT;
e KOXEH, KOrO CTOCYETHCH MisUIbHICTH

MCIJL.
2.4. Buau ckapr.
Yymausi ckapau:

1. ITopymeHHa MONITHK Ta mpouexyp 3i chepu
yOesnedyeHHs, MOBiHOMICHHS Ipo Ail ocib, Aki
cylepedars NoNiTHKaM Ta npoueaypam MCJIUI
(ciBpoOiTHHKH, CTaXepH, BOJIOHTEPH,
KOHCYNBTaHTH, IapTHEPH, IIOCTaYaJIbHUKH),
BKJIFOYAIOUX HACTYIIHI aCIIEKTH:

* JlomaranHs;

* 3n0BXMBaHHA a00 EKCILTyaTaIlis;

* IllaxpaiictBo a0 37IOBXHBaHHA pecypcamu
IIPOEKTY;

* Henpodeciitna moeninka.

2. YyrmuBi— inmi acriext [ToBinoMiieHHA moa0
eKCIUTyaTallii dYHM 3JIOBXHMBAaHHA, SKE€ HE
crocyerbes cniBpobiraukiB MCJ1JI, maptHepis,
IpaliBHUKIB iHIKX MapTHEPCHKUX OpraHizamii
abo rpoMaj, SKUX MH MiATPUMYEMO.

3. Besneka — iHpopMantis, OB’ 13aHa 3 GE3MEKOI0
mepexi MCJIJI (mepconan, odicu 9u mociyru),
HaJaHi MiApANHUKaMH 9H OyAb-AKOIO iHIIOIO
oprasisaiii€io, abo 3 6€31eK0I0 rpoMa, IKUX MH
o6cITyroByeMo.

CkapXHUK MOX€ ITOJATH Iy TIHUBY CKapry 00
HaCTYIHOTO:

1. TIloBeminka CmiBpOOITHHKIB,
BOJIOHTEpIB Ta migpsguukie MCJJL.
2. DiHaHCOBI MHUTAHHS, TaKi K 3JOBXXUBAHHS
KOIITaMH, IIaxpaicTBO, KOPYyMLis a60 KOHQIIKT
iHTepeciB.

HapTHEpIB,

4. JlomaraHHs, BKJIIOYAIOYH CEKCYaIbHY
€KCILIyaTallilo Ta 3JI0BXKHBAHHSL
5. DBympsixi THmm  ¢QismuHOro - aGo

MCUXOJIOTIYHOT 0 HACUJLIAL.



Programme Complaints (Non-Sensitive):

Programme complaints relate to concerns about
the quality, accessibility, effectiveness, or
relevance of the programmes and services
provided by the Organisation. They may express
dissatisfaction from beneficiaries, partners, or
other stakeholders regarding the implementation
of the Organisation’s projects, programmes, or
related activities.

Other Types of Feedback:

1. Request for Information.

Inquiries about current projects, types of
assistance, or the overall activities of the
Organisation.

2. Request for Assistance.

An inquiry from an individual for social services
that were not provided due to a possible error in
needs assessment or an issue with access (e.g.,
the beneficiary could not be reached).

3. General Comments and Suggestions.

An inquiry from an individual for social services
that were not provided due to a possible error in
needs assessment or an issue with access (e.g.,
the beneficiary could not be reached).

4. Service Quality Assessment.
Expressions of appreciation for the services
rendered.

5. Other Cases.

Requests for assistance not covered by the
current project scope, or programme feedback
regarding support provided by another
organisation.

This category does not include reports of ethical
violations, abuse, or fraud.

2.5. Confidentiality

All complaints will be handled with strict
confidentiality. In certain cases, it may be
necessary to share information with third parties.
Such decisions will be made on a case-by-case
basis and, wherever possible, with the
complainant’s consent.

Ilpozpamni ckapeu (He uymnugi):

ITIporpamMHi CKaprm CTOCYIOTBCA  IIMTaHb,
IOB’SM3aHMX i3  AKIiCTIO,  JOCTYIHICTIO,
edexTHBHICTIO abo [OpedHicTIO mporpam i
nocnyr, sAki Hagae Opranizamnis. BoHu MoxyTs
BijoOpaxxaTH He3al0BONIeHHA OeHedimiapis,
HapTHEPIB YH iHIIMX 3aLliKaBJICHUX CTOPIH 100
peamizanii mpoekTiB, mporpaM UM iHIOI
nisuteHOCTI Oprauizanii.

Inwi 6uou 36opommuozo 36’°a3ky:

1. OTpumanns iHopMaii.

IIuTanHd mOJO [iIOYMX TMPOEKTIB, BHUJIB
gomoMoru abo miseHocti Opramizamii 'y
UIOMY.

2. 3anmuT mMoA0 OTPUMAHHA JOITOMOTH.
3BepHEHH  Gi3M4HOI  O0COOM  CTOCOBHO
OTPHMaHHs COLaNbHUX IOCIYT, sSiKi He Oym
HaJiaHi 4epe3 MOXJIMBY MOMMJKY IPH OLIHIN
notpeb abo nmpobieMy HocTymy (JOCSDKHOCTI 0
Oenedimiapa).

3. 3aranbHi 3ayBaXkeHHS Ta IPOIO3MILIi.
3BepHeHHA  ¢i3M4HOI  0COOM  CTOCOBHO
OTPMMAaHHS COLIANIBHUX IOCIYT, AKi He Oy
HaJaHi depe3 MOXJIMBY MOMHIJIKY MPH OL(HIN
notpeb abo mpobieMy HocTymy (ZOCSHKHOCTI 10
6enedimiapa).

4. OniHka SAKOCTi OTPUMaHUX MOCIYT.
Ilopasxa 3a HagaHi mOCTyTH.

5. Iami Bunmagku.

3anmuT Ha HagaHHA JOIOMOTrH, IO HE
nepexdadeHa IpPOeKToM, abo mporpamHuit
BIATYK IPO MiATPHUMKY, mo OyIia HagaHa iHIIoK
oprasizaiico-HaJaBadeM.

XomHi mMOpYIIEHHS €THUKH, 3JIOBXHBAHHSA YU
IaxpaicTBa He BXOAATH JO i€l KaTeropii.

2.5.Kon¢inenuiiinicTn

Vei  ckaprm  Oyayte  posmismaruca i3
JNOTpHMaHHAM KOHOQIneHIIHHOCTI. VYV Jeskux
BHIIAJKaX MOXE 3HAJOOHTHUCA PO3KPUTTA
iHdopmartil TpeTiM CTOpOHaM. Ie
BUPIIITyBaTUMETHCA B KOXXHOMY KOHKPETHOMY



Maintaining confidentiality is essential to ensure
the safety of complainants, whistleblowers,
witnesses, and all individuals involved in the
complaint process.

Information related to complaints and associated
investigations will only be shared on a strictly
need-to-know basis, as specifically defined for
each case. In the event of a breach of
confidentiality, MRSL may take disciplinary
action, except in the following circumstances:

- disclosure is required by law;

- disclosure is requested by management in the
interest of all parties involved;

- disclosure is necessary for a specialised
examination (e.g. medical, legal) that does not
violate Ukrainian law.

Complaints indicating a possible criminal
offence will be referred by MRSL to the

appropriate  authorities  responsible  for
investigation.
3. PROCEDURE FOR

CONSIDERATION OF COMPLAINS

The Organisation must have mechanisms in
place to record, respond to, and follow up on
feedback and complaints from all individuals
affected by its activities.

Feedback, complaints, and other inquiries are
categorised into two groups: external and
internal.

The extemal category refers to complaints and
feedback from beneficiaries, partners, and other
individuals, and primarily addresses issues such
as the quality of services, accessibility, the
overall impact of humanitarian assistance, and

BHIIAJKY Ta, HACKUIBKH 1€ MOXIIUBO, 32 3rOZ0I0
CKapiXHHUKa.

KondinenuiiiHicTs Mae nepmopsaaHe 3HaYSHHS,
mo6 TapaHTyBaTH Oe3leKy CKapXXHHKaM,
BHMKpHBaiaM, CBiIkaM Ta Cy0’€KTaM pPO3TifAmy
CKapr.

Indopmarris mozo ckapr Ta MOB'SI3aHUX 3 HUMK
po3CIiayBaHb IOBHHHA NEPEAABATHCS JIHMIIE HA
OCHOBi HEOOXiTHOCTI 3HaHHA iH(opMarii, JiTKO
BHU3HAUCHOI 111 KOXHOrO BHmanaky. Y pasi
nopymeHHs KoHigennilinocti MCIIJI Moxe
BXXUTH IMCHUILUTIHAPHUX 3aXOMIB, KPiM TaKuX
BHIIQJIKIB:

- PpO3KpUTTA  iHdopManii  mepexbaueHO
3aKOHOAABCTBOM;
- poskpurrs  iHQopMmamii = BHMaraeTecs

KEpIBHHIITBOM B iHTepecax YCiX 3aly4eHHX
CTOpiH;

- pO3KpUTTA iHGopMamii HeoOXimHe mis
IIPOBENEHHS crierjiaisHol €KCIIePTH3!
(Mexu4HOi, OPHAWYHOI, TOINO), IO HE
CyIEPEYHTh 3aKOHOAABCTBY YKpaiHH.

Ckapru, mo BKa3ylOTb Ha  MOXJIHMBE
KpUMIHAIbHE  NPABONOPYIICHHS, IOBHHHI
nepegaBatucas MCJIJI Ha posrmag opradis,
BINOBiJalbHUX 33  pPO3CHIAyBaHHA TaKHUX
IIUTaHb.

