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For the purpose of these guidelines, the following definitions[footnoteRef:1] are used: [1:  The definitions have been modified from Building Safer Organizations Guideline – Receiving and investigating allegations of abuse and exploitation by humanitarian workers – ICVA.] 


Accountability – a situation in which people who are affected by decisions (e.g. staff or people of concern) are able to influence the decisions and decision-makers through questions and complaints. Accountability implies one person’s right to ‘have a say’ and another person’s duty to consider and respond.
Child – any individual under the age of 18, irrespective of local country definitions of when a child reaches adulthood.
Code of conduct – a set of standards of behaviour that staff of an organization are obliged to adhere to.
Complainant – the person making the complaint, including the alleged survivor of the sexual exploitation and abuse or another person who becomes aware of the wrongdoing.
Complaint mechanism or procedure – processes that allow individuals to report concerns such as breaches of organizational policies or codes of conduct. Examples of mechanisms include suggestion boxes, whistleblowing policies and designated focal points.
Evidence – information gathered during the investigation that proves or disproves an allegation.
Focal point – a person or group of persons designated to receive complaints of cases of sexual exploitation and abuse.
Gender – refers to the social attributes and opportunities associated with being male and female and the relationships between women and men and girls and boys, as well as the relations between women and those between men. These attributes, opportunities and relationships are socially constructed and are learned through socialization processes. They are context/ time-specific and changeable. Gender determines what is expected, allowed and valued in a women or a man in a given context. In most societies there are differences and inequalities between women and men in responsibilities assigned, activities undertaken, access to and control over resources, as well as decision-making opportunities. Gender is part of the broader socio-cultural context. Other important criteria for socio-cultural analysis include class, race, poverty level, ethnic group and age[footnoteRef:2]. [2:  http://www.un.org/womenwatch/osagi/gendermainstreaming.htm
] 

Incentive worker – an individual who receives non-monetary compensation for work or representation for an organization. Incentive workers are usually drawn from the beneficiary community.
Investigation procedures or protocol – a framework developed by organizations to conduct impartial investigations into allegations of misconduct.
Partner – an organization executing a project or undertaking any other work in the name of another organization. Based on the Oath of Confidentiality prepared by the United Nations High Commissioner for Refugees.
Person of concern or beneficiary – a person who receives assistance as part of either emergency relief or development aid through assistance programs.
Physical abuse of a child – act/s or omission/s which results in actual or potential physical harm to a child from an interaction or lack of interaction, which is reasonably within the control of a parent or a person in a position of responsibility, power, or trust. There may be single or repeated incidents.
Risk – the possibility of loss or harm and/or the probability of an adverse occurrence.
Sexual abuse – an actual or threatened physical intrusion of a sexual nature, whether by force or under unequal or coercive conditions.
Sexual abuse of children – the involvement of a child in sexual activity that s/he does not fully comprehend, give informed consent to, or for which s/he is not developmentally prepared and cannot give consent, or that violates the laws or social taboos of society. It is evidenced by an activity between a child and an adult or another child who by age or development is in a relationship of responsibility, trust or power, the activity being intended to gratify or satisfy the needs of the other person. It may include, but is not limited to, the inducement or coercion of a child to engage in any unlawful sexual activity; the exploitative use of a child in prostitution
or other lawful sexual practices; the exploitative use of pornographic performances and materials.
Sexual exploitation – any actual or attempted abuse of a position of vulnerability, differential power or trust for sexual purposes, including, but not limited to, profiting monetarily, socially or politically from the sexual exploitation of another.
Sexual exploitation and abuse (SEA) by UN and non-UN personnel/among personnel prevention strategy – plans and actions designed and implemented by organizations to reduce the risk of sexual exploitation and abuse of people of concern. Common measures include awareness-raising, staff training, improved recruitment policies, whistleblowing policies, complaint mechanisms, investigation procedures and codes of conduct.
Staff member or Personnel – a person who works for or represents an organization, whether or not s/he is compensated monetarily. Staff member is this context means the same as Personnel.
Subject of the complaint (SOC) – the person alleged to have perpetrated the misconduct in the complaint.
Survivor or victim – the person who is, or has been, sexually exploited or abused. This term implies strength, resilience and the capacity to survive.
Whistle-blowing policy – an organizational policy which encourages staff members to report concerns or suspicions of misconduct by colleagues. The reports may concern people at other organizations and people at other levels in the organization’s hierarchy.
Witness – a person who gives testimony or evidence in the investigation, including the person who has experienced the sexual exploitation and/or abuse the complainant, a person of concern, a staff member of a partner agency, the subject of the complaint or another staff member, etc.


[bookmark: _Toc351115017]Purpose and structure of the Guidelines

The purpose of developing these Guidelines is to provide guidance to members of the ‘Inter-Agency Standing Committee (IASC) Task Force on Protection from Sexual Exploitation and Abuse (PSEA) by our own staff’ to implement the Minimum Operating Standards on PSEA (MOS-PSEA). They are the result of an idea that was suggested at the IASC Task Force’s meeting on 7 February 2012, to develop technical notes to accompany the MOS-PSEA.  

The MOS-PSEA are modelled after the well-known Minimum Operating Security Standards for Staff Safety (or MOSS) compliance mechanism, which is mandatory for the United Nations (UN) System to ensure there is a common set of requirements that all agencies follow in order to ensure staff safety. 

The MOS-PSEA are based on:

1. The Statement of Commitment on Eliminating Sexual Exploitation and Abuse by UN and Non-UN Personnel, August 2008 
2. The Global Review of protection from Sexual Exploitation and Abuse by UN, NGO, IOM and IFRC Personnel, July 2010
3. The IASC Six Core Principles Relating to Sexual Exploitation and Abuse, June 2002 

After being developed for several months, the eight MOS-PSEA were finally endorsed by the IASC Task Force on PSEA’s members during the April 2012 meeting. 

The four pillars of the current PSEA work provide the framework for the eight MOS and are as follows:

1. Management and coordination

· Effective policy development and implementation 
· Cooperative arrangements
· A dedicated department/focal point is committed to PSEA 

2. Engagement with and support of local community population 

· Effective and comprehensive communication from HQ to the field on expectations regarding raising beneficiary awareness on PSEA
· Effective community based complaints mechanisms (CBCM), including victim assistance.

3. Prevention

· Effective recruitment and performance management
· Effective and comprehensive mechanisms are established to ensure awareness-raising on SEA amongst personnel




4. Response

· Internal complaints and investigation procedures are in place. 

For each of the eight standards set out in the MOS-PSEA under the four pillars, the Guidelines provide current practice and examples from across the UN system, NGOs, IOM and the IFRC. We structured the MOS Guidelines in such a way that the user can just read the MOS they are interested in without going through all of them. For this reason, some examples and language are used several times under different MOS. In order to provide as much information as possible, each example specifies which agency has implemented them. Early 2012, the IASC Task Force on PSEA sent a call to its members to provide their internal practices when it comes to PSEA. Most of the examples provided come from the agencies who responded to this call.  The examples are therefore not exclusive and even if their names are not mentioned, several agencies have the same practices or similar ones. 


For technical support or any clarifications, or if you want to learn more about the examples and wish  to contact the agency focal points, please contact the co-chairs of the IASC Task Force on PSEA.
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[bookmark: _Toc341827338][bookmark: _Toc351034498][bookmark: _Toc351115019]Effective Policy Development and Implementation

	[bookmark: _Toc341827747][bookmark: _Toc351034499][bookmark: _Toc351115020]1. Effective Policy Development and Implementation

	[bookmark: _Toc341827340][bookmark: _Toc341827748][bookmark: _Toc351034500][bookmark: _Toc351115021]Indicator  (MOS)
	[bookmark: _Toc341827341][bookmark: _Toc341827749][bookmark: _Toc351034501][bookmark: _Toc351115022]How to use the performance indicator
	[bookmark: _Toc341827342][bookmark: _Toc341827750][bookmark: _Toc351034502][bookmark: _Toc351115023]Current practice and examples

	A policy stating standards of conduct, including acts of SEA, exists and a workplan to implement the policy is in place. 
	[bookmark: _Toc341827343][bookmark: _Toc341827751][bookmark: _Toc351034503][bookmark: _Toc351115024]To meet the requirement of this indicator there should be: 

A) [bookmark: _Toc341827344][bookmark: _Toc341827752][bookmark: _Toc351034504][bookmark: _Toc351115025]POLICY STATING STANDARDS OF CONDUCT, INCLUDING ACT OF SEA 
[bookmark: _Toc341827345][bookmark: _Toc341827753][bookmark: _Toc351034505][bookmark: _Toc351115026]The policy describes the minimum standards of behavior that your organization expects its staff to follow. It promotes good practices and behaviour expected from staff and can serve as a preventive tool. Alternatively, it provides the grounds for discipline or termination of employment should staff fail to meet the organization’s standards. Whether you revise your existing code of conduct or draft one specific to SEA, you should have a code
[bookmark: _Toc341827346][bookmark: _Toc341827754][bookmark: _Toc351034506][bookmark: _Toc351115027]that explicitly prohibits SEA and reflects the IASC Six Core Principles Relating to Sexual Exploitation and Abuse[footnoteRef:3] as well as the UN Secretary General’s Bulletin. [3:  See Report of the Inter-Agency Standing Committee Task Force on Protection from Sexual Exploitation and Abuse in Humanitarian Crises of 13 June 2002, Plan of Action, Section I.A. ] 


1. [bookmark: _Toc341827347][bookmark: _Toc341827755][bookmark: _Toc351034507][bookmark: _Toc351115028]“Sexual exploitation and abuse by humanitarian workers constitute acts of gross misconduct and are therefore grounds for termination of employment.

2. [bookmark: _Toc341827348][bookmark: _Toc341827756][bookmark: _Toc351034508][bookmark: _Toc351115029]Sexual activity with children (persons under the age of 18) is prohibited regardless of the age of majority or age of consent locally. Mistaken belief regarding the age of a child is not a defense.

3. [bookmark: _Toc341827349][bookmark: _Toc341827757][bookmark: _Toc351034509][bookmark: _Toc351115030]Exchange of money, employment, goods, or services for sex, including sexual favors or other forms of humiliating, degrading or exploitative behavior is prohibited. This includes exchange of assistance that is due to beneficiaries.

4. [bookmark: _Toc341827350][bookmark: _Toc341827758][bookmark: _Toc351034510][bookmark: _Toc351115031]Sexual relationships between humanitarian workers and beneficiaries are strongly discouraged since they are based on inherently unequal power dynamics. Such relationships undermine the credibility and integrity of humanitarian aid work. 

5. [bookmark: _Toc341827351][bookmark: _Toc341827759][bookmark: _Toc351034511][bookmark: _Toc351115032]Where a humanitarian worker develops concerns or suspicions regarding sexual abuse or exploitation by a fellow worker, whether in the same agency or not, he or she must report such concerns via established agency reporting mechanisms.

6. [bookmark: _Toc341827352][bookmark: _Toc341827760][bookmark: _Toc351034512][bookmark: _Toc351115033]Humanitarian workers are obliged to create and maintain an environment which prevents sexual exploitation and abuse and promotes the implementation of their code of conduct. Managers at all levels have particular responsibilities to support and develop systems which maintain this environment.”



B) [bookmark: _Toc341827353][bookmark: _Toc341827761][bookmark: _Toc351034513][bookmark: _Toc351115034]A WORK PLAN TO IMPLEMENT THE POLICY IS IN PLACE

[bookmark: _Toc341827354][bookmark: _Toc341827762][bookmark: _Toc351034514][bookmark: _Toc351115035]The workplan to implement the policy should ideally include objectives, activities, outputs, indicators, responsible unit/personnel, timeframe and budget. Furthermore the work plan should be endorsed and supported by Senior Management and linked to accountability activities and objectives in order to succeed in its implementation.  

	[bookmark: _Toc341827355][bookmark: _Toc341827763][bookmark: _Toc351034515][bookmark: _Toc351115036]A number of agencies have a code of conduct (CoC) in place. Examples include:

[bookmark: _Toc341827357][bookmark: _Toc341827765][bookmark: _Toc351034517][bookmark: _Toc351115038]
· [bookmark: _Toc341827358][bookmark: _Toc341827766][bookmark: _Toc351034518][bookmark: _Toc351115039]IRC:  “The IRC Way: Standards for Professional Conduct”


· [bookmark: _Toc341827360][bookmark: _Toc341827768][bookmark: _Toc351034520][bookmark: _Toc351115041]Save the Children US: Code of Ethics and Business Conduct 
· [bookmark: _Toc341827361][bookmark: _Toc341827769][bookmark: _Toc351034521][bookmark: _Toc351115042]UNHCR: Code of Conduct & Explanatory Notes 
· [bookmark: _Toc341827362][bookmark: _Toc341827770][bookmark: _Toc351034522][bookmark: _Toc351115043]Oxfam GB: Policy on Prevention of SEA
· [bookmark: _Toc341827363][bookmark: _Toc341827771][bookmark: _Toc351034523][bookmark: _Toc351115044]UN agencies and several NGOs: Secretary-General’s Bulletin Special measures for protection from sexual exploitation and sexual abuse ST/SGB/2003/13 (most of the UN agencies and NGOs have a code of conduct in place that includes the UN SG’s bulletin language ) 
· [bookmark: _Toc341827364][bookmark: _Toc341827772][bookmark: _Toc351034524][bookmark: _Toc351115045]IRC/CCSDPT has a Code of Conduct toolkit

· In addition to the Code of Conduct toolkit, IRC/CCSDPT has a checklist in place : PSEA Implementation Checklist disaggregated by sector.
· In March 2012, IOM provided a workplan template to the Sr. PSEA focal points:





	[bookmark: _Toc341827365][bookmark: _Toc341827773][bookmark: _Toc351034525][bookmark: _Toc351115046]The policy/standards of conduct have been conveyed to current staff and senior management (at HQ and field level) on repeated occasions (such as inductions and refresher trainings).
	[bookmark: _Toc341827366][bookmark: _Toc341827774][bookmark: _Toc351034526][bookmark: _Toc351115047]To meet the requirement of this indicator there should be: 

[bookmark: _Toc341827367][bookmark: _Toc341827775][bookmark: _Toc351034527][bookmark: _Toc351115048]Your code of conduct should be accessible in each country’s predominant language; some countries may require translation into several different languages.
· [bookmark: _Toc341827368][bookmark: _Toc341827776][bookmark: _Toc351034528][bookmark: _Toc351115049] Ensure that every staff member signs the code of conduct upon hire - consider having a witness sign as well - and enter the document into his/her personnel file. 
· [bookmark: _Toc341827369][bookmark: _Toc341827777][bookmark: _Toc351034529][bookmark: _Toc351115050]Create a monitoring system to ensure that all staff have signed the CoC and that the signed CoC is appropriately filed into the appropriate personnel file. To monitor this activity on an ongoing basis, consider including in regular field audits a check of personnel files for signed codes of conduct.
· [bookmark: _Toc341827370][bookmark: _Toc341827778][bookmark: _Toc351034530][bookmark: _Toc351115051]Publicize and disseminate these documents throughout all offices. Ask all the offices to display them in a place accessible for all staff to read.

[bookmark: _Toc341827371][bookmark: _Toc341827779][bookmark: _Toc351034531][bookmark: _Toc351115052]A STAFF ORIENTATION upon hire will help ensure that your PSEA policies are understood and taken seriously. A refresher training every year after that will ensure sustainability. You should be prepared to provide the same PSEA orientation, on an ongoing basis, to volunteers, contractors, interns, and anyone else doing business with or through your organization in the field, including board members.

