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ACV-CSCi - Formal Complaints Procedure INTERNATIONAL

ACV-CSCi's Contact Point for Complaints concerning Integrity issues

Since June 12, 2020, the ombudsperson for reporting and following up on comments, objections, and
complaints from members and activists of ACV-CSC has also been mandated as ACV-CSCi’s Contact
Point for Complaints concerning Integrity issues.

Contact details and basic information :

Have you had to deal with an integrity issue ?

You can contact the ombudsperson of ACV-CSC (integritas@acv-csc.be) with remarks, objections,
or complaints regarding:

e the implementation in Belgium or partner countries of projects and programs financed
by/through ACV-CSCi (fraud, corruption, ...) ;

e discrimination in general and gender discrimination in particular, racism, bullying, (sexual)
violence, intimidation, aggression, abuse of power, conflict of interest, personal gain,
influence through gifts... by employees of ACV-CSCi or persons mandated by these parties ;

e the services or program support provided by employees of ACV-CSCi.

The ombudsperson can be contacted in complete confidentiality — both digitally and in a hybrid
manner. This person respects the privacy of those involved and adheres to GDPR legislation.

Admissibility of complaints as determined by the contact point :

(1) Complaints are admissible when they are about issues that go against relevant value
frameworks, codes, and regulations of ACV-CSC and ACV-CSCi - as laid down in their integrity
policy, ethical code and/or code of conduct.

(2) Complaints must refer to facts and decisions that have occurred less than 1 year ago.

(3) And complaints may not relate to judicial cases and ongoing procedures.

Specific measures in case of complaints are about the use of violence :

(4) In case of complaints involving physical (including sexual) and mental violence, the contact
point will try to find out from the complainant whether there is a need for medical or
psychosocial assistance, filing a complaint with the local police, and/or seeking protection from
reprisals.

(5) If necessary, the contact point may actively think along with the complainant on how to access
appropriate medical, psychosocial assistance, and/or protection.

Registration of complaints :

(6) All complaints received by the contact point are registered, and the complaint is forwarded to
the person in charge of the relevant organisation (ACV-CSC or ACV-CSCi). This applies both in
case of anonymous complaints and complaints that are not anonymous.

(7) Normally, only complaints that are not anonymous are further processed by the ombudsperson.
But whenever integrity is at stake, the contact point will start up procedures regardless of the
origin of the complaint.

(8) The contact point may also refer complainants for informal advice to one of the integrity
advisors of ACV-CSCi.

(9) When complaints are beyond the level of decision or initiative of ACV-CSC or ACV-CSCi,
complainants will be provided with the contact details of the organisation that is actually
responsible.
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(10) In order to be able to determine which organisation is responsible, complainants may be asked
to provide additional information.

The handling of admissible complaints :

(11) Within a period of 7 working days, the admissibility of a complaint is motivated in writing to the
complainant, and a file is opened for follow up.

(12) The person in charge of the relevant organization (ACV-CSC or ACV-CSCi) is informed and has 14
working days to provide information that is being requested for by the contact point.

(13) If the contact point deems a complaint inadmissible, this is communicated in a motivated
decision to the complainant.

(14) If the contact point deems a complaint to be admissible, he or she is held to take initiatives in
order to come up with a solution within a period of 40 working days. Such initiatives often
involve contacting the complainant and the relevant organisation, and mediating between them.

(15) The contact point keeps involved parties informed in writing of progress at each important step.

(16) For admissible complaints that do not require personalised remediation, solutions often consist
of policy adjustments.

(17) When personal remedial measures are warranted, the contact point will (after mediation) come
up with a written proposal for such measures. These are communicated to both the complainant
and the relevant organisation — accompanied with a request for agreement.

(18) In case no agreement is reached, the complainant will be asked whether he or she still wants to
pursue the complaint. If so, the contact point will inform the complainant and the relevant
organisation about alternative initiatives that may still be undertaken.

(19) Upon closing a case, the contact point sends a motivated decision to the complainant and the
person in charge of the relevant organization.

Reports filed by the contact person:

(20)Permanent reporting involves reports being forwarded to and discussed with the person in
charge of relevant organizations (ACV-CSC or ACV-CSCi).

(21) Internal reports of the ombudsperson are filed on a yearly basis for discussion with the board
of ACV-CSC, i.e. by the end of March of every year. Complaints received as ACV-CSCi's Contact
Point for Complaints concerning Integrity issues are also included in this report. The content of
the yearly reports may include : an inventory of complaints, an analysis of complaints, concerns
or reservations on the way they have been handled, identification of bottlenecks, a list of
common complaints and trends, preventive measures which have since been taken, proposals
for adjustment of operations by the ombudsperson, recommendations towards improving the
services, operation, and organization of relevant organizations.

(22) The ombudsperson also provides a yearly certificate to ACV-CSCi by the end of March of every
year. This certificate contains a brief summary of relevant information from the annual report
for ACV-CSC. The certificate is then submitted for discussion to the governing body of ACV-CSCi.

For more information on relevant codes and complaint officers of ACV-CSC and ACV-CSCi, please refer
to the attached documents :

e the code of conduct for international contacts, signed by all board members and employees of
ACV-CSCi, and by all those mandated by ACV-CSCi ;

e theethical code, signed by all board members, employees, and partner organizations of ACV-CSCi

o the integrity organizational chart of the non-profit organization — with an overview of trained
complaint officers.