3. IOPAIOK PO3IJIAAY CKAPT

OpraHizalis NOBHHHAa MaTH  MeEXaHi3MH
peecTpanii, pearyBaHHA Ta BiICTiAKOBYBaHHS
BIITYKIB Ta CKapr Bil YCIX, KOI'O CTOCYETBCS
nisubHicTs Oprasizaiii.

Taki Bigrykw, ckapru Ta iHmI 3BepHEHHS
NOJULTIOTECS Ha JABI KaTeropii: 30BHimIHI Ta
BHYTpIIIHI.

30BHIIIHA KaTeropia crocyerscs GeHedimiapis,
IapTHEpiB Ta iHOMX o0ci0 Ta 3ae6inbIIoro
MOKPHBA€E TaKi aCIEKTH, SK: SKICTh CEpBiCy,
JOCTYIHICTh, 3araJIbHUH BIUIMB T'yMaHiTapHOI
JOIIOMOTH, Ta IHII NMHUTAHHSA, IO CTOCYIOTHCA



other matters related to the receipt or delivery of
aid and project implementation.

The internal category concerns employees of the
Organisation and covers issues related to human
resources, workplace environment, and other
internal organisational processes.

3.1 Procedure for Handling External
Complaints and Inquiries

3.1.1 Receipt of Complaints

To ensure accountability and openness to
feedback, MRSL provides multiple channels for
submitting complaints and inquiries. Complaints
may be  submitted via email at
feedback@malteser.ua, by calling the hotline
numbers, or by using the designated form on the
MRSL website at https://malteser.ua/.

In addition, each project may offer dedicated
feedback and complaint channels, such as online
feedback forms, paper  questionnaires,
suggestion boxes, direct messages and
comments on MRSL’s social media pages, and
in-person communication with staff.

Once a complaint is submitted, the complainant
will receive a confirmation (either verbal or
written, depending on the communication
channel used) acknowledging that the complaint
has been registered and providing an estimate of
the timeframe for its review.

3.1.2. Registration of Complaints

All complaints are registered in the MRSL’s
internal system, with access strictly limited to
authorised personnel.

External complaints are received, logged in the
appropriate internal system, and acknowledged
by Monitoring and Evaluation specialists under
the supervision ofthe Monitoring and Evaluation
Manager. If sufficient resources are available, a
dedicated Complaints Handling Specialist may
be appointed to perform this function.
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OTpHMaHH;A/HaJaHHA JOIOMOTH Ta peasizaiii
IPOEKTIB.

BuyTpinms KaTeropm CTOCY€EThCS NPALiBHUKIB
Opranizanii i HOKpHBa€ mUTaHHA PobGOTH 3
IEPCOHATIOM, NMUTAaHHS opraHizamii poGodoro
CEpEAOBMIIA Ta iHIN BHYTPILHI MPOLIECH.

3.1 Ilopsixox po3risay 30BHINIHIX cKapr Ta
3BEepHEHDb

3.1.1 OrpuMaHHS CKapru

3agna  3abesmedeHHA — migsBiTHOCTI  Ta
BIIKPUTOCTI [0 3BOpOTHOrO 3B’s3ky MC]IJI
3abe3Mnedye BapiaTHBHICTh KAHANIB JJIsl MOAAHHS
CKapr Ta iHIKX 3BepHeHb. CKapru MOXyTs Oymd
OTPMMaHiI  4Yepe3  ENeKTPOHHY MOy,
feedback@malteser.ua, 3a Tenedonamu rapsaoi
ninii abo wepe3 BixgnoBiaHy hopmy Ha BeG caifTi
MCIJI https://malteser.ua/.

OxpiM IbOTr0, KOXHHM IIPOEKTOM IepeadadeHi
OKpeMi KaHaIH HaflaHHs 3BOPOTHOTO 3B’S3KY Ta
MOJaHHS cxapr Taki SK OHJaMH (opmu
3BOPOTHOTO 3B’513KY, IANEPOBi ONUTYBAILHHAKH,
CKPUHBKH JIs BiATyKiB, KOMeHTapl Ta MIPUBATHI
NoBioMIeHHs Ha cropiHkax MCIJI vy
COL[IAIBHUX Mepexax, OesmocepenHe
iH(opMyBaHHS IEPCOHATY, TOLIO.

ITicna momadyi CKapru CKapXKHHK OTPHMAcE
BiJNOBiIHE MOBiOMIIEHHS (yCHE 260 MMCEMOBE
- 3aJIEXHO BiJ KaHAITy 3B’A3KY) IIPO PEECTPALIit0
CKapru Ta iHpopMarilo mpo nomepeaHi TepMiHu
PO3TILAIY CKapr.

3.1.2. Peectpanis ckapr

Ckapru peecTpyBaTHMYyThCS Yy BHYTpIIHil
cucremi MCJIJI. JlocTym mepcoHaty 0 CHCTEMM
€ 0OMEXEeHHM.

IIpuitom, peecTpanito 30BHIMHIX cKapr Yy
BIAMIOBiHIM BHYTIIHIA CHCTEMi, Ta HamaHHA
3BOPOTHOTO 3B'S3KYy CKapXXHUKY 3IiMCHIOIOTH
¢axiBni 3 HAIPAMKY MOHITOPUHTY T4 OLIHKH ITiJ
KEPIBHHIITBOM MEHE/DKEpa 3 MOHITOPHHTY Ta
OIIHKH. 32 HASBHOCTI BIMOBIAHMX pecypciB s
miei pynknii Moxke OyTH BBeeHa OKpeMa ITOcaa
- axiBens 3 0OpOOKH CKapr.



The following information is recorded during
registration: the datethe complaint was received,
the channel through which it was submitted (e.g.
hotline, email, online feedback form), a brief
summary of the complaint, the complaint
category, and available details about the
complainant. Access to the complaint database is
restricted in such a way that only staff from the
Monitoring and Evaluation Department and
other authorised individuals responsible for
specific complaint categories can access the
relevant data.

3.1.3. Complaint Tracking

The complaint database also tracks the progress
of each case — it includes the assigned response
timeframe, the current status, the decision on
how the complaint will be addressed, and the
decision to close the case. The Monitoring and
Evaluation Manager is responsible for ensuring
that responses are provided within the designated
timeframe and, if necessary, follows up with the
staff member assigned to respond to the
complaint.

3.14. Procedure for Handling Sensitive
Complaints

Depending on the nature of a sensitive
complaint, the appropriate response method and
timeframe shall be determined:

3.14.1 Complaints Related to Safety
Violations and Sexual Exploitation, Abuse
and Harassment (SEA)

Complaints related to safety violations and SEA
are forwarded to the designated person
responsible for SEA matters. The authorised
person conducts an initial review of the
complaint and informs the Director of the
Organisation. If the suspicion is deemed
credible, the Director initiates the formation of a
commission to investigate the case. The
commission may include department heads,
human resources personnel, independent
experts, and, if necessary, donor representatives.
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ITix gac peectpauii ¢ikcyroThCA Taki AaHi: gaTa
OTPMMaHHS CKaprH, DKEPeIo HaJaXOIKEHHA
(rapsua JiHiA, €NEKTPOHHA IIOINTa, OHJIAMH
¢dopMa IUIT 3BOPOTHOTO 3B’S3KYy), KOPOTKHIA
ONMC CKapru, Kareropis ckapru, indopmanis
IIpo 3asBHHKA (32 HasBHOCTI). JlocTyn 0 6asu
JaHUX PEriiaMeHTOBaHHH TaKUM YHHOM, IO [0
IEeBHOI KaTeropii CKapr MalTh JOCTYH JIHIIE
NpaIiBHUKH BiIUTy MOHITOPHUHTY Ta OLIIHKH, TA
BIANOBiAHI 10 BUJY CKapr YIOBHOBa)X€Hi 0COOH.

3.1.3. O6aix cxapr

B 6a3i gaHux TakoX BiAOYBa€ThCA MOAIBIIHIA
o0miK cKapr - BCTaHOBJIIOETBCA TEPMIH
pearyBaHHS, (iKCyeTbCS IIOTOYHHMH CTaTyc,
pilleHHS IIOJO pearyBaHHSA Ha CKapry Ta
pileHHs mpo  3aKpUTTA.  BiamorimHicTs
pearyBaHHs IO 3aJaHUX TEPMIHIB BIICTEXKYE
MEHEDKEP 3 MOHITOPHHTY Ta OL[iHKH, Ta, B pa3i
noTpebu, Haragye ynoBHOBaXXeHii 0co0i 10 sxoi
Oyma cmpsMoBaHa CcKapra mpo MoTpedy

pearyBaHHSsL.