[bookmark: _Toc341827372][bookmark: _Toc341827780][bookmark: _Toc351034532][bookmark: _Toc351115053]Tips for a successful orientation / refresher training:
· [bookmark: _Toc341827373][bookmark: _Toc341827781][bookmark: _Toc351034533][bookmark: _Toc351115054]Have one of your senior executives open the orientation and address staff to underscore the importance of the subject matter.
· [bookmark: _Toc341827374][bookmark: _Toc341827782][bookmark: _Toc351034534][bookmark: _Toc351115055]Orientation modules could include an explanation of SEA, your code of conduct, complaints and investigations procedures, disciplinary consequences for non-compliance, and other relevant policies.
· [bookmark: _Toc341827375][bookmark: _Toc341827783][bookmark: _Toc351034535][bookmark: _Toc351115056]Be sure to highlight your staff’s mandatory duty to report SEA complaints and concerns and allow sufficient time during orientation for questions from staff. Your ultimate goal is their full understanding of, support for, and compliance with your policies.
· [bookmark: _Toc341827376][bookmark: _Toc341827784][bookmark: _Toc351034536][bookmark: _Toc351115057]Develop orientation modules and materials that can be translated and delivered in each of the countries where you work. 

[bookmark: _Toc341827377][bookmark: _Toc341827785][bookmark: _Toc351034537][bookmark: _Toc351115058]A “TRAIN-THE-TRAINER” APPROACH can maximize limited resources while ensuring quality orientation for all staff. You may want to appoint and train SEA focal points in each field office to train the teams or management staff to travel to each region/country to deliver your SEA orientation to senior management. 
[bookmark: _Toc341827378][bookmark: _Toc341827786][bookmark: _Toc351034538][bookmark: _Toc351115059]Because managers have a special responsibility to maintain an environment that discourages SEA, conduct additional training for them.

[bookmark: _Toc341827379][bookmark: _Toc341827787][bookmark: _Toc351034539][bookmark: _Toc351115060] KEEPING THE MOMENTUM GOING
[bookmark: _Toc341827380][bookmark: _Toc341827788][bookmark: _Toc351034540][bookmark: _Toc351115061]Strategic messaging from senior management and ongoing education is necessary to keep your SEA efforts fresh in your staff’s minds. 
· [bookmark: _Toc341827381][bookmark: _Toc341827789][bookmark: _Toc351034541][bookmark: _Toc351115062]Use all-staff meetings, internal newsletters, web-based collaboration functions, etc., to share SEA messages.
· [bookmark: _Toc341827382][bookmark: _Toc341827790][bookmark: _Toc351115063]Test and maintain staff knowledge of your code of conduct and SEA policies through refresher trainings.
· [bookmark: _Toc341827383][bookmark: _Toc341827791][bookmark: _Toc351115064]Include attendance of the refresher training in annual performance evaluations and as items to be evaluated by internal audit teams.

	
· SCUS Code of Ethics and Business Conduct was updated at the end of 2011 and disseminated agency-wide. New Code was accompanied by a mandatory on-line training.
· [bookmark: _Toc341827385][bookmark: _Toc341827793][bookmark: _Toc351115066]UNHCR conducts mandatory Annual Refresher Courses in each Office, on a theme decided by the Ethics Office based on feedback from the Regional Bureaux and field Offices. 
· [bookmark: _Toc341827386][bookmark: _Toc341827794][bookmark: _Toc351115067]IMC conducts a two-hour PSEA training for new hires which includes information on how to file a complaint. IMC also conduct annual refresher trainings for all staff around the world. Each year, their staffs re-sign the IMC code of conduct.
· [bookmark: _Toc341827387][bookmark: _Toc341827795][bookmark: _Toc351115068]UNDP has included PSEA in their mandatory online Ethics training that must be taken by all UNDP staff.
· [bookmark: _Toc341827388][bookmark: _Toc341827796][bookmark: _Toc351115069]IRC/CCSDPT designed CoC posters in Karen, Burmese, and Thai.
· [bookmark: _Toc341827389][bookmark: _Toc341827797][bookmark: _Toc351115070]TBBC includes PSEA in new staff orientations. 
· [bookmark: _Toc341827390][bookmark: _Toc341827798][bookmark: _Toc351115071]For many organizations, expatriate staff codes of conduct are entered into a headquarters file while field offices retain national staff files.
· [bookmark: _Toc341827391][bookmark: _Toc341827799][bookmark: _Toc351115072]These are several helpful resources available on the IASC Task Force on PSEA’s website that you may use or adapt for your own orientation and refresher trainings:
· To Serve With Pride: Zero Tolerance for Sexual Exploitation and Abuse, A 20-minute film and facilitator’s guide by ECHO/ECPS UN and NGO Task Force on Protection from Sexual Exploitation and Abuse
· UNICEF’s Training of Trainers on Gender-Based Violence: Focusing on Sexual Exploitation and Abuse
· Understanding Humanitarian Aid Worker Responsibilities: Sexual Exploitation and Abuse Prevention
· [bookmark: _Toc341827392][bookmark: _Toc341827800][bookmark: _Toc351115073]IOM has the article on PSEA from their CoC translated in 50 languages and posted on our intranet and in all public areas in our office around the world. They have a dedicated intranet page on PSEA. They have new posters ready to be rolled out in 3 official languages. They have a half of day sensitization session done yearly with a different PSEA related theme every year. They also designed a facilitator guide that made it accessible for approximately 200 facilitators to deliver the training on their own. There is a session on PSEA in the IOM Chief of Mission training. Finally, IOM Director General regularly give update on PSEA during Town Hall meetings with all HQs staff as well as some missions in the field following via videoconference



[bookmark: _Toc341827393][bookmark: _Toc351115074]


Cooperative Arrangements 

	[bookmark: _Toc341827802][bookmark: _Toc351115075]2. Cooperative Arrangements

	[bookmark: _Toc341827395][bookmark: _Toc341827803][bookmark: _Toc351115076]Indicator (MOS)
	[bookmark: _Toc341827396][bookmark: _Toc341827804][bookmark: _Toc351115077]How to use the performance indicator
	[bookmark: _Toc341827397][bookmark: _Toc341827805][bookmark: _Toc351115078]Current practice and examples

	SG’s Bulletin (ST/SGB/2003/13) or respective codes of conduct are included in general contract conditions.

	[bookmark: _Toc341827398][bookmark: _Toc341827806][bookmark: _Toc351115079]To meet the requirement of this indicator there should be: 
· [bookmark: _Toc341827399][bookmark: _Toc341827807][bookmark: _Toc351115080]A PSEA by UN and non-Un related personnel clause added into all standard contract and agreement templates with implementing partners and service providers.

	· [bookmark: _Toc341827400][bookmark: _Toc341827808][bookmark: _Toc351115081]IOM has a PSEA clause added into all standard contract and agreement templates with implementing partners and service providers. 



· [bookmark: _Toc341827402][bookmark: _Toc341827810][bookmark: _Toc351115083]SCUS require any entity or individual who will be in contact with children to acknowledge receipt of SCUS Child Safety policy (which includes reference to PSEA).




	[bookmark: _Toc341827403][bookmark: _Toc341827811][bookmark: _Toc351115084]Procedures are in place to receive written agreement from entities or individuals entering into cooperative arrangements with the agency that they are aware of and will abide by the standards of the PSEA policy.
	[bookmark: _Toc341827404][bookmark: _Toc341827812][bookmark: _Toc351115085]To meet the requirement of this indicator there should be: 

· [bookmark: _Toc341827405][bookmark: _Toc341827813][bookmark: _Toc351115086]Whenever your organization enters into a cooperative arrangement with another individual or entity - such as another international NGO, a business vendor, a community-based organization, etc. - you should inform them of your code of conduct and receive a written, signed, and dated statement in return, stating that they accept your standards.
	· [bookmark: _Toc341827406][bookmark: _Toc341827814][bookmark: _Toc351115087]UNHCR Implementing partners are obliged to sign the annexed Code of Conduct which forms part and parcel of any financial or co-operation agreement. 
· [bookmark: _Toc341827407][bookmark: _Toc341827815][bookmark: _Toc351115088]All implementing partners entering arrangements with UNDP are obliged to sign a contract stating they are aware of the standards set out in the ST/SGB/2003/13.



[bookmark: _Toc341827408][bookmark: _Toc351115089]A dedicated department/focal point is committed to PSEA among personnel

	[bookmark: _Toc341827817][bookmark: _Toc351115090]3. A dedicated department/focal point is committed to PSEA

	[bookmark: _Toc341827410][bookmark: _Toc341827818][bookmark: _Toc351115091]Indicator (MOS)
	[bookmark: _Toc341827411][bookmark: _Toc341827819][bookmark: _Toc351115092]How to use the performance indicator
	[bookmark: _Toc341827412][bookmark: _Toc341827820][bookmark: _Toc351115093]Current practice and examples

	A dedicated department/focal point have the overall responsibility for the development and implementation of PSEA policy and activities.
	[bookmark: _Toc341827413][bookmark: _Toc341827821][bookmark: _Toc351115094]To meet the requirement of this indicator there should be: 

[bookmark: _Toc341827414][bookmark: _Toc341827822][bookmark: _Toc351115095]A PERSON DEDICATED TO AT LEAST 50% TO PSEA:
· [bookmark: _Toc341827415][bookmark: _Toc341827823][bookmark: _Toc351115096]Experience has shown that without a person in the organization dedicated at least at 50% to the implementation of the protection from SEA program, progress are very slow. To have a successful implementation throughout your organization of the PSEA program, it is recommended to have a person or a department dedicating at least 50% of their time to the issue.

[bookmark: _Toc341827416][bookmark: _Toc341827824][bookmark: _Toc351115097]FOCAL POINTS:
· Focal points play a very important role in preventing and responding to SEA. In each of your countries they can help raise awareness of SEA and your prevention and response program, identify new and improved prevention.
· The IASC drafted model terms of reference for field focal points, which you may adapt for your own purposes. These terms of reference are available on the IASC Task Force on PSEA’s website.
· Choose your focal points carefully. Ask your country director or other senior managers to recommend staff for these roles. Selection criteria should include the following competencies and experience:
· Proven integrity, objectivity, and                professional competence;
· Demonstrated sensitivity to cultural diversity and gender issues;
· Ability to maintain confidentiality;
· Fluency in relevant languages;
· Demonstrated experience working directly with local communities; and
· Proven communication skills.
· In addition, your focal points should have positions that allow for regular interaction with the beneficiary community. Someone office based tasks may not be accessible to those who cannot travel, who feel unsafe in your office, or who are afraid to be seen making an SEA complaint.
· Training for focal points is critical. Several resources exist that you may adapt to reflect the particulars of your organization’s SEA complaints mechanisms (The OCHA Focal Points Training Package is available on the IASC PSEA Task Force website).
· Most UN agencies and some NGOs have already established focal points. To enhance SEA coordination and support in the field, some countries have an UN-led SEA focal point network for which the IASC has established terms of reference.

· While your own focal points may not participate in the network directly, they should develop and maintain relationships with the NGO representative and other members.
· Finally, the value of SEA focal points is not limited to the field. Consider training headquarters SEA focal points as well, whom you might task with assisting in staff orientation, raising awareness of SEA, and providing support to headquarters staff who have questions or receive SEA complaints.
	
· IRC, UNDP, UNHCR and Concern Worldwide have a full time personnel member focusing solely on PSEA. 
· IMC and Oxfam UK have staff focusing at 50% on PSEA. 
· IOM has strategically placed the PSEA portfolio with the Office of the Director General with the technical support from the Gender Coordination Unit. Within the organization, a Task Force on PSEA has been created to coordinate PSEA activities and an Action Plan Group on PSEA is in charge of the implementation of the IOM Plan of Action on PSEA. 
· UNHCR has a dedicated department (the Ethics Office) and a Senior Advisor working on PSEA.  Currently all Field Offices are required to appoint a PSEA Focal Point who may also act as the SGBV Focal Point in any given Office.  As such they are provided with the necessary training, including online mandatory training.
· IMC has a cross-departmental working group to address SEA organization-wide which comprises staff from Human Resources (HR), Operations, Security, Health Technical Unit, and the Accountability and Quality Assurance Unit, as well as Legal Counsel. It is co-chaired by staff from HR and the Domestic and International Affairs department. The group meets monthly and oversees the implementation of the organization’s SEA policy. In addition, one dedicated HR staff person has half of his/her work time committed to ensuring proper implementation of the SEA policy and procedures and continued training of all staff as well as investigation. 
· Pilot inter-agency trainings for SEA by UN and non-UN related personnel focal points were conducted in Kenya (for the Somali Country team), Libya, Indonesia, Nepal, Liberia and Côte d’Ivoire during 2008-2009. The evaluation of these trainings may help you as you develop your own training program.



	The responsible department/focal point is required to regularly report to senior management on its progress on PSEA through the Senior Focal Point on PSEA.
	[bookmark: _Toc341827417][bookmark: _Toc341827825][bookmark: _Toc351115098]To meet the requirement of this indicator there should be: 
· [bookmark: _Toc341827418][bookmark: _Toc341827826][bookmark: _Toc351115099]Regular reports sent to Senior Management on progress of the implementation of the PSEA program allow keeping senior management engaged on the issue of SEA.

· [bookmark: _Toc341827419][bookmark: _Toc341827827][bookmark: _Toc351115100]You can choose several ways to report to SM: through your Sr. SEA Focal Point; through the senior management meetings; through a SEA cross-departmental working group; through the head of the department to which the focal point belongs.

	· [bookmark: _Toc341827420][bookmark: _Toc341827828][bookmark: _Toc351115101]Within IOM PSEA is regularly raised during Senior Management Meetings and special Senior Management Team meetings on PSEA have been organized. PSEA is also regularly on the agenda of the Management Coordinating Committee.  

· [bookmark: _Toc341827421][bookmark: _Toc341827829][bookmark: _Toc351115102]Within IMC, the SEA cross-departmental working group meets monthly and oversees the implementation of the organization’s SEA policy and advises the PSEA technical advisor. The head of Human Resources is part of the department and reports progress directly to senior management.



	Staff members dealing with PSEA have formalised responsibility for PSEA in their job description, performance appraisal or similar. 
	[bookmark: _Toc341827422][bookmark: _Toc341827830][bookmark: _Toc351115103]To meet the requirement of this indicator there should be: 

· [bookmark: _Toc341827423][bookmark: _Toc341827831][bookmark: _Toc351115104]Country directors, SEA focal points at HQ and in-country, investigators, managers at all levels or anyone else addressing PSEA should have these responsibilities in their terms of reference. This will reinforce the accountability, ownership and importance of the issue for the organization.

· [bookmark: _Toc341827424][bookmark: _Toc341827832][bookmark: _Toc351115105]PSEA should also be included in their performance appraisal. This will allow the organization to measure their work on PSEA by UN and non-Un related personnel. Despite good willingness to work on the issue, because of staff’s busy schedule, PSEA can fall back, unless it is fully included in the performance appraisal cycle. 
	
· The IASC Task Force on PSEA’s website has examples of Terms of References for in-country PSEA Focal Point.


· [bookmark: _Toc341827426][bookmark: _Toc341827834][bookmark: _Toc351115107]CCSDPT has outlined Responsibilities for Appointed Roles within CCSDPT Agency






	They have received systematised training on PSEA and the time committed to PSEA is commensurate with the scale of implementation required under the current situation of the organisation.
	[bookmark: _Toc341827428][bookmark: _Toc341827836][bookmark: _Toc351115109]To meet the requirement of this indicator there should be: 
· [bookmark: _Toc341827429][bookmark: _Toc341827837][bookmark: _Toc351115110]It is important for staff members dealing with the issue to be regularly trained. This will insure quality of the implementation of the PSEA program and engagement from staff members dealing with PSEA.

	· [bookmark: _Toc341827430][bookmark: _Toc341827838][bookmark: _Toc351115111]The former ECHA/ECPS Task Force on PSEA developed training packages for PSEA Focal Points and Senior Managers. These training packages are available in French on the same website. 