3.1.4. Ilpouenypa po3rasiay YyTJIMBUX CKapr

3aleXXHO Bi XapakTepy WYyTJIHBOi CKapru
nependavyacThCs  BiOUOBimHUN  cmocid  Ta
TEpMIHH pearyBaHHS:

3.1.4.1 Cxaprn, mo CTOCYIOThCHl NOPYIIEHHS
y0e3neyeHHA Ta CeKCyaJbHOI eKCILTyaTaiii,
Hapyru Ta nomaranb (CEHJ)

Ckapru  1mO  CTOCYIOTBCA  IOPYIIEHHS
ybesneuenns ta CEHJI, cmpsmoByeTscs a0
HaJIG)KHOI YIOBHOB2)XXEHOI OCOOM 3 IHTaHb
CEH/I. YnoBHOBaxxeHa 0co0a y CBOIO 4epry
3AiMCHIOE NEPBHHHHUH pO3IIIAL CKapru Ta
nopigomisie Jlupekropa Opranizamii. SIkmpo
migo3pa € obrpyHTOBaHOW, JIUPEeKTOp Hakasye
CTBODHUTH KOMICil0 3 pO3CHiZyBaHHA IBOTO
BUIaZIKY. JIo CKJIay KOMICii BXOAATH KEPIBHUKH
MiAPO3AUTIB, KagpOBOI CIyXOHM, He3aIexHi
€KCIIepTH Ta, 3a IOTpeOH, MpencTaBHUKA
JOHOPIB.



The investigation shall be completed within
three months and shall include interviews with
relevant parties, conducted in accordance with
confidentiality  standards. All  involved
individuals shall sign non-disclosure agreements
and informed consent forms. The commission
prepares findings confirming the facts, which are
then reviewed by the Director of the
Organisation to determine appropriate sanctions
or other measures.

A detailed description of the investigation
procedures and the decision-making process for
responding to such complaints is outlined in the
Policy on Protection Against Psychological,
Sexual Exploitation, Abuse and Harassment of
the Charitable Organisation “Malteser Relief
Service in Lviv”,

3.14.2 Complaints Concerning Fraud and
Violations of the Anti-Corruption Policy.

Complaints concerning fraud and violations of
anti-corruption policy, once received and
registered, are forwarded to the authorised
person responsible for anti-fraud and anti-
corruption matters. This authorised person
conducts a preliminary assessment of the
information provided. Based on the results of the
assessment, a decision is made regarding:

e termination of the violation;

e initiation of an internal investigation;

e notification of the relevant authorities if
there are indications of a criminal offence;

e closure of the case if no grounds are
identified.

The internal investigation is carried out by a
commission appointed by order of the Director
and must be completed within 30 calendar days
(extendable to 45 days if necessary). If the
violation is confirmed, appropriate measures will
be taken to address the consequences, recover
losses, and prevent recurrence.
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PoscnigyBaHHS TpHBa€ OO TpPBOX MICAIB i
BKJIIOYAE ONHUTYBaHHSA  y4YacCHHKIB i3
JAOTpUMaHHAM KoH(pigeHniiHOCTL. Vi 3amydeni
HiAMUCYIOTh GOPMH PO HEPO3TOJIOIIEHHS Ta
indopmoBany 3roxy. Komicis rorye BucHOBKH
o0 MiATBEPIKEHHA ¢akriB, AKi
posrisigarotecs Jlupexkropom Opranizamii s
OpUAHATTA pilIEHHA Npo caHkuii a6o iHmi
3aXO/IH.

ITloBHu#i ommc mpouecy po3CHigyBaHHS Ta
NPUWHATTA pilIEHb NION0 pearyBaHHS Ha CKapry
HageneHui y IlomiTumi mozo 3axucTy Bif
IICHXONIOTTYHOi, CEKCyaJbHOI  EeKCILTyaTaIlii,
Hapyry Ta Jomarans y braroaiiiniit opranizamii
«MausTifickka ciryx6a gormoMoru y JIbBOBI».

3.1.4.2 Cxaprn, 10 CTOCYIOThCSl HIAXpaiicTBa
Ta NOPyHIeHb AHTHKOPYNUiHHOI MoiTHKH.

Ckapru, IO CTOCYIOTBCS INAaXpaiCcTBa Ta
MOPYIIEHb AHTUKOPYHIHHHOI MOJITHKH Imicis
OTPMMAaHHA Ta peecTpauii COpSIMOBYIOTHCH 0
YIIOBHOBaXXEHOI 0COOM 3 MUTaHb GOPOTHOM 3
IaxpaiiCTBOM Ta KOPYMIi€0. YIOBHOBaXXEHA
ocoba IPOBOAUTH IIOMEPENHIO IEPEBIPKY
iHdopmanii. 3a i pe3ymsraraMu MpUAMAIOTHCA
pimeHHs mwozmo:

¢ TNPUNUHCHHS MOPYUICHHSA,

® INpH3HAYEHHSA
PO3CIiZyBaHHS,;

BHYTPIIIHBOTO

® MOBiIOMIEHHS BiANIOBIIHUX OpraHiB y pasi
BHSABJICHHS O3HaK KPHMiHAJIBHOTO
IIPaBONOPYHIEHHS,

® 3aKpUTTA IPOBALKEHHA y pasi BiICYTHOCTI
Ii/ICTaB.

BHyTpilmHe  po3chmigyBaHHS  3AIMCHIOETBCS
KOMICi€}0, CTBOPEHOIO 32 Haka3oM JlupekTopa,
Ta Mae OyrH  3aBepHmieHE  MPOTArOM
30 xaneHnapHUX JHIB (3a moTpeObm — 110
45 muiB). V pasi MiATBEpIKEHHS MOPYLICHB
NpUAMalOTBCAd  3aXOAM  WIOAO  YCYHEHHS
HaclmiIkiB, BIIIKOAyBaHHA  30HMTKIB  Ta
3amo0iraHHd ~ NOAIOHMM  CHUTyamisM vy
MaiOyTHEOMY.



A detailed description of the process can be
found in the Anti-Corruption Policy of the
Charitable Organisation “Malteser Relief
Service in Lviv”.

3.1.4.3 Safety-Related Complaints

Safety-related complaints (e.g. threats to life,
breaches of safety protocols, or failures to ensure
safe conditions for employees and beneficiaries)
shall be forwarded to the designated Safety
Officer upon registration. In cases requiring an
immediate response, the responsible persons
must notify the Organisation’s management and
initiate appropriate operational measures within
48 hours of receiving the complaint. Such
measures shall be determined on a case-by-case
basis and may include additional meetings,
internal investigations, technical inspections, or
other necessary actions.

3.1.5. Procedure for Handling Programme
(Non-Sensitive) Complaints

Programme complaints relate to issues arising in
the implementation of projects or programmes
that affect the quality of the Organisation’s
services, processes, or outcomes. To ensure
effective resolution, the following procedure is
applied:

Once a programme complaint is registered in the
database, it is forwarded to the authorised person
responsible for the project or programme within
which the incident occurred. This authorised
person reviews the complaint, determines the
appropriate response, and is responsible for
implementing the necessary actions, ensuring
that all relevant statuses and decisions are
recorded in the database. If, during the review,
the complaint is found to contain elements of a
Sensitive Complaint, it must be escalated to the
appropriate authorised person and handled in
accordance with the established sensitive
complaint procedures. The standard timeframe
for reviewing programme complaints is
10 working days.
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IToBHmit omuc mpomecy  MICTHTBCA B
AHTHKOpYHIiifHOMY monoxeHHi buaropiinol
opranizamii «ManpTiliceka CiTy’0a JOIIOMOTH Y
JIsBOBIY.

3.1.4.3 Cxapru, noB'a3ani 3 6e3nexor0

Ckapru, mo CTOCYIOTBCA IHTaHb Oe3MeKu
(HampuKJIaz, 3arpo3  JKUTTIO, IOPYLIEHB
IPOTOKOIIB Oe3meKku, HeOMiKiB y 3a0e3neueHHi
OesmeyHMX YMOB  JUIA  MpAI(iBHUKIB i
6enediniapiB) micns peecTpanii CIPAMOBYIOTECS
JI0 BiANOBiaJIBHOI 0cO0HM 3 MUTaHb Oe3nekn. Y
BHUIIaAKaX, MmO MOTPeOyloTh  HErawHoro
pearyBaHHS, BilOBiganbHi 0co0H iHPOPMYIOTH
kepiBHHOTBO OpraHizamii Ta  iHILiOKTH
OIlEPaTHBHI3aX0AU MPOTATOM Iepmux 48 rogux
3 MOMEHTY OTpHMaHHS ckapru. Taki 3axoau
BH3HAYAIOTECA  BIANIOBIAHO O  KOXHOTO
KOHKPETHOTO BHIAAKY, Ta MOXYTh BKJIIOYATH
IIPOBENICHHA MONaTKOBUX 3ycTpideii, 360piB,
MIPOBEACHHA po3cIiyBaHb, TEXHIYHUX
IepeBipoOK, TOIIO.

3.1.5. Ilponenypa posrisay mporpaMHux (He
YYTJIHBHX) CKapr

IIporpaMHi CKaprm CTOCYIOTBCS IHTaHb
peamizanii mpoekTiB aGo mporpam, sKi
BIUIMBAIOTh Ha SKICTH IIOCHIYT, MPOILECIE 4H
pesymsraTiB  poboru  Opramizamii.  Jus
3abe3neueHHs €(EKTHBHOTO PO3IJIAAY TaKHX
CKapr BIIPOBA/DKY€ETHCA HACTYITHHN MEXaHi3M:

IMicna peecrpanii mporpamuoi ckapru y 6asi
JaHUX, BOHA CIIPAMOBYETHCS 10 YIIOBHOBA)XEHOL
0cOOM IPOEKTY YM IPOrpaMH B PaMKax SKOi
CTaBCA IHIMJEHT, IO CTaB NMPUYMHOKIO JAHOL
CKapru. YIOBHOBaXeHa ocoba 3aiiicHIOE
PO3IIA] CKapr'u, BU3HAYAE CIIOCIO pearyBaHHA Ta
BiAmOBimae 3a #oro peamsaniio, Qikcyroun
BiATOBIZHI CTaTyCH Ta IPUHHSATI pilieHHs B 0a3i
JaHuX. SIKIO B Ipomeci poO3rifsay CKapru
BUSBIIIOTECS O3HaKM TOro, IO CKapra
HaJeXKHUTh A0 YyTnHMBHX CKapr, Taka ckKapra
NIEPECTIPIMOBYETHCS bi (o) BiIOBiHOT
VrnoBHOBaXE€HOI 0COOH Ta PO3TIANAECTHCS
BifiMOBiqHO 10 3amaHOi mpouexypu. Tepmin
Ppo3riany mporpaMHux ckapr - 10 po6ounx aHiB.



3.1.6. Support for People Who Have
Experienced a Sensitive Incident.

MRSL is committed to supporting victims,
recognising their right to dignity, safety, and
access to the assistance they need. The
Organisation respects each individual’s needs,
preferences, and choices regarding the pursuit of
specialised support. Victims are provided with
information about available specialised services,
including legal, medical and psychological
support. Referral to specialised services is
entirely voluntary. Victims have the right to
decide independently whether they wish to
access this support.

3.1.7. Response to the Complaint.

MRSL respects the complainant’s right to be
informed about the registration of a complaint
and outcome of their complaint, provided that
contact details have been supplied. The
complainant shall be notified of the complaint’s
registration within 2 working days from the date
of receipt via the Organisation’s communication
channels. The complainant shall be informed of
the status of the complaint no later than
10 working days from the date of submission.
Once a decision on the response has been made,
the complainant shall be informed of the
outcome by the Monitoring and Evaluation staff
member who registered the complaint. In the
event of an extended review process, interim
updates shall be provided to keep the
complainant informed.

3.1.8 Procedure for Closing a Complaint
A complaint is considered closed when:

e A decision has been made regarding how to
respond to the complaint, and the
appropriate ~ measures have  been
implemented;

e The complainant has been informed of the
outcome of the investigation and the actions
taken (provided contact details were
supplied);
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3.1.6. IlixTpumka Joaeii, 3 AKHMH CTABCH
Yy TJIHBHI iHIAAEHT.

MCJJI migTpuMye mOCTpaXZmanux  oci6,
BH3HAIOYM IXHE IPAaBO HA TiOHICTB, Ge3meKy Ta
JOCTYyNl A0 HeoOXimHOI Jomomoru. Opranizanis
IOBaXkae iXHi NOTpebH, OaxkaHHA Ta BUOIp w00
3BEPHEHHA 33 CIEI[ialTi30BaHOI MiATPHMKOIO.
IMocTpaxmanum ocobam HamaeThes iH(oOpMaris
Opo  JOCTYNHi  CHeWialxi3oBaHi  mociyrwy,
BKIIOYAIOYH  IOPHAMYHY, MEOU4Hy  Ta
NICUXOJNOTIYHY MiATPUMKY. 3BEpHEHHS [0
CHEIiami30BaHHX  CIyX0 €  IOBHICTIO
noopoeineHuM. ITocTpaxmani 0coOH MarOTh
IIPaBO CaMOCTiffHO BU3HAYATH, YA XOYYTh BOHH
CKOPHCTATHCS TAKOIO IMiATPUMKOIO.

3.1.7. BinnoBiab Ha ckapry.

MCJIJl mnoBakae mpaBO CKapXHHKIE Ha
iHopMyBaHHS mono ¢axTy peecrpauii ckapru
Ta pE3YNbTAaTiB pPO3MIIAMY CKapru 3a YMOBH
HaJJaHHA CKapXHHUKOM KOHTaKTHUX JaHHX.
CkapxHuk Mae OyTH MOBIZOMIEHMI IIpO
peecTpallilo CKaprd He Hi3Hilme HiX depes
2 pobounx AHi 3 MOMEHTY OTPHMaHHS CKapru
yepe3 KaHanM 3B°si3Ky Opranizanii. CkapXHuK
Mae OyTH MOBiOMIIEHHI PO CTaH PO3TJISAY
CKapru He mizHime Hix gepe3 10 po6ouux quiB
Bii MOMEHTY 3BepHEHHS. IliCN NPHMHATTA
pillEHHA IIOA0 pearyBaHHA Ha CKapry,
CKap)KHHUK iHQOPMYETBCA MpPO pPE3yJIBTAaTH
pilleHHs BiANOBITHUM IIPaIiBHUKOM Bimimy
MOHITOPHHTY Ta OLIHKH, SKHH 3adikcyBaB
ckapry. VY BHOaJKy TPHUBAIOTO pO3IISALY
31 CHIOETHCS TPOMiXKHE iHHOPMyBaHHSI.

3.1.8 Ilpomenypa 3aKpHUTTS CKAPTH

CKapra BBaXKa€ThCA 3aKPUTORO, JKIIO:

e IlpuitHATO pilllEHHS MO0 pearyBaHHsA Ha
CKapry Ta BimmoBimHi 3axomm Oy
peai3oBaHi;

e CkapXHHKY HaJaHO  BiAmoBime i3
MOBiZIOMICHHSIM IIPO PE3YNBTaTH PO3TILALY
Ta BXHUTI 3aX014 (32 YMOBH, IO CKapKHHK
HaJaB CBOi KOHTAaKTHi AaHi);



e In the case of anonymous complaints —
once relevant measures have been
implemented or a reasoned decision has
been made that there are no grounds for
further consideration.

The closure of a complaint is recorded in the
Organisation’s internal database, including the
date of closure, the final decision, and a brief
description of the actions taken.

If the complainant is not satisfied with the
decision, they have the right to file an appeal in
accordance with the procedure outlined in
Section 3.1.9.

3.1.9 Appeal Procedure

MRSL is committed to resolving complaints in a
manner that is fair and satisfactory to both the
complainant and the Organisation. If the
complainant is not satisfied with the outcome,
they may submit an appeal directly to the
Director of MRSL.

Appeals can be submitted by email to:
malteser@malteser.ua.

All appeals will be reviewed as promptly as
possible and no later than 30 (thirty) calendar
days from the date of submission.

3.2. Procedure for Receiving and
Considering Internal Complaints and
Inquiries

3.2.1. Methods for Submitting Complaints
and Inquiries by Employees of the
Organisation (Communication Channels):

e For written complaints and inquiries (by
post): 82 Akademika Bohomoltsia
Street, Lviv, 79005, or via mailboxes
located in the Organisation’s offices

e For electronic complaints and inquiries
(by email): support@malteser.ua

e For verbal complaints and inquiries: Call
063 313 89 559
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eV pa3i aHOHIMHHX CKapr — Iicns peasizanmii
BIAIOBIAHMX 3aXOAiB a00 IPUHHATTI
OOIPYHTOBAHOTO PillIeHHS NP0 BiICYTHICTH
HIICTaB JUIA MOAAIBIIOTO PO3TIIAAY;

3aKkpHTTA cKapry QikCcyeThes Y BHYTpIMIHii 6asi
manux Opranizamii i3 3a3HaYeHHAM JaTH
3aKPUTTS, NPHIHATOTO PillIeHHS Ta KOPOTKOTO
OIMCY BXHMTHUX 3aXOiB.

SIKIO CKapKHUK HE 3aJ0BOJICHUH pIllIEHHM,
BiH/BOHA Ma€ TMpPaBO MOJATH AaIEJAIiIo
BiTOBIIHO 10 TPOLEAYPH, BHU3HAYEHOI Y
po3mimi 3.1.9.

3.1.9 Ilponeaypa amessiuii

MCOJI IparHe  BHpilIyBaTH CKapru
33I0BUILHMM YMHOM, SIK JUIS CKap)XHHKA, TaK i
I opraHisamii. SIKmo  CKapXXHHK  He

3a70BOJICHUI pe3ynbTaToM, BiH/BOHA MOXE
3BepHyTHUCA 10 [upextopa MCJJIL.

Ile mMoxHa 3pOOUTH €IEKTPOHHOK MOIITOI0 HA
HacTyIIHY afipecy: malteser@malteser.ua.

Anensuii OyayTh po3rIIHYTi SKOMOra IMIBHIIIIE,
He nisHime 30 (TpUAUATH) AHIB 3 AaTH MOJAHHAL

3.2.Ilopsanox OTPHMAHHS Ta PO3TJISAY
BHYTpPIIIHIX CKapr Ta 3BepHEHb

3.2.1. CnocoOn nmomaHHs CKapr Ta 3BepHEHB
npaniBHAKaMH opranizanii (xananu
3B’H3KY):

e Ui CKapr Ta 3BEPHEHb B HMHCHEMOBOMY
BUrILAl (momroro) anmpeca M. JIbBiB
79005, wm. JIeBiB, Byl Akxagemika
Boromonsns, 8/2, ckpuHbkH B odicax;

® JUIA CKapr Ta 3B€PHEHB B €JIEKTPOHHOMY
BUTJIAIL (€IEKTPOHHOIO MOIITOI0) EMEMII
support@malteser.ua

® 11 YCHHX CKapr Ta 3BEPHEHb HOMEp
tenedony 063 313 89 559



e If the complaint concerns the authorised
person directly, it should be submitted in

writing to the Director of the
Organisation.
3.2.2. Registration of Complaints and

Inquiries

All complaints are registered in the MRSL’s
internal system, with access strictly limited to
authorised personnel.