· [bookmark: _Toc341827431][bookmark: _Toc341827839][bookmark: _Toc351115112]InterAction has online trainings on SEA Investigations and Community-Based Complaint Mechanisms (CBCM).





[bookmark: _Toc341827432][bookmark: _Toc351115113]Effective and comprehensive communication from HQ to the field on expectations regarding raising beneficiary awareness on PSEA

	[bookmark: _Toc341827841][bookmark: _Toc351115114]4. Effective and comprehensive communication from HQ to the field on expectations regarding raising beneficiary awareness on PSEA 

	[bookmark: _Toc341827434][bookmark: _Toc341827842][bookmark: _Toc351115115]Indicator (MOS)
	[bookmark: _Toc341827435][bookmark: _Toc341827843][bookmark: _Toc351115116]How to use the performance indicator
	[bookmark: _Toc341827436][bookmark: _Toc341827844][bookmark: _Toc351115117]Current practice and examples

	The HQ has communicated in detail the expectations regarding beneficiary awareness raising efforts on PSEA (including information on the organisation’s standards of conduct and reporting mechanism).

	[bookmark: _Toc341827437][bookmark: _Toc341827845][bookmark: _Toc351115118]To meet the requirement of this indicator there should be: 
· It is not enough to establish your prevention and response policies and train your staff. Above all else, beneficiaries must know, understand - and contribute to - your SEA standards and procedures.  At a minimum, beneficiaries have a right to know:
· The definition of sexual exploitation and abuse as per the SG’s Bulletin and your organization’s;
· The agency’s code of conduct;
· That they have a right to be protected from sexual exploitation and abuse, including specific details of
their food and non-food entitlements;
· How they can complain, including the stages, timeframes, rules, decision-making processes;
· Participants, and responsibilities involved in a complaint;
· To whom they can complain and where that person is located; and
·  What steps they can take to ensure confidentiality and what steps your organization will take to
ensure safety and confidentiality
· More importantly, your field staff should develop appropriate outreach, information, and education activities in each country and site through beneficiary engagement. To do so, they should consider:
· Audience(s) - what is the gender, age, physical ability, language, level of literacy, and ethnicity of your target population, disability??
· Available communication tools – is it better to advertise through posters, dramas, radio, TV or cell phone messages, music, focus groups, local action, and/or community groups?
· The core message – what does the target population really need to know?
· The budget – how can you reach the widest cross-section of the community within budgetary constraints?
· Before you launch your orientation or information campaigns, test your messages with a variety of stakeholders - including vulnerable populations - to ensure that the messages are culturally appropriate. 

· Examples of SEA outreach and awareness campaigns by UN agencies and NGOs in various countries include t-shirts, wrist bands, radio messages, bumper stickers, posters, dramas, videos, and more. Make sure you awareness-raising material is not victimizing, offending to the community or sending a confusing message as it could cause more damage than positive changes.

	
· Concern Worldwide has developed several materials to train their staff on raising beneficiary awareness and implementing community-based complaints mechanisms. 

· IMC trains their beneficiaries as part of their GBV projects. Staff in charge of beneficiaries’ awareness-raising are employed by the GBV project. 

· The IASC Task Force’s Model Information Sheet for Local Communities is one literacy-based method of communicating these basics, which can be translated and posted publicly in your field sites. 


	[bookmark: _Toc341827438][bookmark: _Toc341827846][bookmark: _Toc351115119]The HQ has distributed examples of awareness raising tools and materials to be used for beneficiary awareness raising activities.
	[bookmark: _Toc341827439][bookmark: _Toc341827847][bookmark: _Toc351115120]To meet the requirement of this indicator there should be: 
· Your organization should do an awareness raising campaign and develop awareness raising materials to send to the field on a regular basis.

· If the material is not changed on a regular basis, beneficiaries don’t pay attention to the messages on the posters, t-shirts, etc. anymore.

· Remember that before you launch your orientation or information campaigns, test your messages with a variety of stakeholders - including vulnerable populations - to ensure that the messages are culturally appropriate

	
· Several awareness raising tools can be found on the IASC Task Force on PSEA’s website, under Thematic Area/Awareness Raising for Local Communities





[bookmark: _Toc341827440][bookmark: _Toc351115121]Effective community based complaints mechanisms (CBCM)

	[bookmark: _Toc341827849][bookmark: _Toc351115122]5. Effective community based complaints mechanisms (CBCM)

	[bookmark: _Toc341827442][bookmark: _Toc341827850][bookmark: _Toc351115123]Indicator (MOS)
	[bookmark: _Toc341827443][bookmark: _Toc341827851][bookmark: _Toc351115124]How to use the performance indicator
	[bookmark: _Toc341827444][bookmark: _Toc341827852][bookmark: _Toc351115125]Current practice and examples

	The HQ urges its field offices to participate in community-based complaint mechanisms that are jointly developed and implemented by the aid community adapted to the specific locations.

	[bookmark: _Toc341827445][bookmark: _Toc341827853][bookmark: _Toc351115126]To meet the requirement of this indicator there should be: 
· Community-based complaints mechanisms provide the means by which beneficiaries can share SEA concerns. These mechanisms should be safe, confidential, transparent, and accessible. Such mechanism shall be reasonably accessible to beneficiaries, including children and those facing particular vulnerabilities, regardless of age, sex, physical ability or level of literacy. The Community-based Complaint referral mechanism shall include the ability to make anonymous complaints.  
· The experience of certain CBCMS suggests that interagency (joint) community-based mechanisms  facilitates and encourages reporting by beneficiaries, or even whistle blowing by agency personnel because of their interagency aspect.  
· Whether you implement your organization’s own community-based complaints mechanism or decide to establish an interagency one, when possible, try to build them upon already existing community-based complaints mechanism.
· Prior to establishing a community-based complaints mechanism, it is important:
· To have clear internal complaints procedures
· To have your staff trained on your complaints procedures and PSEA to ensure that beneficiaries’ complaints be adequately answered.

· Here are the steps to take to establish an interagency community-based complaints mechanism:
1. Consultation with agencies and government
· Buy-in / agreement from participating agencies and participation of agency PSEA focal points
2. Project Steering Committee established
· Establish a steering committee (PSC)
3. Consultation with beneficiaries and CBOs
· Identify channel, preferably already existing channels
· Identify barriers for reporting
· Identify messaging channels, preferably exciting channels
· The only way to know how beneficiaries would be most comfortable reporting SEA is to ask them: engage diverse groups of beneficiaries to ensure that your complaints mechanisms and messaging address differences in: * language * age * sex * sexual orientation * caste * physical ability * faith * level of literacy * culture * 

· It is essential that “women and children who have an impairment or disability…have a means of being heard and that lack of mobility or verbal communication does not exclude them.”

· Also ensure that boys including adolescent boys are considered when developing complaints mechanisms, as they can also be victims of SEA.

4. Establish Interagency protocols and/or Clearinghouse mandate
5. Establish common standards and/or Code of Conduct
6. Establish an agency PSEA by UN and non-UN related personnel coordination network
7. Development and roll out of messaging / awareness-raising campaign
8. Conduct a KAP surveying at 6-9 months
9. Analysis of complaints
· Make sure to manage beneficiaries’ expectations from the beginning as this can become a major challenge. 
	
· IRC/CCSDPT has Interagency Protocols for the Prevention of Sexual Abuse and Exploitation by Humanitarian Workers includes reference to CBCM, They also have PSEA Awareness-raising Outreach Record Template and CBCM mechanism description. 


· The IASC Task Force on PSEA developed a Compendium of Practices on Community-Based Complaints Mechanisms.
· The ECHA/ECPS UN and NGO Task Force’s draft Guidelines on Setting up a Community Based Complaints
· Guidelines on Setting Up a Community Based ComplaintsMechanism Regarding Sexual Exploitation and Abuse by UN and non-UN Personnel 
· WorldVision has developed a resource guide “Complaint and Response Mechanism”. 
· There are many guidelines available on community consultation, such as The UNHCR Tool for Participatory Assessment.



	[bookmark: _Toc341827446][bookmark: _Toc341827854][bookmark: _Toc351115127]There is guidance provided to the field on how to design the CBCM to ensure it is adapted to the cultural context with focus on community participation. 

	[bookmark: _Toc341827447][bookmark: _Toc341827855][bookmark: _Toc351115128]To meet the requirement of this indicator there should be: 

· There is no “one size fits all” approach to SEA. This means that community-based complaints mechanism must be adapted to local context. From country to country – and between communities within the same country – there will be different barriers to reporting. 
· The only way to know how beneficiaries would be most comfortable reporting SEA is to ask them: engage beneficiaries to ensure that your complaints mechanisms and messaging address differences in: * language * age * sex * sexual orientation * caste * physical ability * faith * level of literacy * culture * 

	· [bookmark: _Toc341827448][bookmark: _Toc341827856][bookmark: _Toc351115129]There are draft “Guidelines on Setting up a Community Based Complaints Mechanism Regarding Sexual Exploitation and Abuse by UN and non-UN Personnel” 
· Concern Worldwide has developed internal guideline for their staff on setting up community-based complaints mechanism:




	[bookmark: _Toc341827449][bookmark: _Toc341827857][bookmark: _Toc351115130]There is a mechanism for monitoring and review of the complaint mechanism. 

	[bookmark: _Toc341827450][bookmark: _Toc341827858][bookmark: _Toc351115131]To meet the requirement of this indicator there should be: 

· [bookmark: _Toc341827451][bookmark: _Toc341827859][bookmark: _Toc351115132]The only way to know if your internal complaints mechanism works and is adapted to the local context, is to develop a monitoring and reviewing system. Monitoring & Evaluation specialist may be able to assist you in developing a mechanism.
· [bookmark: _Toc351115133]For the complaints mechanism for beneficiaries, there should be a focus on community consultation. Especially, different groups should be consulted to ensure that they actually feel comfortable using the mechanism.

	[bookmark: _Toc341827452][bookmark: _Toc341827860][bookmark: _Toc351115134]No examples were found.

	[bookmark: _Toc341827453][bookmark: _Toc341827861][bookmark: _Toc351115135]The organisation has written guidance on the provision of victim assistance.
	[bookmark: _Toc341827454][bookmark: _Toc341827862][bookmark: _Toc351115136]To meet the requirement of this indicator there should be[footnoteRef:4]:  [4:  The provided guidance that follows comes from the SEA Victim Assistance Guide] 


· [bookmark: _Toc341827455][bookmark: _Toc341827863][bookmark: _Toc351115137]SEA Victim Assistance Mechanisms (SEA/VAMs) help persons victimized by sexual exploitation and abuse to access the services they need as a result of such abuse. 

· [bookmark: _Toc341827456][bookmark: _Toc341827864][bookmark: _Toc351115138]Each country will develop its own SEA/VAM to assist survivors according to its local context. The mechanisms of assistance may vary between and even within countries, however there are a number of fixed characteristics and components shared by all SEA/VAMs. The SEA Victim Assistance Guide summarizes these characteristics and components. 

· [bookmark: _Toc341827457][bookmark: _Toc341827865][bookmark: _Toc351115139]To provide assistance to a victim, you will need funding. A dedicated budget  needs to accompany the victim assistance strategy.

	· [bookmark: _Toc341827458][bookmark: _Toc341827866][bookmark: _Toc351115140]There is an inter-agency “SEA Victim Assistance Guide” on Establishing Country-Based Mechanisms for Assisting Victims of  Sexual Exploitation and Abuse by UN/NGO/IGO Staff and Related Personnel (Produced by the ECHA/ECPS UN and NGO Task Force on Protection from Sexual Exploitation and Abuse, April 2009)
· [bookmark: _Toc341827459][bookmark: _Toc341827867][bookmark: _Toc351115141]There is also a victim assistance strategy that was adopted by the General Assembly. This strategy is available on the PSEA Task Force website in several languages.
[bookmark: _Toc341827460][bookmark: _Toc341827868][bookmark: _Toc351115142]





[bookmark: _Toc351115143]Effective recruitment and performance management

	6. Effective recruitment and performance management

	[bookmark: _Toc341827462][bookmark: _Toc341827870][bookmark: _Toc351115144]Indicator (MOS)
	[bookmark: _Toc341827463][bookmark: _Toc341827871][bookmark: _Toc351115145]How to use the performance indicator
	[bookmark: _Toc341827464][bookmark: _Toc341827872][bookmark: _Toc351115146]Current practice and examples

	[bookmark: _Toc341827465][bookmark: _Toc341827873][bookmark: _Toc351115147]The organisation makes sure that all candidates are required to sign the code of conduct before being offered a contract.

	[bookmark: _Toc341827466][bookmark: _Toc341827874][bookmark: _Toc351115148]To meet the requirement of this indicator there should be: 

· [bookmark: _Toc341827467][bookmark: _Toc341827875][bookmark: _Toc351115149]All new hires have to sign the Code of Conduct when signing  their contract, and the same applies for interns, consultants, volunteers or anyone working for the organization. 

	· All IOM staff members are requested to sign the Standards of Conduct when signing their contract with IOM.
· IRC/CCSDPT has a ‘Human Resource Working Group PSAE Presentation and Exercises’  
· In UNHCR, all contracts are signed simultaneously with the Code of Conduct.  If the staff member refuses to sign the CoC, the reasons for this must be elaborated in writing.  The CoC is not legally binding but is an important moral guide.  In addition, all new recruits have to sign off on the Code of Conduct, and the same applies for interns, consultants etc. 
· All IMC staff are required to sign the Code of Conduct upon being hired and to re-sign it every year after. Internal auditors will check that this is done.


	[bookmark: _Toc341827468][bookmark: _Toc341827876][bookmark: _Toc351115150]Each organisation commits to improving its system of reference checking and vetting for former misconduct.

	[bookmark: _Toc341827469][bookmark: _Toc341827877][bookmark: _Toc351115151]To meet the requirement of this indicator there should be: 
· [bookmark: _Toc341827470][bookmark: _Toc341827878][bookmark: _Toc351115152]Your organization’s recruitment policy should include reference check, including criminal ones.
· [bookmark: _Toc341827471][bookmark: _Toc341827879][bookmark: _Toc351115153]Your organization should also keep employees’ files updated to avoid hiring persons sanctioned for misconduct, particularly of a sexual nature.

	· Many agencies have a recruitment policy which includes criminal reference check before making a job offer. 

	[bookmark: _Toc341827472][bookmark: _Toc341827880][bookmark: _Toc351115154]Supervision and performance appraisals include adherence to participation in Code of Conduct trainings (or similar) that includes PSEA. 

	[bookmark: _Toc341827473][bookmark: _Toc341827881][bookmark: _Toc351115155]To meet the requirement of this indicator there should be: 
· Your organization should include PSEA in the Staff Evaluation System for all staff. By integrating adherence to participation in Code of Conduct trainings that includes PSEA you will strengthen the importance of the issue for the organization, develop a sense of responsibility and ensure that non-attendance in mandatory training will affect their performance appraisals. 


	· IOM has included PSEA in the Staff Evaluation System for all staff from P3 to D2 and NOC-NOD and G7.

· In UNHCR’s Performance management, all staff are assessed against the Core Values and Core Competencies, in which core value INTEGRITY has one of the measuring indicator "demonstrates the values and principles of UNHCR in daily activities and behaviors as reflected in the Code of Conduct"


	[bookmark: _Toc341827474][bookmark: _Toc341827882][bookmark: _Toc351115156]Performance appraisals for Senior Management include the adherence to create and maintain an environment which prevents sexual exploitation and abuse and promotes the implementation of the ST/SGB/2003/13 or code of conduct.
	[bookmark: _Toc341827475][bookmark: _Toc341827883][bookmark: _Toc351115157]To meet the requirement of this indicator there should be: 
· [bookmark: _Toc341827476][bookmark: _Toc341827884][bookmark: _Toc351115158]Managers at all levels have a special responsibility to create and maintain an environment free of SEA.  Managers should be evaluated in their performance appraisal on their performance in creating and maintaining such an environment. Without formal evaluation, some managers will create and maintain such an environment while others won’t.  