An authorised person is responsible for receiving
and registering internal complaints in the
appropriate system and for providing feedback to
the complainant. This authorised person
responsible for registering and reviewing
internal complaints is appointed by order of the
Head of the Organisation.

The following information is recorded during
registration: date of receipt of the complaint,
source of the complaint (as specified in
Clause 3.2.1), a brief description of the
complaint, complaint category, information
about the complainant (if available), contact
details or address for providing feedback.

If contact details are available, the person who
submitted the complaint is notified that it has
been received and registered, by means of a
letter/notification.

3.2.3. Complaint Tracking

Further processing of complaints also takes place
within the internal system, including the setting
of aresponse timeframe, recording of the current
status, determination of the appropriate response,
and a decision on case closure. The authorised
person is responsible for monitoring compliance
with the response deadlines.

3.2.4. Complaint Review

The general timeframe for reviewing internal
complaints is no more than 15 (fifteen) working
days from the date of registration, unless a
different period is specified in therelevant policy
or procedure governing the complaint. If the
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e SKIIO CKapra CTOCY€EThCA Ge3rmocepeiHbO0
YIOBHOBaXEHOI 0COOM, TO BOHA
nogaeTbcst Ha  iM’s JlupexTopa
Opranizanii B mECEMOBOMY BUTJIAAI.

3.2.2. PeecTpanisi ckapr Ta 3BepHEHb

Ckapru peecTpyloThCi y BHYTpIlIHI#M cucTeMi
MCJJI. Jloctyn mnepcoHaly IO CHCTEMH €
0OMEXEHUM.

ITpuiioM, peectpamiro BHYTpINHIX cCKapr y
BIINOBiAHIM BHYTPIIHIN CHCTEMIi, Ta HaJaHHA
3BOPOTHOT'O 3B'I3Ky CKapXHHKY 3AIHCHIOE
YIIOBHOBaXk€Ha 0c00a. YIIOBHOBaXKeHa 0c00a 3a
peecTparilo Ta po3rIA BHYTPIMHIX CKapr
IpU3HAYa€ThCAd Ha MiACTaBi Hakasy KEpiBHHKA
opraHi3auii.

ITix wac peectpanii ¢ikcyroTECS Taki gaHi: gara
OTPHMAaHHS CKaprH, KEPeo HaIXOMKEHHS
(m. 3.2.1.) KOPOTKMI ONHKC CKapru, Kareropis
ckaprd, iHdopmamis mpo 3asBHHKa (323
HasBHOCTI), ajgpeca YW  KOHTaKTH A
3BOPOTHOT'O 3B’A3KY.

Oco0y, sixa nmogana ckapry MOBiIOMIISIOTH PO
TEe IO CKapra NpPHHHATA Ta 3apEECTPOBaHA
IUIIXOM HAaJCHJIAHHA JIUCTA/TMOBIIOMICHHS, Yy
BHIAJKY, SKIMIO KOHTAaKTH 11 3BOPOTHOTO
3B’A3Ky BiioMi.

3.2.3. O6iik ckapr

IMToganemmii 06mik ckapr Takox BigOyBaeTscs y
BHYTPIlIHi CHCTEMi, a caMe BCTaHOBIIIOETHCA
TEpMiH pearyBaHHS, (IKCYETBCA ITOTOYHMIA
CTaTycC, pillleHH: MO0 pearyBaHHS Ha CKapry Ta
pilleHHA Tpo  3aKpuTTA. Bigmoimmicts
pearyBaHHS [0 3aJaHHUX TEPMIHIB BiICTEXyE
YnoBHOBaxeHa ocoba.

3.2.4. Po3rasp ckapr

3aranbHui TEPMiH PO3MIIAAY BHYTPIMIHIX CKapr
CTaHOBMTh He Oumbme 15 (m’sTHAAIATH)
pobounx IHIB 3 MOMEHTY peecTpaii, SKIIo
IHIIMI TEpMIH He 3a3HAYCHHUH B MONITHULI 41
MIPOLEAYPi, BiIAMOBIAHO 0 AKOI PO3rISAAcThCS



issue requires further investigation, the review
period may be extended to one month from the
date of receipt.

In cases involving ongoing violations
(particularly ~ sensitive = complaints),  the
complaint shall be reviewed immediately to
enable prompt action to stop the violation.

Depending on the type of complaint, a decision
shall be made on the appropriate response, which
may include the formation of a complaint review
committee in the event of a serious disciplinary
violation or other matters requiring further
investigation and clarification.

The initial review of internal complaints and
inquiries shall be carried out by an authorised
person. Upon registration, the authorised person
shall notify the Director of the Organisation and
the head of the relevant department (except in
cases of sensitive complaints) of the receipt of
the complaint.

If the complaint concerns a department head, it
shall be reviewed by the Director of the
Organisation and a temporary commission
appointed by official order. If the complaint
concerns the Director of the Organisation, it shall
be reviewed by the General Meeting of the
Organisation’s members. Complaints involving
the authorised person shall be reviewed by the
Director of the Organisation.

The employee against whom the complaint has
been filed shall submit a written explanation in
the form of an explanatory note.

If the violation is confirmed, disciplinary
measures as provided by the Labour Code of
Ukraine shall be applied to the employee.

3.24.1. Complaints Concerning Safety
Violations and SEA

Complaints submitted by employees of the
Organisation regarding safety violations or
incidents of SEA shall be forwarded directly to
the designated person responsible for SEA
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ckapra. Y BHNaJKy, SKOI0O HUTAaHHS MOTpeOye
JIONATKOBOI'O BHBYEHHS PO3MIIA MOXe OyTH
NPOAOBXKEHO [0 OJHOTO MiCsIsd Bix JHSA
HaJIXOIKEHHS CKaprHu.

VYV BHmazky, SKIIO MOBIIOMISETBCA PO
HOPYIIEHHS, SIKe TPUBAE (CTOCYETHCSA Uy TIIMBHX
CKapra), 3 METOK HETaiHOro BXXUTTA 3aXOMIiB
IOAO0 TNPHUNHMHEHHS IOpPYLIEHHS, CKapra
PO3TINAETHC HEBIAKIAAHO.

3anexHO BiI BHAY CKapra NPHIAMAIOTHCA
pilleHHs INOJO pearyBaHHSA, B TOMY HHCIi
CTBOPEHHSI KOMICii 3 pO3IJAmy CKapru, SKIIO
Hnersca rpyOe HMOPYILEHHS MUCHMIUIIHM, iHII
IOPYIIEHHS IO BHMAramoTh JOAATKOBOIO
BHBYCHHS Ta 3’5CyBaHHA 00OCTaBHH

IlepeuHHMIT po3rimAn BHYTpIIHIX cKapr Ta
3BEpPHEHb 3[iHCHIOE YIOBHOBaXeHa ocoba.
ITicna peectpanii ckapru ynoBHOBaxkeHa 0coba
noBinomnsie  [lupekropa Opramizamii  Ta
KEpiBHMKa BifOBiTHOrO AenapTaMeHTy (OKpiM
BHIAJKIB pO3IIAY YyTIMBHX CKapr) IIpo
HaJIXO/DKEHHS CKapry.

SIxmo ckapra CTOCyeThCs KEpiBHUKA HAIIPSAMKY,
ckapra posrisigaeTscs JJupexropom Opranizamii
Ta THMYacOBOI KOMICI€I0 CTBOPEHOI Ha
mifcTaBi Hakasy. SIKmI0 cKkapra CTOCY€ThCs
Jupexropa Opranizanii, To BOHa pO3TIsAgacTECA
3aransHuMu 360pamu ydacHMKiB Opranisaiii.
Ckapru Ha NOpYyIIEHHS 3 60Ky yIIOBHOBaXXEHOI
ocobu PO3TIAAAI0TECA Hupexropom
Oprani3zarmii.

ITpaniBHUK, CTOCOBHO fKOTO HafiiIuia cKapra
Ma€ HaJaTH IHCHMOBiI MOSCHEHHS Yy BHIJIAAL
MOSICHIOIOYO] 3aITHCKHU.

Sxmo indopmanis mnpo mnopymenHs OGyne
HiITBEp/KEHA A0 MpaiiBHUKA 3aCTOCOBYIOTECS
IMCUMILTIHAPHI ~ CTATHEHHA  mepenbadeni
KopexcoM 3akoHiB npo npamio Ykpaidu.

3.2.4.1. Cxapru, m0 CTOCYIOThCH NOPYHIEHHS
yoesnedenns Ta CEHJI

Ckapru, ski Hagiiuuinm Big mnpaniBHUKB
Opramizamii i cTocyloTcs — mOpyIIEHHS
ybesneuenns ta CEHJI, copsmoByerscs 10
VYnoBHOBaxkeHOi ocobu 3 murane CEHJL



matters. The authorised person conducts an
initial review of the complaint and informs the
Director of the Organisation. If the suspicion is
deemed credible, the Director initiates the
formation of a commission to investigate the
case. The commission may include department
heads, human resources personnel, independent
experts, and, if necessary, donor representatives.

The investigation shall be completed within
three months and shall include interviews with
relevant parties, conducted in accordance with
confidentiality =~ standards. All  involved
individuals shall sign non-disclosure agreements
and informed consent forms. The commission
prepares findings confirming the facts, which are
then reviewed by the Head of the Organisation to
determine appropriate sanctions or other
measures.

A detailed description of the investigation
procedures and the decision-making process for
responding to such complaints is outlined in the
Policy on Protection Against Psychological,
Sexual Exploitation, Abuse and Harassment of
the Charitable Organisation “Malteser Relief
Service in Lviv”.