	· Concern Worldwide has a section dedicated to PSEA in their staff performance appraisal forms:







[bookmark: _Toc351115159]Effective and comprehensive mechanisms are established to ensure awareness-raising of SEA amongst personnel

	[bookmark: _Toc341827478][bookmark: _Toc341827886][bookmark: _Toc351115160]7. Effective and comprehensive mechanisms are established to ensure awareness-raising of SEA amongst personnel 

	[bookmark: _Toc341827479][bookmark: _Toc341827887][bookmark: _Toc351115161]Indicator (MOS)
	[bookmark: _Toc341827480][bookmark: _Toc341827888][bookmark: _Toc351115162]How to use the performance indicator
	[bookmark: _Toc341827481][bookmark: _Toc341827889][bookmark: _Toc351115163]Current practice and examples

	Staff receives annual refresher training on the standards of conduct, learn about the mechanism to file complaints and reports of misconduct and the implications of breaching these standards.
	[bookmark: _Toc341827482][bookmark: _Toc341827890][bookmark: _Toc351115164]To meet the requirement of this indicator there should be: 

· Providing annual refresher training to all staff on your organization’s Code of Conduct will help reinforcing your organization’s standards and prevent breach of these standards.
· Either as individual training or as part of the Code of Conduct training, staff should be trained annually on PSEA and ways to report. Staff are often concern about confidentiality and how their report will be handled. Make sure to specifically address these points during training. 
· In addition to the annual refresher training, different materials can be used and develop to raise-awareness throughout the year such as posters, desktop calendars.
	· IRC/CCSDPT has ‘PSEA  staff training slides and exercises’


· UNDP has reached about 5000 staff members of its work force with a global awareness raising campaign for staff and related personnel. Campaign materials included facilitators guide, PPT, movie “To Serve with Pride” and evaluation tools.
· IOM has conducted in 2011-2012 a series of awareness-raising sessions on PSEA covering 7000 staff worldwide. A training package including a facilitator manual was developed for this purpose.  Many Senior Managers participated as facilitators of these sessions. The training includes information on reporting process, disciplinary measures and consequences on the victims, community and organization.
· IMC conducts annual refresher training specifically on for all staff around the world. Each year, their staff resigns their code of conduct. IMC have developed several documents explaining what SEA and what IMC’s complaints mechanism is. These documents are displayed in all their offices and available to staff. In addition, HQ has distributed awareness-raising material for all staff.
· Each time an IMC HQ employee travels to the field, s/he is required to demonstrate understanding of the SEA policy by re-taking the on-line SEA quiz (not to exceed taking the test once/year).

	Training on misconduct (specifically mentioning SEA) forms part of the induction process.
	[bookmark: _Toc341827483][bookmark: _Toc341827891][bookmark: _Toc351115165]To meet the requirement of this indicator there should be: 

· [bookmark: _Toc341827484][bookmark: _Toc341827892][bookmark: _Toc351115166]Training on PSEA should be part of the new hires’ induction training. This will set the organization’s standards from the beginning.

· [bookmark: _Toc341827485][bookmark: _Toc341827893][bookmark: _Toc351115167]Staff should be trained annually on PSEA and ways to report. Staff are often concern about confidentiality and how their complaint will be handled. Make sure to specifically address these points during training.


	· Several agencies have an online mandatory training for new hires that includes reference to their PSEA policy.
· IMC conducts a two-hour PSEA training for new hires that includes information on how to file a complaint. 
· IOM New hires required to attend new employee orientation which covers code of ethics and business conduct – new hires review several  ‘real life’ situations and identify policy(ies) involved and appropriate action to address the issue(s).

	Staff members are aware of their obligation to report SEA/misconduct and are aware that there is a policy for Protection from retaliation in place.
	[bookmark: _Toc341827486][bookmark: _Toc341827894][bookmark: _Toc351115168]To meet the requirement of this indicator there should be: 

· [bookmark: _Toc341827487][bookmark: _Toc341827895][bookmark: _Toc351115169]All PSEA training should reinforce the notion that it is mandatory to report any suspicions related to a SEA case. 

· [bookmark: _Toc341827488][bookmark: _Toc341827896][bookmark: _Toc351115170]Staff are often concerned about confidentiality and how their complaint will be handled. Make sure to specifically address these points during training.

· [bookmark: _Toc341827489][bookmark: _Toc341827897][bookmark: _Toc351115171]During training, mention your organization whistleblower policy and how people who report will be protected from retaliation as long as their complaint is not done maliciously. 

· [bookmark: _Toc341827490][bookmark: _Toc341827898][bookmark: _Toc351115172]Mention also that confidentiality is better insured if people choose one channel to report and instead of report through different channels. Mention that your agency will do its best to maximise confidentiality but cannot guaranty it at 100%.


	· [bookmark: _Toc341827491][bookmark: _Toc341827899][bookmark: _Toc351115173]UNDP has successfully mainstreamed PSEA in their online mandatory Ethics training for staff and in their induction packages to ensure all staff and related personnel are made aware of PSEA obligations and standards of conduct.

· [bookmark: _Toc341827492][bookmark: _Toc341827900][bookmark: _Toc351115174]IMC’s Code of Conduct, Complaints mechanism procedures and referral form are displayed in all their offices including field site offices and available to staff. It is specifically mention to staff during training and on the referral form that they should only choose one channel to report.






[bookmark: _Toc351115175]Internal complaints and investigation procedures are in place

	8. Internal complaints and investigation procedures are in place 

	[bookmark: _Toc341827494][bookmark: _Toc341827902][bookmark: _Toc351115176]Indicator (MOS)
	[bookmark: _Toc341827495][bookmark: _Toc341827903][bookmark: _Toc351115177]How to use the performance indicator 
	[bookmark: _Toc341827496][bookmark: _Toc341827904][bookmark: _Toc351115178]Current practice and examples

	Written procedures on complaints/reports handling from staff members or beneficiaries are in place.
. ropriate f conduct is translated in the working lanhuage sure awareness-raising of SEA amongst personell
 awareness on PSEA 
	[bookmark: _Toc341827497][bookmark: _Toc341827905][bookmark: _Toc351115179]To meet the requirement of this indicator there should be: 
· It is important for your organisation to have clear written complaints/reporting procedures in place and to let staff know about it. Without clear procedures in place, it is unlikely that staff will report cases and / or for the complaint / report to be handled. Chances for confidentiality to be lost are also higher without clear reporting guidelines.
	· IRC/CCSDPT have a number of useful tools for complaints handling including:
· Incident Report Forms (IRF) – contained in CCSDPT Interagency Protocols
· UNDP has written procedures on how personnel can/should make a complaint and these have a good level of detail.
· Building Safer Organizations has released guidelines that the IASC Task Force on PSEA endorsed.


	Staff members are informed on a regular basis of how to file a complaint/report and the procedures for handling these. 
	[bookmark: _Toc341827498][bookmark: _Toc341827906][bookmark: _Toc351115180]To meet the requirement of this indicator there should be: 
· It is very easy to forget the complaint / reporting procedures of an organization. For this reason, through induction training and annual refresher trainings, it is important to let staff know what the complaint/reporting procedures are. It is also important to remind staff that it’s mandatory to report SEA (including suspicions of SEA). 

· Staff who are well-aware of the reporting procedures and trust them are more likely to report cases. 

· One way to inspire trust in the system is for the Director of your organization to send an organization-wide report at the end of each calendar year about SEA complaints and how these were handled by the organization. This report should not reveal any confidential information or hints that could reveal the identity of the complainant, victim or perpetrator.

	· All IOM staff receive a yearly face-to-face information on PSEA including the reporting process, disciplinary measures and consequences on the victims, community and organization.
· As part of their management course which is a one-time event, UNDP managers receive instructions on what to do once a complaint is received. 
· IMC staff are trained once a year as part of their PSEA refresher training on complaint / report procedures. A 4-member SEA Case Team, comprising senior managers from different departments, is in place to receive complaints, oversee investigations, and make final decisions on outcomes.
· UNHCR sends to all staff on an annual basis a report about SEA cases that took place during the year. The report gives the professional grade of the perpetrator, what sanction was given and the name of the country.
· UN agencies and IOM send a yearly organization-wide report to their staff worldwide about SEA complaints and how these were handled by the organization.

	Standard investigation operating procedures or equivalent issued and used to guide investigation practice.
	[bookmark: _Toc341827499][bookmark: _Toc341827907][bookmark: _Toc351115181]To meet the requirement of this indicator there should be: 

· Your organization should have clear written standard investigation procedures in place that will be used to guide the investigation. This will ensure that your investigations follow a protocol, respect due process and are well-run.
· Clear investigation protocol will ensure that safety and reputation of the victim, complainant and perpetrator as well as that the organization’s reputation is upheld.

· An investigation should be managed by someone at HQ and two trained investigators,should be deployed in the field.

	· SCUS has an ‘investigation toolkit’ that is sent to anyone investigating a complaint/allegation; toolkit includes instructions on how to run investigation and prepare a report.
· UNDP has investigations procedures that are explicit about confidentiality, who should receive complaints, timelines, communication of results, and required HQ response. These procedures are available online to all staff and beneficiaries alike.
· InterAction has a Management of SEA Investigations elearning training.
· HAP offers two in-person trainings on investigation of SEA cases.


	Investigations are undertaken by experienced and qualified professionals who are also trained on sensitive investigations such as allegations of SEA.
	[bookmark: _Toc341827500][bookmark: _Toc341827908][bookmark: _Toc351115182]To meet the requirement of this indicator there should be: 
· Only trained investigators who know how to handle SEA investigators should undertake investigations. SEA investigations are more sensitive than most other type of investigations and the specificity of their nature should be taken into account. Investigators who are not trained to conduct SEA investigations or not trained enough, may cause more damage than good. 
· Investigators should be regularly trained on how to conduct an SEA investigation. They should have the opportunity to practice their skills through trainings involving case studies.

· An investigation should be managed by someone at HQ and two trained investigations should be deployed in the field.

· Cases involving children should be handled by investigators with special training. 


	· Concern Worldwide / International Medical Corps / IRC / Oxfam UK  have teams of trained investigators  in various regions worldwide who are available to conduct internal SEA investigations. 
· HAP International offers trainings of investigators focusing on SEA investigations. 
· Within UNDP all investigations are managed by professional investigators of the Office of Audit and Investigations. 
· IRC/CCSDPT Investigation Team Terms of Reference – contained in CCSDPT Interagency Protocols

	Investigations are commenced within 3 months and information about out-come is shared with the complainant.
	[bookmark: _Toc341827501][bookmark: _Toc341827909][bookmark: _Toc351115183]To meet the requirement of this indicator there should be: 
· The investigation policy should include some language on when the investigation should be commenced.

· Feedback to the complainant at the end of the investigation is very important. It will ensure that the complainant knows that investigation was conducted. Feedback will also make the complainant trust the organization’s complaints handling system. Feedback should not reveal confidential information but the complainant has the right to know how the case was handled by the organization.

· One way to inspire trust in the system is for the Director of your organization to send an organization-wide report at the end of each calendar year about SEA complaints and how these were handled by the organization. This report should not reveal any confidential information or hints that could reveal the identity of the complainant, victim or perpetrator.

· Each investigation should be carefully recorded as part of a database or tracking system.
 


	· IMC: Investigation must be finished within 28 days from the day the SEA case team decided an investigation must take place. At the end of the investigation, feedback must be given to complainant. If the investigation goes beyond 28 days, the complainant must be informed that there will be some delay in providing feedback.
· IRC/CCSDPT Case Tracking Sheet



	Substantiated complaints have resulted in either disciplinary action or contractual consequences and, if not, the entity is able to justify why not.
	[bookmark: _Toc341827502][bookmark: _Toc341827910][bookmark: _Toc351115184]To meet the requirement of this indicator there should be: 

· If a complaint is substantiated, it is the responsibility of your organization to take the necessary steps for disciplinary action.

· During recruitment processes, ensure that background checks are undertaken for any history of SEA.

· In case of SEA substantiated after an investigation, include the disciplinary letter in the staff member’s file and introduce a monitoring system to avoid the rehiring of SEA perpetrators. 

· If allowed by local law, provide adequate information to other potential employers when approached for a reference check on a former staff member dismissed for substantiated SEA.   
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The IRC Way - Standards for Professional Conduct.pdf
Dear Colleague:

The International Rescue Committee is committed to the highest standards of workplace
conduct, a commitment that forms the foundation of trust on which all of our activities as a
global humanitarian organization rest.

The IRC Way: Standards for Professional Conduct delineates three core values that guide
our work.

Please read The IRC Way, understand how it applies to us and those with whom we
work, and comply with it. If you encounter any situation that you believe is in violation of
these standards, or if you have any concerns about workplace practices, please report
them promptly to your supervisor or through Ethicspoint, our mechanism for reporting
anonymously and confidentially (www.ethicspoint.com, toll-free (866) 654-6461 in the
U.S, or collect (503) 352-8177 outside the U.S.). You have my personal assurance there
will be no retaliation for asking questions or raising concerns.

We recognize that the success of our work is crucially dependent on the strength and
commitment of our people. We are honored to count you in that number. Thank you for
joining me in our shared responsibility to assure the highest level of ethical conduct in the
work we do together.

Sincerely,

4 K

George Rupp
President

International Rescue Committee
122 East 42nd Street,

New York, NY 10168 -1289

T +1212 5513000 F +1 212 551 3179
thelRC.org

INTERNATIONAL

OMMITTEE





Standards for

Professional Conduct

This document describes the core principles or standards that guide the work of the IRC.
It delineates three values that provide a framework for IRC staff conduct and sets the
organization's expectations for all IRC staff (employees, volunteers and interns) around the world.

INTEGRITY

At IRC, we are open, honest

and trustworthy in dealing with
beneficiaries, partners, co-workers,
donors, funders, and the communities
we affect.

We work to build the trust of the
communities in which we work

and sustain the trust earned by our
reputation in serving our beneficiaries.
We recognize that our talented and
dedicated staff are our greatest asset
and we conduct ourselves in ways
that reflect the highest standards of
organizational and individual conduct.
Throughout our work, IRC respects
the dignity, values, history, religion, and
culture of those we serve.

We respect equally the rights of women
and men and we do not support
practices that undermine the human
rights of anyone.

We refrain from all practices that
undermine the integrity of the
organization including any form of
exploitation, discrimination, harassment,
retaliation or abuse of colleagues,
beneficiaries, and the communities in
which we work.

We do not engage in theft, corrupt
practices, nepotism, bribery, or trade in
illicit substances.

We accept funds and donations

only from sources whose aims are

consistent with our mission, objectives,
and capacity, and which do not
undermine our independence and
identity.

We support human rights consistent
with the UN Universal Declaration of
Human Rights* and The Convention on
the Rights of the Child.™

We rigorously enforce the UN
Secretary General's Bulletin on the
Protection from Sexual Exploitation and
Abuse of Beneficiaries.™

IRC recognizes its obligation of care for
all IRC staff and assumes their loyalty
and cooperation.

SERVICE

At IRC, our primary responsibility is to
the people we serve.

As a guiding principle of our work, IRC
encourages self-reliance and supports
the right of people to fully participate in
decisions that affect their lives.

We create durable solutions and
conditions that foster peace, stability
and social, economic, and political
development in communities where
we work.

We design programs to respond

to beneficiaries’ needs including
emergency relief, rehabilitation,
protection of human rights, post-
conflict development, resettlement, and
advocacy on their behalf.

We seek to adopt best practices

and evidence-based indicators that
demonstrate the quality of our work.
We endorse the Code of Conduct for
the International Red Cross and Red
Crescent Movement and NGOs in
Disaster Relief. ***

ACCOUNTABILITY

At IRC, we are accountable -
individually and collectively - for our
behaviors, actions and results.

We are accountable and transparent
in our dealings with colleagues,
beneficiaries, partners, donors, and the
communities we affect.

We strive to comply with the laws of the
governing institutions where we work.
We maintain and disseminate accurate
financial information and information
on our goals and activities to interested
parties.

We are responsible stewards of funds
entrusted to our use.

We integrate individual accountability of
staff through the use of performance
evaluations.

We utilize the resources available to
our organization in order to pursue our
mission and strategic objectives in cost
effective ways.

We strive to eliminate waste and
unnecessary expense, and to direct all
possible resources to the people we serve.

If you believe that any IRC employee, volunteer or intern is acting in @ manner that is inconsistent with these
Standards, please notify a supervisor or the confidential helpline Ethicspoint, www.ethicspoint.com or call Ethicspoint
toll-free (866) 654-6461 in the U.S./call collect (503) 352-8177 outside the U.S. There will be no retaliation against
any person who raises concerns that are based on good faith belief of improper conduct. An intentionally false report
or a failure to report conduct that is known to violate these standards may result in disciplinary action.

*www.un.org/en/documents/udhr  **treaties.un.org/pages/ViewDetails.aspx?src=TREATY&mtdsg_no=IV-11&chapter=4&lang=en
www.un.org/en/pseataskforce/index.shtml  ****www.ifrc.org/publicat/conduct

Hkk

INTERNATIONAL

COMMITTEE
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PSEA Workplan Template	



PSEA Workplan  Template

		Objectives[footnoteRef:1] [1:  Objectives are intermediate results or changes that need to be achieved during the workplan period in order to move closer to achieving the goal. ] 


		Outputs and Activities[footnoteRef:2] [2:  Outputs are the tangible steps, services, and products provided by the organization to achieve its objectives. Activities are actions that need to be undertaken to produce the outputs. ] 


		Indicators (with targets)[footnoteRef:3] [3:  Indicators describe how the group intends to measure progress made towards stated outputs.  Targets reflect the level of progress the group strives to achieve during the reporting period. ] 


		Responsible Unit/Focal Point

		Status/Timeframe 



		1. Effective and comprehensive mechanisms are established to ensure general awareness-raising on SEA amongst personnel

		









		

		

		



		2.  Dedicated staff within the organization are committed to PSEA

		

		

		



		



		4. Effective complaints mechanism and investigation protocol are established

		

		

		

		



		5. Effective and comprehensive communication from HQ to the field on expectations regarding raising beneficiary awareness on PSEA are established



		

		

		

		



		6. Effective community based complaints mechanisms (CBCM) are established

		

		

		

		



		7. Effective recruitment and performance management procedures are established



		

		

		

		



		8.  Effective and comprehensive mechanisms are established to ensure general awareness-raising on SEA amongst vendors, subgrantees, subcontractors

		

		

		

		





Goal[footnoteRef:4]: To prevent and respond to sexual exploitation and abuse by our own personnel. [4:  A goal is a higher level, long-term result or change the group wants to achieve over a longer period of time. ] 
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Appendix 3: IOM standard PSEA clause for IOM Contractors



1. IOM Contractors shall take all appropriate measures to prevent actual, attempted or threatened sexual exploitation or abuse by their employees or any other persons engaged and controlled by them to perform any activities under contracts with IOM. In addition, they shall take all appropriate measures to prohibit their employees or other persons engaged and controlled by them from exchanging any money, goods, or services at their disposal under contracts with IOM, for sexual favours or activities. 

1. IOM Contractors shall strongly discourage sexual relationships between their employees and IOM beneficiaries, and between any other person engaged and controlled by them to perform activities under contracts with IOM and IOM beneficiaries. 

1. IOM Contractors shall take all appropriate measures to ensure that their employees or any other persons engaged and controlled by them to perform any activities under this Agreement do not engage in sexual activity with children (persons under the age of 18) regardless of the age of majority or age of consent locally. Mistaken belief regarding the age of a child is not a defence. This prohibition shall not apply where the employee or other person engaged and controlled by it to perform activities under this Agreement is legally married to someone under the age of 18 but over the age of majority or consent in their country of citizenship. 

1. IOM Contractors shall report all and any complaints or concerns regarding possible sexual exploitation or sexual abuse by their employees, any other persons engaged and controlled by them to perform any activities under contracts with IOM, or IOM personnel; and they shall take all appropriate measures to ensure that their employees or any other persons engaged and controlled by them to perform any activities under contracts with IOM shall report to IOM and/or the IOM Contractor any complaints or concerns regarding possible sexual exploitation or sexual abuse by their employees, any other persons engaged and controlled by them to perform any activities under contracts with IOM, or IOM personnel.

1. IOM Contractors shall take all necessary measures to investigate allegations or suspicions of sexual exploitation or sexual abuse and take appropriate corrective action, including disciplinary action, against their employee or any other person engaged and controlled by it to perform any activities under contracts with IOM who is found to have committed sexual exploitation or sexual abuse.

1. The failure of an IOM Contractor to take preventive measures against sexual exploitation or sexual abuse, to duly report any complaints or concerns about sexual exploitation or sexual abuse to IOM, to investigate allegations thereof, or to take corrective action when sexual exploitation or sexual abuse has occurred, shall constitute grounds for termination of contracts with IOM.

1. In the event of subcontracting approved by IOM in accordance with any signed contract, IOM Contractors shall receive a written confirmation from subcontractors that they accept the standards above and shall include them in all subcontracts.
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CCSDPT Prevention of Sexual Abuse and Exploitation (PSAE) 



Responsibilities for Appointed Roles within CCSDPT Agency 



Field-Based Focal Point 					 

(2 days of training necessary to become a focal point – around 7 existing trainers within CCSDPT)



· Receive and refer any reports of PSAE to own agency country director (see below) 

· Actively promote PSAE standards within own organization and amongst beneficiaries the agency is serving. 

· Coordinate with other agencies on PSAE awareness-raising activities and in local protection forums. 



Upon receipt of a report of SAE, the Field-based Focal Point should:

· Document the incident using the Incident Report Form (IRF)

· Attend to the safety, health, psychosocial and legal needs of complainant

· Keep all records and information safe and secure 

· Obtain the complainant’s informed consent to document the complaint and to pass on the document country director for follow-up action;

· In collaboration with the agency director, inform UNHCR that there has been allegation of SAE.



If the complaint is against another agency:

· Forward a copy of the completed incident report form to own country director for forwarding to the country director of agency employing alleged subject of complaint. 



Investigator 

(8-day learning program in two stages (5 + 3 days); 2 existing trainers within CCSDPT)



· Develop a comprehensive investigation plan for allegation 

· Carry out investigation activities as decided in plan: review of allegation, collection of documentary evidence, interviewing and writing of investigation report. 

· Evaluate and make recommendations on the needs of the victim, witnesses, and subject of complaint.  

· Conclude whether the subject of the allegation sexually abused or exploited the survivor 

· Produce an accurate report of the investigation

· In collaboration with the Investigation Manager, report the conclusions of the investigation to the country director for further action. 





Investigation Manager 

[bookmark: _GoBack](3 day training delivered by HAP (Humanitarian Accountability Partnership); no one within CCSDPT currently able to do this training; Better, but not necessary to have previous training as an investigator)



· Match skills of potential investigators with the allegation(s) 

· Manage confidentiality and sharing of information during investigation 

· Ensure investigation plan and activities are in accordance with established standards 

· Address all issues of safety and security for investigators, complainant, subject of complaint. 

· Ensure integrity and thoroughness of investigation 

· Identify necessary resources for investigation and access legal advice, if necessary. 

· Supervise the recording and reporting process during the investigation 

· Manage liaison with country director and other agencies involved in investigation as necessary 
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Annex E: Terms of Reference (TOR) : CCSDPT Prevention of Sexual Abuse

and Exploitation (PSAE) Steering Committee

Membership:

The Steering Committee will function under the auspices of the Protection Working Group (PWG) which meets monthly following the CCSDPT open session meetings in Bangkok. Membership will be open to representatives from any agency of the CCSDPT, including representatives from international organizations such as UNHCR and UNICEF (see below). The Steering Committee shall meet once every four months to focus on PSAE developments and issues. Prior to each meeting the Steering Committee will issue invitations to the wider CCSDPT agency network to encourage wider sector participation and attendance. Membership on the Steering Committee should be comprised of representatives from the primary sectors of CCSDPT operations and representatives of the CCSDPT’s sub-committees and working groups:

· Education


· Protection


· Health


· Environmental Health and Infrastructure 


· Human Resources


· Food, Shelter, and Non-Food Items


In addition, UNHCR shall be invited to hold a member seat within the Steering Committee as key partner and protection leader in humanitarian assistance on the Thai-Burma border. 


A Chairperson of the PSAE Steering Committee shall be elected annually by the sector representatives. The Chairperson’s responsibilities shall include the representation of the Steering Committee to any and all other bodies within the CCSDPT as well as externally. The Chairperson shall be in charge of the general coordination of Steering Committee activities and discussions as well as ensuring that action points, decisions, or recommendations of the Steering Committee are implemented. Responsibilities will also include convening of the quarterly meetings, preparing and distribution of the agenda, consolidation and distribution of minutes, and facilitation of the meeting. 


Responsibilities:


The Steering Committee on Sexual Abuse and Exploitation (SAE) will serve as the primary body for coordination, information and best practice exchange and oversight on prevention and response. The Steering Committee is NOT responsible for investigation or adjudication of  individual complaints and shall not deal directly with complainants. These functions rest exclusively with the individual organizations or agencies. However, the Steering Committee can act in advisory capacity to an agency on specific allegations and investigations if invited to do so by an agency requiring advice or assistance on an allegation. 

The Steering Committee’s primary responsibilities shall include:


Coordinating training, sensitization and community information campaigns:


· Coordinate plans for inter-agency training activities on the CCSDPT Code of Conduct.

· Coordinate specialized trainings of agency staff and managers on handling complaints and responsibilities pertaining to provision of referral services for SAE survivors.

· Ensure widespread dissemination of materials explaining rights of the beneficiaries, standards of conduct expected of humanitarian staff, reporting mechanisms and channels of recourse for members of the local community.

Sharing information on prevention and best practice:

· Coordinate sharing of information from agencies and field sites on prevention and response activities being undertaken, best practice and effective mechanisms for addressing SAE, and make recommendations to relevant agencies for action. 


· Develop and assess an inter-agency plan for monitoring the effectiveness of implementation of recommended actions.


· Coordinate inter-agency collaboration on prevention and response measures in place and ensure that effective complaints and investigation mechanisms are implemented by all agencies.


· Explore and initiate possible victim assistance schemes with the view of ensuring inter-agency consistency in approaches and practice.


· Coordinate with UNHCR on reporting of statistics and analysis of complaints received from the field (excluding names of complainants, victims or accused persons, or any other confidential information) and follow up actions taken in order to assess trends and enhance prevention and response mechanisms as needed.


Coordinating and collaborating with other PSAE initiatives

· Serve as the decision making body for networking and collaboration with other national, regional and global PSAE initiatives. 


· Represent the CCSDPT inter-agency PSAE initiative to external parties. 


· Report back to all CCSDPT agencies on PSAE developments and information gathered from other initiatives.


· Serve as the link for networking with the UN-NGO joint Task Force on PSAE 


Reporting to the CCSDPT Directors and member agencies on PSAE progress


· Either directly or through the Protection Working Group, report on an annual basis to the Directors of the CCSDPT to provide an update on PSAE progress, major accomplishments and challenges faced by the member agencies during implementation of PSAE strategies.

· Develop and submit recommendations to the Protection Working Group and the CCSDPT Directors for overcoming challenges and improving PSAE efforts, including specific actions required, responsible actors and timeframes. 


· Circulate and disseminate Steering Committee meeting minutes to the wider CCSDPT agency network in order to share lessons learned and inform of key decisions made at Steering Committee level.


While the Steering Committee shall meet consistently once every four months, ad hoc meetings may be called when time sensitive issues of PSAE arise. 

This Terms of Reference shall be reviewed on an annual basis and revised as appropriate to consider revising the roles and responsibilities of the Steering Committee. 
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Annex F: Terms of Reference (TOR) Investigation Team for Allegations of Sexual Abuse and Exploitation by Humanitarian Workers

Committee for the Coordination of Services to Services to Displaced Persons in Thailand (CCSDPT)


Purpose of Terms of Reference

The present Terms of Reference (TOR) document supplements the stipulations of Protocols III
 and V
 of the Inter-agency Protocols for the Prevention of Sexual Abuse and Exploitation (PSAE). Specifically, the purpose of the present TOR document is to clarify the composition, responsibilities, duties, and limitations of any Investigative Team appointed by a CCSDPT Agency in the event of an allegation against sexual abuse or exploitation of a refugee by a staff member of that Agency. This document does not describe investigative procedures, techniques, or requirements. Nor does it recommend specific disciplinary actions, organizational structures, or services to be provided to victims of sexual abuse and exploitation.   

Mandate of Investigation Team 


The mandate of the Investigation Team is to plan and conduct an investigation into an allegation of sexual abuse or exploitation by a staff member of a CCSDPT agency in accordance with the internationally-accepted guidelines. Following the investigation, the Investigation Team will advise the Head of Agency on whether the alleged exploitation or abuse occurred. 

Appointment and Composition of Investigation Team 


The Head of Agency is responsible for appointing the Investigation Team. The Team must be appointed from a pool of properly trained and qualified investigators accepted as such by CCSDPT Directors. This Pool of Investigators will consist in persons having attended and successfully completed the investigation workshops as provided and facilitated by the CCSDPT Prevention of Sexual Abuse and Exploitation Project (PSAE) running from September 2007 to September 2009
 but also qualified regionally-based investigators who have agreed to act in this capacity and have been approved by the CCSDPT.  

To ensure objectivity and accountability, the Investigation Team shall be composed of a total of three persons as follows:

· Investigation Manager 


· Investigator 1


· Investigator 2 or independent observer (see below) 

Ideally, the Team shall be composed of persons employed by the agency to whom the subject of the complaint belongs as each investigation is an internal organizational process. However, in recognition that human resources, time limitations, and organizational structure of the CCSDPT members are such that appointing two investigators from the same CCSDPT agency may not be possible, the Investigation Team can be composed of one investigator belonging to the agency subject of the complaint and one person selected from the pool of investigators who is not a staff member of the said agency. Both investigators, and in particular the latter investigator, will keep all information relative to the investigation in the strictest confidence and will agree to sign an agreement whereby each investigator understands that any information or evidence to surface during the investigation will be shared only with the relevant Head of Agency or other previously-appointed decision maker to adjudicate on the allegation in question. 

Alternatively, the Head of Agency can appoint an Independent Observer to attend interviews and documentation collection as well as provide feedback and support to the Investigator. The Independent Observer shall be a staff member who has received at least partial training in investigations of allegations of sexual abuse and exploitation. This means that the Independent Observer, if he or she is not a member of the CCSDPT-approved Pool of Investigators, will have attended at least the first stage of the investigations training
 and will be familiar with the BSO Guidelines on Receiving and Investigating Allegations of Abuse and Exploitation by Humanitarian Workers.  

In the event that the agency subject of the complaint has an internal policy which stipulates that no outside persons may participate in an internal investigation of agency staff and that only one properly-trained investigator is available and no independent observer can be appointed, the investigation will be undertaken by a single person. However, the subject of the complaint will be advised that only one person is responsible for the investigation and that this may jeopardize objectivity and non-biased nature of the investigative process. The subject of the complaint will be given the opportunity to formally object and/or request that the investigation be placed on hold until a second investigator can be found. The decision to accept or deny the request will rest with the Head of Agency. Also, the lack of a second investigator will be noted officially in the records of the investigation. 