3.2.4.2. Complaints Concerning Fraud and
Violations of the Anti-Corruption Policy.

Complaints concerning fraud and violations of
anti-corruption procedure, once received and
registered, are forwarded to the authorised
person responsible for anti-fraud and anti-
corruption matters. This authorised person
conducts a preliminary assessment of the
information provided. Based on the results of the
assessment, a decision is made regarding:

e termination of the violation;

e initiation of an internal investigation;

e notification of the relevant authorities if
there are indications of a criminal offence;

e closure of the case if no grounds are
identified.
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VnoBHOBaXkeHa 0c00a y CBOIO Yepry 3iCHIOE
NEPBHHHMR pO3MIIAL CKapru Ta IMOBimomise
Hupekropa Opranizanii. Skmo migo3pa €
06rpyHTOBaHOI0, [IUPEKTOpP HaKa3ye CTBOPUTH
KOMICiI0 3 pO3CIIiIyBaHHSA LBOTO BHUIanKy. J{o
CKJIa[ly KOMiCii BXOZSATh KePiBHUKH MiApO3iIiB,
KaZIpOBOi CIIyXKOM, HE3AIEXHI eKCIEpTH Ta, 3a
MOTpeOH, MPEICTABHUKHU JOHODIB.

PoscimimyBanHs TpuBa€ OO0 TPHOX MicsiiB i
BKIIIOYAE ONUTYBaHHS  y4YacHHKIB 3
JOTPMMAaHHAM KOHGifeHIiiHOCTL. Vi 3amyueni
HOiMHCYI0Th GOPMH NIPO HEPO3TOJNOIIEHHS Ta
indopmoBany 3romy. Komicis rorye BUCHOBKH
o0 HiATBEPIKCHHS ¢akris, AKi
PO3IIIAAAIOTECA KEPIBHUKOM Oprasizamii s
OpUAHATTA pieHHs Npo caHKIi a6o immi
3aXOMH.

IToBHHM# omuc mnpouecy po3CHioyBaHHS Ta
IPUHHATTS pilIeHb MIOJI0 pearyBaHHs Ha CKapry
HaBeAeHui y Ilomitmni mopmo 3axmcry Bin
NCUXOJIOTIYHOI, CEeKCyalbHOI  eKCIUTyaTallii,
Hapyru Ta goMaranb y brnaroaiitHiit opranizairii
«MausTificbka ciyx0a gonomoru y JIbBOBi».

3.2.4.2. Cxapru, 0 CTOCYIOTh Cl IIAXPaicTBa
Ta NOpPYIIEHb AHTHKOPYNIiiHOT NOJITHKH.

Ckapru, mO CTOCYIOTECS mIaxpaicTBa Ta
IOpYIIEHh  AHTUKOPYNLIHHOTO  MOJOXKEHHA
IiCJI OTPMMAHHSA T PEECTPAILii CIPAMOBYIOTHCS
10 YIIoBHOBakeHOi 0COOH 3 MUTaHb GOpOTHOH 3
IIaxpaiCTBOM Ta KOPYMLi€H. YTOBHOBaXKeHA
ocoba IPOBOAWTH IONMEPEIHIO IMEPEBIPKY
iHdopmanii. 3a ii pesynsraramu mpUEMANOTECA
pileHHs mozmo:

¢ IIPUIHMHEHHS NOPYILCHHS,

® IpHU3HAYEHHS BHYTPILIHBEOTO
pos3ciixyBaHHS;

® IOBITOMJICHHS BilIIOBITHUX OpraHiB y pasi
BHSBJICHHS 03HaK KpUMIHAJIBHOTO
IIPaBONOPYILECHHS,

® 3aKpHTTA NMPOBA/HKEHHA Y pasi BiACYyTHOCTI
HIiICTaB.



The internal investigation is carried out by a
commission appointed by order of the Director
and must be completed within 30 calendar days
(extendable to 45 days if necessary). If the
violation is confirmed, appropriate measures will
be taken to address the consequences, recover
losses, and prevent recurrence.

A detailed description of the process can be
found in the Anti-Corruption Policy of the
Charitable Organisation “Malteser Relief
Service in Lviv”.

3.2.4.3 Safety-Related Complaints

Safety-related complaints (e.g. threats to life,
breaches of safety protocols, or failures to ensure
safe conditions for employees) shall be
forwarded to the designated Safety Officer upon
registration. In cases requiring an immediate
response, the responsible persons must notify the
Organisation’s management and initiate
appropriate  operational measures  within
48 hours of receiving the complaint. Such
measures shall be determined on a case-by-case
basis and may include additional meetings,
internal investigations, technical inspections, or
other necessary actions.

3.25. Support for People Who Have
Experienced a Sensitive Incident

The authorised person is required to demonstrate
support and empathy, and to inform the
complainant about the possibility of contacting
relevant services, including medical and
psychological assistance or law enforcement
authorities.

3.2.6. Closing a Complaint

A complaint is considered closed when one of
the following conditions is met:

e Resolved on the merits — the authorised
person has ensured that the complaint has
been thoroughly reviewed, appropriate
decisions have been made, and the
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BHyTpimHe  po3cmigyBaHHA 341l CHIOETBCSA
KOMICi€l0, CTBOPEHOI0 3a Haka3oM J{upexTopa,

Ta Mae Oyru 3aBepmeHe mporsroM 30
KaleHAapHUX JHIB (3a moTpedu — 1o 45 nHiB).
v pasi HiXTBEpIKEHHSA MOPYIIECHb
OPUIMAIOTBECA  3aXOQ¥  INOMO  YCYHEHHA
HacligkiB,  BigmkogyBaHHS  30HUTKiB  Ta
3ano0iranus noxioHuM CHUTYyaIisM y
Maii6yTHEOMY.

IToBHMiT omuc mpomecy  MICTUTBCA B

AnTHKOpYyMIIiiiHOMY nonoxeHHi BuaromifiHol
opraHizanii «MankTilicbka ciyx0a JOOMOTH y
JIxBOBI».

3.2.4.3 Cxapru, noB'sa3ani 3 6e3nexor0

Ckapru, IO CTOCYIOTBCS IHTaHb O€3MEeKu
(HampuKiax, 3arpo3  JKHTTIO, IOPYIICHb
IIPOTOKOJIB Oe3mexu, HENOMIKIB y 3abe3nedenHi
OeseyHMX YMOB [UIS MpAiBHHUKIB Iicis
peecTpanii CIpSMOBYIOTECS IO BiAIIOBiZAIBHOL
ocobu 3 muTaHb Oe3meku. Y BHMIAAKax, IO
noTpebyroTh HETaifHOro pearyBaHHS,
BiAMOBinaiBHI 0c00U iHGOPMYIOTH KEPIBHUIITBO
Opranizanii Ta iHIiIOIOTH ONEPaTHBHI 3aX0IU
opoTsaroM nepmmx 48 TroguH 3 MOMEHTY
OTpHUMaHHS cKapru. Taki 3aXoay BU3HAYAIOTHCS
BifIOBIIHO 0 KOXXHOTO KOHKPETHOTO BUIIAJIKY,
Ta MOXYTh BKIIIOYATH IPOBEIACHHS JOAATKOBHX
3ycTpideif, 300piB, MPOBEAECHHS PO3CIiAyBaHb,
TEXHIYHUX HEPEBIPOK, TOIIO.

3.2.5. IlinTpumka Jmiofeil, 3 AAKHMH CTaBCH
YyTJIMBHH IHIUAEHT

VYnoBHOBaXkeHa 0coba 3000B’fA3aHa MPOSBIATH
IMiATPUMKY Ta IIOASHICTh, NPOiHGOpPMyBatH
ocoby, sKa 3BEpPHYNach 3i CKaprow Impo
MOXUIMBICTh 3BEPHEHHA 10 BilIIOBITHUX CITYX0

(MeauuHa, TCHXOJNOTiYHA  JOIOMOTa  9H
IIPaBOOXOPOHHI OpraHH).
3.2.6. 3akpuTTH CKAPrH
Ckapra BBaXKa€ThCS 3aKPUTOIO KOJIH:
e IluTaHHA BHUpIMIEHO N0 CyTi -
YIIOBHOBaXE€Ha ocoba  3abe3meunia

HICKHUN pO3MIIAA CKapru, y pasi



complainant has been informed of the
outcome.

o Closed without satisfaction the
complaint has been found to be
unfounded, and the complainant has been
notified accordingly.

o Withdrawn by the complainant — the
person who submitted the complaint has
voluntarily decided to withdraw it.

o Review period expired — the designated
review period has ended without the
possibility of extension, and no further
action can be taken.

o Redirected to another authority — the
complaint has been referred to a
competent authority and is no longer
under review by the recipient.

Feedback regarding the outcome of the
complaint review shall be provided to the
complainant within 15 (fifteen) calendar days
from the date of registration of the complaint,
either in writing or orally. If the review period is
extended to 1 (one) calendar month, an interim
update shall be provided.

3.2.6.1. Accountability of the Person Responsible
for Internal Complaints and Inquiries

To ensure accountability in the process of
receiving and responding to internal complaints
and feedback, the following provisions apply:

- The authorised person is accountable to the
Director of the Organisation.