Responsibilities 


The appointed Investigation Team, under the supervision of the Investigation Manager, is responsible for the following: 

· Developing a clear and comprehensive investigation plan


· Executing the investigation in accordance with Protocol III of the Interagency Protocols for the Prevention of Sexual Abuse and Exploitation


· Concluding whether the subject of the allegation sexually abused or exploited the survivor and, as such, violated the terms of the CCSDPT Code of Conduct or the Agency’s internal Code of Conduct.  

· Evaluating and making recommendations on the needs of the victim and witnesses. Recommendations shall be made to the relevant support organizations or committees (i.e. GBV committees or trained CCSDPT camp-based staff)


· Report the conclusions of the investigation and the investigation process to the concerned Head of Agency. 


· Make recommendations on the appropriate course of action or disciplinary measures to be taken by the concerned Head of Agency with regard to the subject of the allegation. 


· Producing an accurate and comprehensive report of the investigation (see Investigation Report). 

The investigative responsibilities of the Investigation Team apply to the alleged exploitation only. They do not apply to other allegations of misconduct that are unrelated to the allegation under investigation. Furthermore, the Investigation Manager is responsible for ensuring that the scope of the investigation remains restricted to the allegation and does not involve queries, interviews, document collection, or any other investigative action which seeks information unrelated to the allegation. Where the investigation may result in internal or sensitive information regarding the Agency concerned being examined (previous staff disciplinary action, personnel records, financial information, etc.), the Investigation Manager is responsible for informing the Head of Agency beforehand and obtaining his or her approval for proceeding with information collection and analysis.  Where it has not been possible to inform the Head of Agency beforehand, the Investigation will inform the Head of Agency directly after receiving or recording information which the Investigation Manager deems sensitive in nature. 

Confidentiality 

Confidentiality during the investigation process is critically important. The survivor, the witnesses, the subject of the allegation, and the investigators themselves can be put in danger as a result of the investigation taking place. Therefore, the Investigation Team will define, in collaboration with the Head of Agency, those persons who will be privy to any information to surface throughout the course of the investigation and ensure that the victim and other witnesses are informed of who will be made aware of the investigation process and conclusions. Under no circumstance will information relevant to the Investigation be shared with other CCSDPT members. 

Translators and Interpreters 


In some cases, interpretation and translation during interviews will be necessary. In such cases, the investigation team will take measures to ensure that qualified and experienced translators are made available to the witness or survivor.  If possible, these translators will have experience working with victims of sexual violence, in conflict resolution situations, or will have other appropriate types of experience. Furthermore, translators will be required to sign non-disclosure agreements in order to preserve confidentiality of the survivor’s or witness’ testimony. 


External Referrals

During an investigation, referrals can take place at two levels. 

1) If the alleged behavior constitutes a breach of Thai law, the Investigation Manager and the Head of Agency are responsible for referring the case to Royal Thai Government (RTG) if the survivor wishes. Careful care will be taken to provide this option to the survivor. The Investigation team will communicate and coordinate with relevant GBV personnel as well as legal support services, such as LAC in those camps where LAC is present and UNHCR where they are not, to make an assessment of whether the consent provided by the survivor is sufficiently informed and whether the individual will be sufficiently well supported throughout the legal process This assessment should be made by those who can correctly assess the capacity of the survivor to give informed consent as well as those who have a sufficient understanding of the Thai judicial system to ascertain how the case can be brought forward. 


If a criminal investigation by the RTG begins, the Investigation Team may have to delay further investigation as both investigations can overlap or conflict. The Investigation Manager shall take the decision to postpone the investigation in collaboration with the Head of Agency. 

2) It may be necessary to refer or coordinate with other members of the CCSDPT or other humanitarian agencies if the survivor is a child. Agencies specialized in child care and support services should be contacted immediately if the investigation team encounters any evidence that the child is immediate danger or in any way vulnerable to further abuse. It is not the responsibility of the Investigation team to make decisions on the child’s welfare or any undertake any child protection case management responsibilities. Such responsibilities should be undertaken by child protection professionals and the Investigation should make sure to inform and liaise carefully with these agencies before, during and after investigative proceedings concerning a child.  


Retraumatization of victims


It is essential that during any investigation of PSAE that the investigation team does not do further harm to a victim of PSAE. Wherever possible, interviewing survivors of PSAE should be conducted by trained GBV staff and that account should be taken as testimony from the survivor by the investigation team. If there are key questions that the investigations team need to put to the survivor, then this should be managed in coordination with the GBV staff directly assisting the survivor so that the potential for further harm is limited as far as possible. 

In cases where more than one investigation is taking place over a single incident, for example if UNHCR is investigating a case of resettlement fraud involving PSAE,
 the respective  UNHCR and PSAE investigation teams should liaise to pool information and avoid repeat interviews and potential further harm to the survivor. 

Reporting to the Head of Agency

Throughout the course of the investigation the Investigation Manager shall keep the concerned Head of Agency informed of any and all developments which the Manager believes may have consequences which reach beyond the scope of the investigation. In particular, the Investigation Manager will report suspected threats by the subject of the allegation or others associated with the subject as well as any development which suggest that the survivor or other witnesses are being threatened. 


Investigation Report 

In accordance with the BSO Guidelines for Receiving and Investigating Allegations of Abuse and Exploitation by Humanitarian Workers, the Investigation Manager will ensure that a final report of the investigation is produced which contains the following: 


i. Executive summary


ii. Introduction


iii. Methodology


iv. Investigative findings


v. Conclusions and recommendations


vi. Management implication report (MIR)


vii. Attachments or annexes


The report will remain an internal record of the concerned agency. 


� Protocol III: Acceptance of the Investigation Procedures and Guidance Related to Sexual Abuse and Exploitation (SAE)



� Protocol V:  Inter-agency Coordination in Situations when an Agency Receives a Complaint about Another CCSDPT Member.



� This includes attendance of both the Investigation and Management workshops.  



� Investigation trainings refers to the BSO Investigation Learning Program housed HAP International OR to training that is based on the BSO Program and has been adapted to the training needs and organizational structure of the CCSDPT.  



� For example, where a CCSDPT staff member is exchanging assistance in the resettlement process for sexual favours. 
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Annex G - Notification of SAE incident to UNHCR.doc
Annex G: CCSDPT Notification Form for UNHCR 


The form below is to be completed by any Head of Agency receiving a report of sexual abuse and exploitation by a staff member of their agency. The form is to be sent to the UNHCR Field Office. 

Please note that the following definitions apply: 


Child: Any person under eighteen years of age.

Rape: Non-consensual penetration (however slight) of the vagina, anus or mouth with a penis, other body part or an object.

Sexual Abuse: The actual or threatened physical intrusion of a sexual nature, whether by force or under unequal or coercive conditions.


Sexual Assault: Any form of non-consensual sexual contact that does not result in or include penetration.  

Sexual Exploitation: any actual or attempted abuse of a position of vulnerability, differential power, or trust, for sexual purposes.

Trafficking: the recruitment, transportation, transfer, harbouring or receipt of persons, by means of threat or use of force or other forms of coercion, of abduction, of fraud, of deception, of the abuse of power or of a position of vulnerability or of the giving or receiving of payments or benefits to achieve the consent of a person having control over another person, for the purpose of exploitation.

Notification of Incident of Sexual Abuse and Exploitation

		Organisation 

		



		Date of incident

		



		Date of report 

		



		Initial report made by

		Complainant / survivor / other: 





		Type of incident (please indicate the definition which best describes the incident) 



		Rape 

		Sexual Assault 

		Sexual Abuse 

		Sexual Exploitation 

		Trafficking 

		Other (please indicate) 



		

		

		

		

		

		





		Number of victims

		



		Gender of the victim (s) 

		Female 

		Male 



		Age of victim (s) 

		





		Referred to counselling services

		Yes

		No



		Referred to medical services

		Yes

		No





		Number of perpetrators 

		



		Position type of the perpetrator (s) *

		Program Staff 

		Support Staff 

		Volunteer 



		Donor 

		Visitor 

		Chid sponsor 

		Other (please indicate)





		Perpetrator (s) is/are : 

		Expatriate staff 

		National staff 

		Refugee Incentive Staff 



		

		Other: 





		Investigation to take place 

		Yes

		No





		Date received by UNHCR FO

		





*Do not indicate position type if the perpetrator can be easily identified as a result. 
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Flowchart of Proposed Report Mechanism 2012.docx
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PSAE Appointed Staff Responsibilities Sheet.docx
CCSDPT Prevention of Sexual Abuse and Exploitation (PSAE) 



Responsibilities for Appointed Roles within CCSDPT Agency 



Field-Based Focal Point 					 

2 days of training – can be provided by 6 or 7 existing CCSDPT staff



· Receive and refer any reports of PSAE to own agency country director (see below) 

· Actively promote PSAE standards within own organization and amongst beneficiaries the agency is serving. 

· Coordinate with other agencies on PSAE awareness-raising activities and in local protection forums. 



Upon receipt of a report of SAE, the Field-based Focal Point should:

· Document the incident using the Incident Report Form (IRF)

· Attend to the safety, health, psychosocial and legal needs of complainant

· Keep all records and information safe and secure 

· Obtain the complainant’s informed consent to document the complaint and to pass on the document country director for follow-up action;

· In collaboration with the agency director, inform UNHCR that there has been allegation of SAE.



If the complaint is against another agency:

· Forward a copy of the completed incident report form to own country director for forwarding to the country director of agency employing alleged subject of complaint. 



Investigator 

8-day learning program in two stages (5 + 3 days); Luc Ferran and Khun Aungkie able to train 



· Develop a comprehensive investigation plan for allegation 

· Carry out investigation activities as decided in plan: review of allegation, collection of documentary evidence, interviewing and writing of investigation report. 

· Evaluate and make recommendations on the needs of the victim, witnesses, and subject of complaint.  

· Conclude whether the subject of the allegation sexually abused or exploited the survivor 

· Produce an accurate report of the investigation

· In collaboration with the Investigation Manager, report the conclusions of the investigation to the country director for further action. 





Investigation Manager 

3 day training delivered by HAP; no one on CCSDPT staff currently able to do this training 

Better, but not necessary to have previous training as an investigator 



· Match skills of potential investigators with the allegation(s) 

· Manage confidentiality and sharing of information during investigation 

· Ensure investigation plan and activities are in accordance with established standards 

· Address all issues of safety and security for investigators, complainant, subject of complaint. 

· Ensure integrity and thoroughness of investigation 

· Identify necessary resources for investigation and access legal advice, if necessary. 

· Supervise the recording and reporting process during the investigation 

· Manage liaison with country director and other agencies involved in investigation as necessary 
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INTER-AGENCY PROTOCOLS FOR THE 


PREVENTION OF SEXUAL ABUSE 


AND EXPLOITATION (PSAE)

Committee for the Coordination of Services to Displaced Persons in Thailand 


(CCSDPT)


PART ONE:
INTRODUCTION

(a)
These “Protocols” have been developed by CCSDPT agency PSAE focal points for adoption by all members of the committee.  The Protocols are an additional tool to be used in implementing the commitments set out in the Inter-Agency Code of Conduct for Humanitarian Workers in the Thai-Burma Refugee Programme adopted in August 2008 and are part of the on-going activities of the Prevention of Sexual Abuse and Exploitation (PSAE) Project launched in Thailand in September 2007. The Protocols are to be used by all members to consistently address complaints of sexual abuse and exploitation (SAE) that may be brought to them or their staff by or on behalf of their beneficiaries.

(b)
The Protocols are the result of a series of workshops and consultations among the signatory agencies and were developed according to the IASC’s Model Complaints and Investigation Procedures and Guidance Related to Sexual Exploitation and Abuse
, although adjustments have been made according to the particular issues and circumstances on the Thai-Burma refugee operations.  They have been elaborated in the same spirit as the Inter-Agency Code of Conduct. 

(c)
The Protocols should be regarded as a “living document” as they apply to a constantly evolving and changing refugee context. Amendments and changes to the Protocols can be made only by submitting a request to the PSAE Steering Committee and seeking approval from the CCSDPT Directors. 

PART TWO:
THE PROTOCOLS

Protocol I: Acceptance of a CCSDPT Inter-agency Code of Conduct for Humanitarian Workers 


1.1. The humanitarian agencies working on behalf of refugees in Thailand are committed to prevent and combat sexual abuse and exploitation. Accordingly, they have agreed to institutionalize a common inter-agency Code of Conduct (Annex A).

1.2. The Code of Conduct is intended to serve as a guide for staff in sustaining ethical behavior. It is designed to assist humanitarian agencies and their staff to better understand the ethical obligations placed upon their conduct and to act accordingly. The agencies party to these Protocols are determined to follow the Code of Conduct provisions and carry out the undertakings. They commit themselves to not tolerate sexual abuse or exploitation within their operations.

1.3. In this regard, it is reiterated that the CCSDPT inter-agency Code of Conduct has been developed in the spirit of complementing and strengthening pre-existing Codes of Conduct or other instruments within each agency, rather than replace to detract from them.

1.4. It is recommended that each agency of the CCSDPT share the Code of Conduct with their staff, and ensure that the principles outlined in the Code are well understood and acknowledged.

		Protocol II: Consistent Reporting and Complaints Mechanisms to be Developed and Implemented within the Thai-Burma Border Operations







2.1. Member agencies of the CCSDPT want to encourage complaints of SAE to be reported in whichever manner individuals feel most comfortable and safe. 

2.2. Agencies agree that an initial complaint of SAE can be raised at any level and through any method. The report might come through an existing structure such as a CBO, the SGBV committees, through a complaints box, or the report might come directly to the agency from the community member. 

2.3. Agencies hereby agree that field based staff will be designated at each operational site as the primary PSAE focal point(s) to be responsible for receiving reports and sending them to the Head of Agency for action and investigation. In cases where there is a Field Coordinator  or person in senior position based at the location with direct oversight of the PSAE focal point, the PSAE focal point will send the report to that person or Field Coordinator, with a copy to the Head of Agency. 

2.4 Agencies hereby agree that upon receiving a report of SAE, the Head of Agency will notify the UNHCR Field Office. Notification of SAE cases to UNHCR is for trend monitoring and protection data collection purposes.
 The Head of Agency will report the following: Date of incident; Location of incident; Gender of the victim; Age of victim; Type of incident; Referral to counselling services; Referral to medical services; Position type of the perpetrator. The report can be made using the form in Annex G. 

2.5 PSAE focal points will also be responsible for following up on support services which the survivor might need as prescribed in the SGBV standard operating procedures. They will communicate with the relevant agencies, community groups and organizations within the camps to ensure the necessary support services are provided to the survivor, and ensure consistent communication regarding the status of the administrative and investigative procedures until final action has been taken. Focal points will, however avoid any duplication in case management or service provision with any of the service providers in camp.

2.6 The agencies agree to take responsibility for distributing information about the reporting and referral system widely among their staff and the beneficiary communities. Information on the process, how to report, whom to report to, and what will happen once a report is made will be shared through consistent and coordinated communication and outreach campaigns initiated at each work site (Annex B).

		Protocol III:  Acceptance of the Investigation Procedures and Guidance Related to Sexual Abuse and Exploitation (SAE)





3.1. The signatory agencies have considered the IASC Task Force’s Complaints and Investigation Procedures and Guidance Related to Sexual Exploitation and Sexual Abuse.  The agencies find that this document outlines a comprehensive and useful set of procedures on how to conduct investigations and interviews in cases involving allegations of sexual abuse and exploitation.


3.2.
The signatory agencies have also agreed:


3.2.1.
To adopt the procedures and guidelines as a guide for conducting investigations of any cases of sexual abuse and exploitation reported to them.


3.2.2.
In each case reported to an agency, it is vital that clear and comprehensive information should be gathered about the complaint by completing the Incident Report Form (Annex C), as well as on the situation of the complainant/survivor and accused.


3.2.3.
Agencies agree to follow the recommended guidelines when processing complaints of SAE from the time reports are received by an organisation until the time the organisation closes an investigation. The main goal of an investigation into allegations of SAE is to gather information that proves, or disproves, the allegation, in order to determine whether the abuse or exploitation occurred. Investigations should be conducted by designated agency staff who have been trained in the IASC approved investigations procedures, and can undertake the proceedings in a professional, responsible, objective manner while maintaining confidentiality, thoroughness and respect for all concerned at all times throughout the process. Agency investigations in no way supersede or prevent the reporting (and subsequent investigation) of any criminal matter to the Royal Thai Police should the survivor wish to report, nor will an ongoing police investigation negate the need for agencies to carry out their own investigation of a member of staff who has allegedly abused a beneficiary.

		Protocol IV:  Acceptance of a Standardized Procedure for Supporting the Needs of Survivors, Complainants and Accused





4.1.
A comprehensive approach is necessary to ensure that the protection needs of survivors, complainants, their families, as well as the accused.  The medical, psychosocial care, legal referral, protection, security and other service needs should all be taken into account and addressed properly as prescribed in the SGBV standard operating procedures.  A list of the services available and the agencies which provide them in the respective camps is contained as Annex D.

4.2.
The agencies are also aware that allegations of SAE are sometimes made maliciously and without foundation.  The need to support the victims of such false allegations is also fully recognised.


4.3.
In view of all the above, the signatory agencies hereby agree that:


4.3.1.
The focal point who receives the complaint should consider the protection/health/assistance/legal/security needs of the complainant/survivor, seeking advice from senior staff as appropriate.  Information on the services available within the organisation receiving the complaint should be provided to the complainant and access to those services facilitated in every way possible. 

4.3.2.
Where the services are available elsewhere, the agency receiving the complaint should still help the complainant or survivor in gaining access to them, if necessary providing staff to accompany him or her. As much as possible focal points should follow the already existing SGBV standard operating procedures for referral of support services.

4.3.3.
All efforts must be made to protect and support the privacy, confidentiality and fundamental rights of the survivor, complainant, witnesses, and the subject of complaint.

4.3.4.
While all agency staff should be approachable with an initial report of SAE, designated focal points to process the complaint must have the appropriate information at hand and be provided with sufficient training to take on this responsibility to receive and channel reports and provide follow- up support.


4.3.5.
Where it is clear that a person has been the victim of malicious, unfounded allegations, every effort should be made to help clear and restore his or her reputation.  Coaching and managerial support should also be provided for any psychological strain that may have been caused.


4.3.6.   Irrespective of the nature of the complaint, agencies have a duty of care to the subject of complaint throughout the reporting and investigation process. Protection and support issues must be considered and addressed to ensure the safety and security of staff.


		Protocol V:  Inter-agency Coordination in Situations when an Agency Receives a Complaint about Another CCSDPT Member. 





5.1.
Fear of repercussion is often a key reason why staff and beneficiaries may not report cases of SAE.  To ensure that systems are put in place to dispel such fears, the following are agreed upon as recommended practices.

5.2.
Complaints can be made to another organization with established protocols for the prevention of sexual abuse and exploitation. These circumstances include, but are not limited to, the staff member or beneficiary genuinely believing that raising the matter within that specific organisation directly would not be effective or would result in further victimization.  They also include cases where he/she may have already disclosed the matter to the concerned organisation but no effective action has been taken. 


5.3.
An organization may receive a complaint against another, or may, even without receiving a formal complaint, become aware of an apparent case of SAE allegedly perpetrated by staff of another agency.  The following procedures shall be adhered to in dealing with these situations:

5.3.1.
The wishes of the survivor must be respected at all times. The agency receiving the complaint shall seek the permission of the person reporting it to draw his or her report to the Head of the Agency concerned.  If the complainant agrees, then the agency receiving the complaint can share that complaint accordingly.  This report shall be made in writing by completing the Incident Report Form and sending it to the Head of the Agency concerned. 

5.3.2 In recognition that reports made to a specific CCSDPT agency concerning personnel of another are highly sensitive, the agency receiving the report will not only strictly follow the above procedures  but will carefully document why the complaint was received by the agency and not the concerned agency. This information will be included in the Incident Report Form. While respecting the wishes of the survivor and the need for confidentiality, the reasons for not reporting to the agency concerned will be made known to the Head of Agency. 


5.3.3. The agency employing the subject of the complaint shall receive such report and carry out investigations and the relevant administrative and disciplinary measures in good faith, properly, urgently, seriously and professionally. It shall also share information about status of the case with the reporting agency in good faith directly with that agency. 

5.3.4. The agency which first received the report shall seek clarification from the agency employing the subject of complaint on the status of the complaint to ensure that the appropriate action is being taken. 

5.4 In cases where the alleged survivor or complainant specifically requests an intervention or action by UNHCR, the agency receiving the report will transmit all details and information provided to the agency regarding the case using the IRF form. The agency will advise the complainant that UNHCR can only take meaningful action if it has all relevant information and that her/his express consent will be needed. The agency will also advise the survivor or complainant that UNHCR staff members adhere to strict standards of confidentiality when handling and protection cases. 

Protocol VI: Establishment of a CCSDPT Inter-agency PSAE Steering Committee


6.1. A PSAE Steering Committee is hereby established.  The Steering Committee shall be comprised of sectoral representation of the member agencies of the CCSDPT and UNHCR, and will be housed within the CCSDPT Protection Working Group (PWG) which meets in Bangkok. 

6.2. The role and functions of the Steering Committee shall be to address issues and concerns relevant to the full and effective implementation of the Inter-Agency Code of Conduct and the CCSDPT Protocols.  The Steering Committee shall be responsible for reviewing best practices when addressing reports of sexual abuse and exploitation.


6.3. The Steering Committee will meet every four months to receive information and updates on the actions that have been taken to address SAE complaints, and discuss other relevant issues that arise. This shall not include specific details of cases (names, dates, or other identifying information) but be restricted to discussions about what types of actions have been taken and how these can be improved. It shall review the lessons learned from the PSAE activities of the agencies, trend analysis, and agree on ways for better and more effective implementation.


6.4. The Steering Committee will serve as the decision making body for networking and collaboration with other regional initiatives, and shall assume responsibility for representing the CCSDPT inter-agency PSAE initiative to external parties. The Steering Committee shall assume responsibility for reporting back to all CCSDPT agencies on PSAE developments and information gathered.

6.5 At its first meeting, the Steering Committee will approve and adopt its Terms of Reference which will be in effect for the duration of one year.  The Terms of Reference (Annex E) has been developed following consultations with agency representatives and members of the Protection Working Group.

PART THREE:
IMPLEMENTATION AND ADHERENCE


These Protocols are signed for and on behalf of the parties by their respective Heads of Agency appearing below.  By so signing the Protocols, the signatories undertake:


(i)
That they have read, understood and are in full agreement with the content of the Protocols.


(ii)
To disseminate the contents of the Protocols within their respective agencies, and take all necessary steps to ensure their implementation and adherence by all their respective workers.


(iii)
To work together in collaboration and create an environment in which the spirit of the Protocols is fully enforced.


(iv)
To disseminate the Protocols publicly to their staff and beneficiaries and in the local languages.


(v)
To ensure that any and all breaches of the CCSDPT Inter-Agency Code of Conduct for Humanitarian Workers are dealt with according to these Protocols decisively and without delay.


ANNEX A: CCSDPT Inter Agency Code of Conduct

Committee for Coordination of Services to Displaced Persons in Thailand (CCSDPT)


INTER-AGENCY CODE OF CONDUCT


I. INTRODUCTION


(a) Background


Conflict and displacement inevitably erode and weaken the social and political structures that protect communities and individuals. The resources available to affected populations and humanitarian agencies assisting them are frequently insufficient to meet basic needs. All too often, mechanisms for protection are not fully effective or given sufficient priority. Against this background, affected populations find themselves in situations where they can be exploited or abused. Such environments can give rise to abuse of power by humanitarian workers and others providing assistance.


(b) Code of Conduct


The humanitarian agencies working with refugees in Thailand are determined to prevent and respond to the possibility of abuse or exploitation. Among the steps towards this objective, they agree to institutionalize a common inter-agency Code of Conduct.


The Code is intended to serve as an illustrative guide for staff in sustaining ethical behavior. It is designed to assist humanitarian agencies and their staff to better understand the ethical obligations placed upon their conduct and to act in accordance with the public trust endowed on them. The agencies party to this Code will not tolerate abuse, exploitation and corruption within their operations. They shall pursue vigorously any breaches of the Code according to their respective administrative rules, regulations and sanctions.


This Code of Conduct has been developed in the spirit of complementing and strengthening similar Codes or other instruments within each agency, rather than replace or detract from them. 


(c)       Humanitarian workers


Not only the internationally engaged workers of humanitarian organizations have the obligation to demonstrate ethically upright behavior. Large numbers of personnel are engaged in refugee programs in a variety of capacities ranging from volunteers, incentive workers, researchers, casual labourers, interns, drivers, and guards to decision-makers at the country, regional and international levels. Many of these workers are drawn from the beneficiary communities themselves. As far as this Code is concerned, by accepting employment of any kind in these situations, all such workers accordingly also assume the special duty of humanitarian care and ethical conduct that goes with their responsibilities.


In adopting this Code of Conduct, the signatory agencies signal their responsibility to uphold its standards of behavior. Senior managers acknowledge that they have a special duty to personally set good examples and maintain a working environment in which their workers can sustain ethical behavior in the discharge of their responsibilities.


II       INTERPRETATION


For purposes of this Code of Conduct:


“Accountability” : refers to the moral and legal responsibility of a humanitarian worker for his or her duties and actions in a proper and responsible manner. It also includes institutional measures and systems established to maintain appropriate standards of behavior and effective performance of duties by workers.


“Affected populations” : are the individuals or groups for whom the humanitarian activities of the respective agencies are intended.


“Beneficiary” : a person to whom the humanitarian agencies or their workers provide one or another form of protection, assistance, service, or other intervention.


“Discrimination” : means exclusion, treatment, or action against an individual based on social status, race, ethnicity, colour, religion, gender, sexual orientation, age, marital status, nationality, political affiliation, or disability.


“Gender” : cultural or societal differences between men and women in terms of roles and responsibilities, expectations, power, privileges, rights and opportunities. It also refers to the differences between men and women rooted in culture, tradition, society or religion. 


“Harassment” : means any comment or behavior that is unwelcome, offensive, demeaning, humiliating, derogatory, or is otherwise inappropriate or fails to respect the dignity of an individual. It can be committed by or against a beneficiary, partner, employee, official, or any other person involved in any way in the refugee program.


“Human Rights” : the agreed international standards that recognize and protect the dignity and integrity of every individual without any distinction.


“Humanitarian standards of behavior” : the professional and moral attributes established in this Code of Conduct which must be demonstrated by humanitarian workers in fulfilling their assigned tasks, without exploiting or abusing their positions of authority.


“Humanitarian worker” : includes all workers engaged by humanitarian agencies, whether international or national, formal or informal, retained from the beneficiary community, sub-contracted, permanent or temporary, to conduct the activities assigned by the employing agency. Any worker that is directly or indirectly involved with refugee communities is considered to fall under this definition, including community leaders, camp committees, local authority representatives, etc.


“Minor” : a person under the age of 18 years of age and corresponds to the definition of a child according to the Convention on the Rights of the Child (CRC).


“Power” : the authority or ability to materially affect various forms of rights, entitlements, or relationships. Power arises from position, rank, influence, status, or control of resources. Unequal power relationships provide the most critical settings for sexual abuse and exploitation to occur in a refugee environment. 


“Protection” : measures that are necessary or are actually taken to ensure that individual basic human rights, welfare, and physical security and integrity are recognized and safeguarded in accordance with international standards.


“Refugee” : means a person entitled to be provided protection, assistance or other services by the agencies party to this Code to international refugee law or their respective agency mandates. 


“Sexual abuse” : actual or threatened physical intrusion of a sexual nature, by force or under unequal or coercive conditions, and includes inappropriate touching.


“Sexual exploitation” : sexual coercion or manipulation, whereby a person in a position of power, authority, or in control of resources seeks or accepts to provide protection, assistance or service in exchange for sexual acts or favours. Sexual exploitation also includes taking advantage of a position of vulnerability, differential power, or trust for sexual purposes. 


“Sexual and gender based violence” : or SGBV, includes actual or threatened physical, sexual and psychological violence occurring in the family or community. SGBV may take the form of battering, sexual abuse, dowry related violence, marital rape, female genital mutilation, and other traditional practices harmful to women.


“Sexual harassment” : any unwelcome sexual advance, comment, expressed or implied sexual demand, touch, joke, gesture, or any other communication or conduct of a sexual nature, whether verbal, written or visual, by any person to another individual. Sexual harassment may be directed at members of the same or opposite sex and includes harassment based on sexual orientation. 


“Survivor” : refers to those who have suffered the abuse, exploitation, corruption, or abuse of power as outlined in this Code of Conduct and may include their family members, dependents, relatives, or close associates.


III. UNDERTAKINGS


3.1  Humanitarian workers assisting refugees from Burma who are living in Thailand shall:


3.1.1. Respect and promote the fundamental human rights of all, without discrimination of any kind and irrespective of social status, race, ethnicity, colour, religion, gender, sexual orientation, age, marital status, national origin, political affiliation or disability.


3.1.2. Treat all beneficiaries and other persons fairly and with respect, courtesy, and dignity according to the laws of Thailand and international refugee law. 


3.1.3. Never commit any act or form of harassment that could result in the physical, sexual, or psychological harm or suffering to individuals.


3.1.4. Never exploit the vulnerability of beneficiaries, especially women and children, or allow them to be put into compromising situations.


3.1.5. Never engage in any sexual activity with children - persons under the age of 18 - regardless of the age of majority or consent. It shall not be a defense that one was mistaken as to the age of the child concerned.


3.1.6. Never engage in sexual abuse or exploitation of beneficiaries under any circumstances.


3.1.7. Never condone or participate in any corrupt or illegal activities.


3.1.8. Never accept or exchange money, employment, goods, or any other services for sex, including sexual favors for services which would otherwise be provided to the beneficiaries by duty and free of charge.


3.1.9. Never engage in any other forms of humiliating, degrading, or exploitative behavior under any circumstances.


3.1.10. Never abuse their authority, position, or influence by withholding protection, humanitarian assistance, nor give preferential treatment in order to solicit sexual favors, gifts, payments of any kind, or any other advantage.


3.1.11. Ensure that all information, including reports of breaches of these standards by other workers or obtained from beneficiaries, is channeled correctly in accordance with the CCSDPT established reporting mechanism and handled with utmost confidentiality. 


3.1.12. Uphold the highest standards of accountability, efficiency, competence, integrity and transparency in the provision of protection, goods and services in the execution of their responsibilities.


3.1.13. Create and maintain an environment that prevents sexual abuse and exploitation, corruption, or abuse of power and promotes the implementation of this Code. Managers at all levels have particular responsibilities to support and develop systems that maintain and enhance this environment.


3.1.14. Not intentionally make false allegations or accusations against another worker of breaching the provisions of the Code of Conduct.


3.1.15. Report immediately, in accordance with the agency’s internal structure and CCSDPT reporting mechanism, any concerns or suspicions of sexual abuse and exploitation of humanitarian staff. Failure to report concerns of sexual abuse and exploitation will constitute misconduct and be considered grounds for disciplinary measures, including termination of employment.