- The authorised person shall prepare an annual
report on the internal complaints and feedback
received, including a summary of the inquiries,
decisions made, and an analysis of trends in
complaints and inquiries. The report shall
present aggregated data only, without disclosing
any personal information. The report must be
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HOTpeGH NPUIAHATO BIANOBIHI pileHHs,
3asBHUKA [IOBIIOMMIIH TIPO PE3YIIBTATH.

e Posrmax  ckaprm  3akingeHo  6e3
33/I0BOJICHHA, KONH CKapra BHU3HAHA
HEOOIPYHTOBAHOIO, 3asSBHUK OTPMMaB
BiMOBiAHE OBiIOMIICHHS;

o Bimimkana 3a1BHHKOM — SKIO 0C00a,
jAKa  moAaja  CKapry,  BHpIIIMIA
BIAKJIMKATH ii 3 BIAaCHOI iHII[IATHRH.

e 3akiHUMBCS CTPOK pO3IIsALy  6Oe3
MOXUIMBOCTI TIPOJAOBXEHHS — SKIIO
OpoleAypa poO3rigy BHYEpaHa Ta
XOJHI JONATKOBi 3aX0M HE MOXYTh
OyTH BXKHUTI.

o Ilepenanpapnena fo iHmoOro oprady —
SAKIIO CKapry IepeaHo b ()
KOMIIETEHTHOI yCTaHOBH, i BOHA Oiibiie
He nepedyBae Ha PO3TIIAAI EPBUHHOIO

OTpHUMYyBava.

3BOpOTHIi 3B’130K (BiAMOBiAb 32 pe3yasTaTaMu
po3risimy ckapru) ocobi, sika Iofana CKapry
HAJA€ThCcas  mpoTaroM 15 (w’sTHagusATH)
KaJICHAIapHHX JHIB 3 MOMEHTY PeeCTpawii CKapru
mUIXoM iHGopMyBaHHA (IIMCBMOBE, YCHE)
CKapiKHHMKA MPO pe3yNsTaTH. Y BHUIAIKY, SKIIO
TEPMiH pO3MIANy CKaprd 36utemeHo g0 1
(ommoOro) wmicsus, BinOyBaeTeCs MPOMDKHE
iHpopMyBaHHSL.

3.2.6.1. Ilix3BiTHiCTE 0COGM BigmOBiTaILHOI 32
BHYTPIllIHi CKAPI'H Ta 3BEPHEHHN

3anna 3abe3nedeHHA MiA3BITHOCTI y mpomeci
300py Ta pearyBaHHS Ha BHYTPIIUHIH 3BOPOTHii
3B°A30K Ta CKaprd, mnepenbadeHi HacTymHi

YMOBH:

- VYnoBHOBaxeHa ocoba min3BiTHa J{upekTopy
Opranizamif;

- YnoBHOBaXxxeHa 0coba MOpiYHO (PopMye 3BiT
PO OTPMMaHHMH BHYTPIIIHIH 3BOPOTHIi 3B’ 30K
T4 CKapr¥, mo MicTHTh iHdoOpMamilo mpo
3BEPHCHHA, IPUNAHATI pillleHHAs Ta aHami3
TEHJEHI[IH y CKaprax Ta 3BepHEHHsAX. Y 3BiTi
HAJ[Al0ThCA y3aralbHEHi AaHi 6e3 mepCoHaILHOI
inpopmanii. 3BiT Hagaetbcs  J[upeKTOpy



submitted to the Director of the Organisation by
31 January each year, covering the previous
calendar year. Afterreview by the Director of the
Organisation, the report shall be made accessible
to all employees of the Organisation.

3.2.7. Appeal Procedure

MRSL is committed to resolving complaints in a
manner that is fair and satisfactory to both the
complainant and the Organisation. If the
complainant is not satisfied with the outcome,
they may submit an appeal directly to the
Director of MRSL.

Appeals can be submitted by email to:
malteser@malteser.ua.

All appeals will be reviewed as promptly as
possible and no later than 30 (thirty) calendar
days from the date of submission.

4. REGULAR REVIEW OF
COMPLAINT TRENDS AND
COMPLAINTS AND FEEDBACK
POLICY

4.1 Regular Review of Complaints

The Organisation conducts a regular (quarterly)
review of complaints received, which includes
identification of the main types of complaints
and trends, recurring problems or systemic
shortcomings in the Organisation’s activities,
and analysis of the effectiveness of responses to
complaints and their resolution. Based on the
analysis of complaints received, the
Organisation may adapt existing programmes
and develop new ones, taking into account the
identified needs of beneficiaries — in particular
by improving selection criteria, working formats,
logistics, and the quality of services. Particular
attention is given to inclusiveness, with
consideration for regional specifics and the
needs of vulnerable groups. Adjustments may
also be made to internal processes, including
quality  control, staff training, and
communication practices. The Monitoring and
Evaluation Manager is responsible for reviewing
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Opranizanii 70 31 ciyHg KOXHOTrO POKy 32
nornepeaHiit kaneHaapaui pik. Iicns posrmsamy
3Bity Jlupextopom Opranisaiii, 3BiT Haga€THCA
JI0 03HaOMIIEHHA npaniBHuKaM Opraxizaiii.

3.2.7. Ilpouexypa anessinii

MCAJI IparHe  BHpIIIyBaTH CKapra
3a/I0BUIBHHM YHHOM, fIK VIS CKapKHHKA, TaK i
mia Opranizamii.  SIKmo  cKapKHHK — He
3a[0BOJICHUNl pe3yNnbTaTOM, BIiH/BOHA MOXe
3pepHyTHCA 10 [{upextopa MCJUJL.

ITe mMoxHa 3pOOUTH ENEKTPOHHOIO MOLITOI0 HA
HaCTYIIHY aapecy: malteser@malteser.ua.

Amnermuii 6yyTh pO3IIIAHYTI SKOMOTa MIBHIIIE,
He nizHime 30 (TpUALATH) JHIB 3 JaTH MOAAHHS.

4. PEI'YJIAPHUM NEPETJISI T
TEHJAEHIIIA CKAPT TA
IOJIITHKH PO3IJISATY CKAPT
TA HAJTAHHSA 3BOPOTHOI'O
3B’SI3KY

4.1 Perynsipanmii neperisig ckapr

Opranizanis  37ificHIOE  perynapHuii  (Ha
IIOKBApTAIBHIN OCHOBI) MEPETVIAA OTPUMAHUX
ckapr, mo mnepenbauae: igeHTH(iKaLiO

OCHOBHHX THIIIB CKapr i TEHACHIii, BUABICHHA
IIOBTOPIOBAHMUX MPOONEM HYH  CHCTEMHHUX
HEJONIKIB y ALUIBHOCTI oOprasizamii, aHami3
e(heKTHBHOCTI pearyBaHHS Ha CKapru Ta ix
BupimeHHa. Ha ocHOBi aHamizy orpumaHux
ckapr OpraHi3allisi MOXe aJanTyBaTd iCHYIOUi
IPOrpaMH Ta PO3POOIATH HOBi, BPaxOBYIOYM
BUSBIEHI NOTpeOM OeHedimiapie, 30kpema
BJIOCKOHAIMIOE KpuUTepil Binbopy, ¢opmaru
po6oTH, JOTICTHKY Ta AKicTh nociyr. OcobiuBa
yBara HPUALIIETECA IHKJIFO3UBHOCTI,
BpaxyBaHHIO PETIOHANBHHUX OCOOIHBOCTEH i
cenuGiky Bpa3zIMBHX TPYN. 3MiHH MOXYTh
BHOCHTHCE 1 IO BHYTPIIIHIX MPOIECIB, TAKUX SK
KOHTPOJIb fKOCTi, HaBYaHHA INEPCOHALY Ta
MOKpaIleHHd KOMyHikamii. 3a 3milicHeHHd
MEeperisiay CKapr, iX aHali3 Ta CTBOPEHHS



complaints, conducting the analysis, and

providing recommendations.

4.2 Regular Review of the Complaints and
Feedback Policy.

Atleast once a year, a comprehensive review of
the effectiveness of this policy is conducted. The
review includes, but is not limited to, the
following actions: assessing the effectiveness
and accessibility of the communication channels
provided, assessing the duration and
effectiveness of complaint handling, assessing
the level of satisfaction of complainants with the
complaint handling procedure, analysing
changes made to organisational processes in
response to complaints and feedback received.

The Organisation shall update this policy in
accordance with identified needs. Such updates
may include, but are not limited to: changes to
the procedures for submitting and handling
complaints, enhancements in communication
with complainants, and improvements in the
methods for collecting, analysing, and storing
complaint-related data. All updates to the policy
shall be approved by the Director of the
Organisation, documented and communicated to
staff.

5. POWERS OF THE COMPLAINTS
HANDLING OFFICER

Complaints Handling Officer (if such a
position is included in the Organisation’s
staffing structure)

The role of the Complaints Handling Officer is
essential to ensure that all complaints received
through the Organisation’s established feedback
channels are addressed in accordance with
approved procedures and guidelines.

The Complaints Handling Officer is responsible
for receiving and registering complaints in the
designated internal system and for ensuring
appropriate follow-up on each case. In the
absence of the Complaints Handling Officer,
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pEKOMEH/aNiil BiANOBITANBHUI MEHEmKEp 3
MOHITOPHHTY Ta OL[iHKH.

4.2 Peryasipunii nepersisan HosiTuxu
PO3IIIAAY CKapr HA HAXAHHS 3BOPOTHOIO
3B’A3KY.

Sx MiHIMyM pa3 Ha pik IPOBOTUTHCA
KOMIUIEKCHMHM meperisan eQeKTUBHOCTI i€l
nonitukd. Ilepernmsan mnepenbauae, ame He
OOMEXYETBCA ~ TakMMH  MisIMH: OLliHKa
e(peKTHBHOCTI Ta AOCTYHHOCTI MpPEACTaBICHHUX
KaHamiB 3B’A3Ky, OI[iHKa TPHBAIOCTI #
eexTHBHOCTI OOpOOKM cKapr, OmiHKa piBHA
3a7J0BOJIEHOCTI 3aABHUKIB IPOIEAYPOIO
po3risgy CKapr, aHali3 BHECEHHX 3MiH ¥y
IIPOLIECH OpraHisalii BiAIIOBIAHO 1O OTPHUMAaHKX
CKapr Ta 3BOPOTHOTO 3B’A3KY.

BinnoaigHo 10 BUsABIEHUX OTPed, Oprauizamis
OHOBIIOE IO MONITHKY. Taki OHOBJIEHHS
nepenbadaroTh Taki fil, ane He 0OMEXYIOThCS
HUMM: 3MIiHH B Tpouledypax MOJaHHSA Ta
00poOKH CKapr, MONIMIIEHHS KOMYyHiKaIlii i3
CKap)KHMKaMH, YAOCKOHAJIEHHA METOIB 300Dy,
aHami3y Ta 30epiraHHsA DaHWUX PO CKapru. Yci
OHOBJICHHS HOJITHKA 3aTBEPIKYIOTHCS
Hupexropom Opranizarlii, JOKYMEHTYIOTECS Ta
JOBOIATHCA JIO BiIOMa IIEPCOHAIY.

S. IOBHOBAKEHHS ®AXIBIIA 3
OBPOBKH CKAPT

®Paxisenr 3 00po6km cKapr (AKMm0 Taka
mocajga mnepeadadeHa IITATHHM PO3MHCOM
Oprani3anii)

IMocana daxiBus 3 06poOKH cKapr Mae BaXIMBE
3HaYeHHs I 3a0e3NedeHHsA Toro, mob yci
CKaprd, W0 HAAXOMITh dYepe3 BCTAaHOBIICHI
KaHalM 3BOPOTHOTO 3B’A3KYy, PO3MIIAZAIMCS
BIMOBITHO [0 Y3roMXKeHOI mpoueaypH Ta
KEpiBHHUX NMPUHIIMITIB.

daxiBens 3 00poOKH CKapr BUKOHYE 060B SI3KU
OpUMOMY Ta pEeCTpallii cKapr y BiamoBimHii
BHYTPIIIHIA CHCTEMi Ta BiACTeXye MOgabIIe
pearyBaHHs Ha CKapry. 3a BiICyTHOCTI (axiBus
3 00poOKkH ckapr ioro GyHKIiI0 BHKOHYIOTh



these responsibilities are carried out by staff of
the Monitoring and Evaluation Unit under the
supervision of the Monitoring and Evaluation
Manager.

Objectives of the Position

To ensure that all complaints addressed to MRSL
are handled in a timely, fair, and consistent
manner, in accordance with the Organisation’s
procedures and guidelines.

Obligations

The Complaints Handling Officer is responsible
for the following:

e Daily receipt of complaints through all
established feedback channels (hotline,
website feedback form, email, mobile
applications);

e Registration of complaints in the internal
system,;

e Providing  confirmation to  the
complainant that the complaint has been
received;

o Keeping the complainant informed at all
stages of the process;

e Providing feedback to the complainant
and other involved parties, if necessary;

o Ensuring confidentiality;

e Creating an internal complaint
registration system, registration of and
tracking all received complaints, and
ensuring that responses and outcomes are
properly documented in the system;

o Conducting data analysis and preparing
analytical reports at least twice a year;
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MpaliBHUKH HAIPSAMKY MOHITOPHHTY Ta OLIiHKH
1111 KePiBHUIITBOM MEHEDKEPA 3 MOHITOPHHTY T
OILIHKH.

iri mocaam

3abe3meunTH, mMOO YyCi CKapru, aapecoBaHi
MCJIJI,  posrsmamucs  CBOEYaCHO  Ta
CHpaBeUIUBO, BIiINOBITHO JO Y3TO/DKEHHX
MIPOLIEAYP Ta KEPIBHUX MPHHIUIIIB.

O0o0B'sA3KH

®axiBenpb 3 00poOKM cKapr Ta Mae€ Taki
000B’s13KH:

e [OACHHUH NpPHHOM cKapr mo BCix

BCTAaHOBJIEHUX KaHaJllaX 3BOPOTHOTO
3B’M3Ky  (Tapsua  JIiHiA, ¢dopma
3BOPOTHOTO  3B’S3KYy  Ha  CaiiTi,
CIIEKTPOHHAa  CKpPHHBKAa,  MOOLIBHI
JIONIaTKH);

e DpeecTpalii CKaprda Yy BHYTpPilHii
CHCTEMI,

® HaJaHHA IATBEPIKEHHS CKapXXHHUKY,
IO CKapra OTpHMaHa;

e iHpopMyBaHHS CKapXHHMKa Ha BCiX
eTarnax;

e 3BOPOTHHI1 3B'I30K i3 CKapXHHKOM Ta
3aIy4€HHMH JI0 CKaprd CTOPOHAaMH,
SIKIIIO 1€ HEOOXIigHO;

e JIOTpHMMaHHA KOHQINEHIIHHOCTI;

e CTBOPEHHS  BHYTDIIHBOI  CHCTEMH
peectpamii  ckapr, peecTpamii Ta
BIICTEXKEHHSI BCIX OTPHMaHHX CKapr Ta
3abe3neueHHs HaJIEXKHOTO
JOKYMEHTYBaHHS BiATIOBizeH Ta
pe3ynbTaTiB, IO pPEECTPYIOTECA B
CHCTEMI;

e TIPpOBENECHHA  aHaN3y  JaHUX  Ta
CKJIaJJaHHA AHATITHYHHUX 3BiTiB MiHIMyM



organising and conducting management
meetings to support policy
improvements;

Informing MRSL beneficiaries, staff and
partners of the findings from complaint
monitoring activities;

Ensuring that up-to-date information on
how and where to submit complaints is
clearly available on the MRSL website
and across all departments.

Knowledge, Skills and Competences

Higher education;

Familiarity with and understanding of
MRSL’s structure, functions,
relationships, and responsibilities;

Experience in administrative tasks,
report writing, and organising and
conducting business meetings;

Excellent communication skills;
Ability to rapidly assimilate complex
information and formulate expert

judgements;

High level of accuracy, objectivity, and
attention to detail;

Strong conflict resolution skills;

Effective time management and ability to
meet deadlines;

Knowledge of, and ability to apply,
international standards on protection and
accountability.
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KOXHI MiB pOKy; opradisamia Ta
IIPOBE/ICHHA 3yCTpideil MeHEemKMEHTy
I7151 BAOCKOHAJICHHS MOJIITHKH;

iH(hOpMyBaHHA Oenedirmiapis,
cmiBpoOiTHHKIB Ta maptHepis MCJI
IIPO BHCHOBKH MOHITOPHHIY CKapr;

IepeBipKa Toro, mo iHdopMaIlis 1mpo Te,
K 1 Ky/ld CKap)KHUTHCS, OHOBJIIOETHCS T2
6yna moctynmHa Ha Bebcaiiti MCIIJI Ta €
y HasBHOCTI Y BCiX Mmiipo3ainax.

3HaHHA, HABHYKH T4 KOMIETEHIIil

Buma ocsira;

OszHaliomeHHS Ta PO3yMiHHSA
CTPYKTYPH, B3a€EMOBITHOCHH, (yHKILii
Ta  BiONOBiZaNBHOCTI B Mexax
opranizanii MCIJI;

OOCBiN  aaMiHiCTpaTHBHOI  poOGOTH,
HAaIHCaHHA 3BiTIB, IIArOTOBKa Ta
IIPOBEJICHHS AUIOBHX 3yCTpiueii;

BiIMIHHi HABHYKH CILIKYBaHHS,
MOXJIMBICTP IIBHAKO 3aCBOITH LTy
HHU3KY CKJIagHOi iHGopManii Ta poGutH

€KCIEPTHI Cy/KEHHS;

BHCOKHH piBeHb TOYHOCT,
00’€KTHBHOCTI Ta YBaru J0 J€Tal€l;

3MaTHICTB JONATH KOHQIIKTHI CHTYyaIIii;

ebeKTUBHE YNPaBIiHHA YacoM Ta
JIOTPUMaHHS TEPMIHIB;

3HaHHA, PpO3YMIHHA Ta 3AaTHICTB
3aCTOCOBYBAaTH MDKHApOIHI CTaHAApPTH
IIOJI0 3aXKCTY Ta MiA3BITHOCTI.

Subordination and A ccountability IlinnopsiakyBaHHsa Ta MiA3BiTHICTL

The Complaints Handling Officer reports ®axiBeup 3 06pOOKH CKapr MiAMOPAIKOBYETHCS
directly to the Director of the Organisation. Hupexropy Opranizamii.
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Ifa complaint is submitted against the Director, Skmo mnoxaetscs ckapra Ha JlupekTopa,
the Complaints Handling Officer reports to the ¢axiBeus 3 06poOKu ckapr 3BiTye 3araibHHM
General Meeting of MRSL Members. 36opam ygacHukiB MCJIJL.