IV. SEXUAL RELATIONS WITH BENEFICIARIES


4.1.  Humanitarian workers occupy positions of authority, power and control of resources and services. It is thus crucial that there should be concern over sexual relationships between them and beneficiaries, including those which may be said to be proper and consensual. The agencies party to this Code of Conduct unanimously favor the position that sexual relationships between humanitarian workers and beneficiaries are strongly discouraged. 


4.2. As refugees themselves are covered by this Code of Conduct, and many of them have relationships, including marriages, with other refugees, the discouragement of sexual relations between beneficiaries and humanitarian workers who are refugees would deny them the opportunity of establishing consensual and proper relationships. 


4.3. Therefore, the following standards shall apply on this issue:


4.3.1. Sexual relationships with beneficiaries which are consensual and proper shall not be discouraged provided the employee is not abusing or exploiting his/her position as a humanitarian worker.


4.3.2. It is however reiterated that each and every standard in the Code of Conduct guarding against abusive or exploitative sexual relationships with beneficiaries will otherwise apply.


4.3.3. Sexual relations between beneficiaries and other categories of humanitarian workers, particularly international staff, are strongly discouraged. 


4.3.4. Any humanitarian worker who finds himself or herself involved in a relationship with a beneficiary shall advise his or her head of agency or supervisor of the relationship.


4.3.5. The heads of all agencies party to this Code shall ensure that when informed of relationships between staff and beneficiaries, appropriate measures are taken to prevent the potential for abuse or exploitation.


V. CODE OF CONDUCT: A LIVING DOCUMENT 


5.1. This Code of Conduct is intended to serve as a “living document”. It shall be revised so as to make it more responsive to changing circumstances, at the initiation of the signatory agencies and with their full agreement.


5.2. Upon coming into force, the Code shall be binding upon the agencies which will have actually signed it. At the same time, it shall remain open for signature by any other agency working directly or indirectly with the members of the CCSDPT.


VI. IMPLEMENTATION AND ADHERENCE


6.1. This Code of Conduct is signed for and on behalf of their respective agencies by the Heads of Agencies appearing below. By signing the Code, they hereby undertake:


6.1.1. That they have read, understood, and are in full agreement with the contents of the Code.


6.1.2. To disseminate the content and standards of the Code comprehensively within their respective agencies, and take all necessary steps to ensure implementation and adherence to the Code.


6.1.3. To create and develop an environment that prevents sexual abuse and exploitation, abuse of power, and corruption and promote adherence to the Code.


6.1.4. To prevail upon their respective staff, according to formats that they will develop accordingly, to personally sign the Code, thereby signifying their commitment to adhere to its provisions.


6.1.5. To disseminate the Code publicly and in the local languages understood by the staff and beneficiary communities.


6.1.6. To monitor the implementation of and adherence to the provisions of the Code within their respective agencies, and their staff. 


6.1.7. To ensure that in every reported breach of the Code, the necessary investigative, administrative and disciplinary measures are taken decisively in accordance with their organizational policies.


6.1.8. All agency personnel remain accountable to the individual policies and Codes of Conduct of their respective agencies at all times and in all circumstances. 


ANNEX B:  Sexual Abuse and Exploitation (SAE) Reporting Mechanism 

This reporting system diagram outlines the procedures to be followed when a report of sexual abuse or exploitation by a humanitarian worker is made.  The purpose of this system is to ensure consistent and effective inter-agency approaches to reports in order to provide a coordinated strategy for SAE response.


All complaints concerning possible violations of sexual abuse and exploitation should be taken seriously, whether or not they constitute illegal or prohibited acts in Thailand. Agencies must conduct thorough investigations when such concerns are raised about its staff.


Agencies want to encourage complaints of SAE to be reported in whichever manner beneficiary communities feel most comfortable and safe. Therefore, an initial complaint of sexual abuse and exploitation can be raised at any level and through any method; the report might come through an existing structure such as a CBO, or reported through the SGBV committees, through a complaints box, or the report might come directly to the agency concerned from the community member him/herself. The most important issue is for the complaints systems to be accessible to all. 


It is recommended that staff be designated at each site as the primary field based focal point(s) to be responsible for referring the report onto the Head of Agency for action and following up on referral support services which the victim might need. It is NOT the responsibility of the field based focal point to ascertain whether the complaint raised is true, rather, to report onward to the head of agency that a complaint has been made and ensure the immediate safety and protection needs of the victim are met immediately.


If a beneficiary does not feel confident approaching the agency concerned directly, the complaint can be raised with another agency for follow up. The focal point would then contact that agency’s Country Director with the SAE complaint.


The following features have been considered in the design of the complaints mechanism:


· Designated field based focal points should be trusted staff members whom the community would feel safe and confident approaching


· Multiple entry points for lodging complaints should be established, catering to the most at-risk populations, including methods that can be used by people who cannot read or write


· Clearly explained roles for the parties to the complaint so there are realistic and accurate expectations of those involved in the process


·  Clear information regarding disclosure of information and confidentiality about the complaint must be stressed to those involved


· Safe spaces should be provided for the victim, complainant, and witnesses who are affected by the complaint


· Procedures for making complaints by proxy (i.e. that allow one person to complain on behalf of another), as well as an option that allows people to make anonymous complaints


The key principles of the complaints mechanism include:


· Safety : The complaint mechanism takes into consideration potential risks to parties involved and consider ways to prevent injury or harm. This includes ensuring confidentiality, offering physical protection when possible and necessary, and addressing the possibility of retaliation against the victim and/ or witnesses.


· Confidentiality : Information is restricted to only those who need to know for the purpose of determining if a breach of the Code of Conduct has occurred and an investigation is necessary. Confidentiality is NOT the same as secrecy; information will need to be shared with authorized personnel in order to take appropriate action. Focal points cannot promise secrecy, however, ensuring confidentiality helps create an environment in which victims / witnesses are more willing to come forward to report SAE and recount their versions of events.


· Transparency : Members of the community know the complaints mechanism exists, have been consulted in its development, and possess sufficient information on how to access it and ensure it is adhered to. Information should be made available to community beneficiaries and partners, and know who in the organization is responsible for handling complaints and communicating outcomes.


· Accessibility : The complaints mechanism should be available to be used by as many people as possible from as many groups as possible. Communities should be informed how to complain, what will happen when they come forward to make a report, and be actively encouraged to make complaints when problems or concerns arise.


In some instances there will be a specific allegation. In other instances, beneficiaries will have experienced, heard or seen something less obvious and conclusive. These can be raised with the Focal Point. Vague stories or rumors might form part of a pattern of concern that would lead to an investigation and thus be taken seriously. 


It is recognized that complainants may not feel confident or comfortable talking to the designated person at the agency in question. In these instances, a beneficiary may report concerns through a variety of routes, including through a complaints box, through a community based organization, through the SGBV committee, or to another agency focal point. 


For a number of reasons, beneficiaries may want to make an anonymous complaint. The fact that a complaint is made anonymously does not automatically mean that it is less reliable or important than one in which the complainant identifies him/herself. Complaints boxes should be provided in each work site to facilitate this, and information shared with the communities about the purpose of the box, how often it is checked, by whom, and what action is taken as a result of a complaint being reported. 


Inter-agency cooperation


Organisations may handle SAE complaints that involve personnel from other agencies, whether as complainants, witnesses or victims themselves. This can create a number of issues for consideration:


· Complaints should be directed to the attention of the agency field based focal point for referral onto the Head of Agency


· As the first point of contact, the agency staff member receiving the initial report should ensure the victim is provided with necessary referral services. Once the agency concerned is notified of the report and begins to take action, responsibility for follow up and communication with the victim transitions to the concerned agency. 


· Agencies should work together collaboratively in order to maintain confidentiality and ensure the safety and welfare of the victim / complainant. 

· It is NOT the responsibility of the focal point receiving the complaint against another agency to ascertain whether or not the complaint is true by starting to investigate it. It is his/her responsibility to report the concern on via the process outlined herein, and follow up with the agency focal point involved to ensure appropriate action is being taken. 


HOW MIGHT A COMPLAINT BE MADE in the CAMPS?


· Complaints boxes (though more awareness raising needed on what they are, how often they are opened, by whom, etc.)


· Through various CBO structures: Camp committees, KWO or SGBV Committee, Section leaders


· COERR Community Service Workers


· Through religious leaders


· Through the student or youth groups (KSNG, KYO)


· In the dormitories by the care takers


· Teachers and others involved in education services


· For the disabled populations, through Handicap International’s Social workers


· Community health workers


· Refugee security committee


· Camp Justice system


· Direct to the agency concerned


· Through another agency


· Through the Legal Assistance Centres (LAC)


Reports then follow the proposed complaints mechanism structure: 



[image: image2]


When notifying UNHCR and camp leader, confidentiality of both the victim and the subject of complaint must be ensured. Specific details of the case do not need to be divulged; rather both parties should be notified that a report has been raised, the agency is looking into the case, and action is being taken.


The investigation of complaints shall be conducted with particular care given to ensuring confidentiality, safety, impartiality, thoroughness, timeliness, and accuracy. It is the responsibility of the agency concerned to do all in its power to protect the victim and witnesses and to promote their safety and well being. All individuals concerned, including the subject of the complaint (the alleged perpetrator) should be treated with respect and dignity throughout the process and kept informed of the progress. Irrespective of the nature of the complaint, agencies have a duty of care to the subject of complaint throughout the reporting and investigation process. Protection and support issues must be considered and addressed to ensure the safety and security of staff.

REFERRAL SUPPORT SERVICES   


Urgent medical assistance, counseling and additional protective measures for the survivor must be made immediately available, through the already established referral systems which exist. For instance, where applicable, support services coordinated by the SGBV committees or KWO should be utilized to provide for the immediate needs of the survivor. The physical and psychological well being of the survivor must be a primary concern throughout this process, and field based focal points will be responsible to ensure such services are provided by referring to the sector agencies as appropriate.


ANNEX D: Referral and Support Services


The following agencies have been identified as the first points of contact for the provision of support services to survivors of sexual abuse and exploitation:


Mae La


Health:
AMI/ SMI unit 


Psychosocial:
AMI / KWO/ SGBV/ COERR (CSW)


Child protection: COERR /CPCs / UNHCR

Legal:

LAC /UNHCR/ Camp justice comm..


Material assistance: COERR (CSW) ( TBBC


Security:
UNHCR / Safe houses / KWO / MOI camp security


Nupo and Umphiem


Health:
AMI/ ARC


Psychosocial:
AMI/ ARC/ KWO/ SGBV/ COERR


Child protection: COERR/ CPCs/ UNHCR

Legal:

UNHCR/Camp Justice


Material assistance: TBBC / COERR/ ARC/  KWO

Security:
UNHCR / Safe houses / KWO / MOI camp security


Mae Sariang


Food / shelter: TBBC (both camps)             


Safe houses: KWO (both camps) 


Medical:  Malteser and/or ARC


Physical rehabilitation: Handicap International


Psycho-social support: KWO / COERR  / SGBV Committees / DARE 


Child Protection :  COERR (supporting child protection committees and CPAs)




      KWO / UNHCR / ARC


                


Legal:   ARC – for counseling of legal options / UNHCR----MOJ



KRC ---customary legal issues (camp justice committees)


GBV :   SGBV Committees / KWO / DARE


Additional security (i.e. removal from camp): UNHCR


Tham Hin


Health:
IRC


Psychosocial:
KWO, COERR, UNHCR


Child protection: COERR / UNHCR / CPCs

Legal:

CRC, UNHCR


Material assistance: TBBC


Security:
UNHCR / Safe houses / KWO / MOI camp security


Ban Don Yang


Health:
ARC


Psychosocial:
ARC/ KWO/ SGBV/ COERR


Child protection: COERR/ CPCs/ UNHCR

Legal:

UNHCR/Camp Justice


Material assistance: TBBC / KWO

Security:
UNHCR / Safe houses / KWO / MOI camp security


Mae Hong Son Sites 1 & 2


Health:
IRC / KnHD

Psychosocial:
WEAVE/ IRC / GBV Committees / KnWO / JRS / COERR / UNHCR


Child protection: COERR / UNHCR / CPCs

Legal:

IRC LAC/ UNHCR / Camp Justice Committees

Material assistance: TBBC


Security:
UNHCR / know Safe houses / KnRC / MOI camp security


NOTE: In some instances, the alleged act of sexual exploitation and abuse might also constitute a crime.  In such cases, the Focal Point should ask the complainant if they would like assistance in reporting the allegation to the appropriate local authorities.  Complainants should not be pressured into doing so but assisted if they so wish.  The role of the Focal Point is not to represent the complainant with the local authorities but to help the complainant access the local authorities.


Annex E: Terms of Reference (TOR) : CCSDPT Prevention of Sexual Abuse 

and Exploitation (PSAE) Steering Committee


Membership:


The Steering Committee will function under the auspices of the Protection Working Group (PWG) which meets monthly following the CCSDPT open session meetings in Bangkok. Membership will be open to representatives from each agency of the CCSDPT, including representatives from international organizations such as UNHCR and UNICEF. The Steering Committee shall meet once every four months to focus on PSAE developments and issues. Prior to each meeting the Steering Committee will issue invitations to the wider CCSDPT agency network to encourage wider sector participation and attendance. Membership on the Steering Committee should be comprised of designated agency senior staff or management able to represent their agencies on PSAE decisions and initiatives.


Responsibilities:


The Steering Committee on Sexual Abuse and Exploitation (SAE) will serve as the primary body for coordination, information and best practice exchange and oversight on prevention and response. The Steering Committee is NOT responsible for investigation or adjudication of  individual complaints and shall not deal directly with complainants. These functions rest exclusively with the individual organizations or agencies.

The Steering Committee’s primary responsibilities shall include:


Coordinating training, sensitization and community information campaigns:


· Coordinate plans for inter-agency training activities on the CCSDPT Code of Conduct.

· Coordinate specialized trainings of agency staff and managers on handling complaints and responsibilities pertaining to provision of referral services for SAE survivors.

· Ensure widespread dissemination of materials explaining rights of the beneficiaries, standards of conduct expected of humanitarian staff, reporting mechanisms and channels of recourse for members of the local community.


Sharing information on prevention and best practice:

· Coordinate sharing of information from agencies and field sites on prevention and response activities being undertaken, best practice and effective mechanisms for addressing SAE, and make recommendations to relevant agencies for action. 


· Develop and assess an inter-agency plan for monitoring the effectiveness of implementation of recommended actions.


· Coordinate inter-agency collaboration on prevention and response measures in place and ensure that effective complaints and investigation mechanisms are implemented by all agencies.

· Explore and initiate possible victim assistance schemes with the view of ensuring inter-agency consistency in approaches and practice.

· Coordinate with UNHCR on reporting of statistics and analysis of complaints received from the field (excluding names of complainants, victims or accused persons, or any other confidential information) and follow up actions taken in order to assess trends and enhance prevention and response mechanisms as needed.


Coordinating and collaborating with other PSAE initiatives


· Serve as the decision making body for networking and collaboration with other national, regional and global PSAE initiatives. 


· Represent the CCSDPT inter-agency PSAE initiative to external parties. 


· Report back to all CCSDPT agencies on PSAE developments and information gathered from other initiatives.


· Serve as the link for networking with the UN-NGO joint Task Force on PSAE being piloted in Thailand and represent the CCSDPT initiative.


Reporting to the CCSDPT Directors and member agencies on PSAE progress


· Report on an annual basis to the Directors of the CCSDPT to provide an update on PSAE progress, major accomplishments and challenges faced by the member agencies during implementation of PSAE strategies.

· Develop and submit recommendations to the CCSDPT Directors for overcoming challenges and improving PSAE efforts, including specific actions required, responsible actors and timeframes. 

· Circulate and disseminate Steering Committee meeting minutes to the wider CCSDPT agency network in order to share lessons learned and inform of key decisions made at Steering Committee level.


· Link directly with provincial level protection working groups and NGO coordination bodies in the camp sites to keep field staff involved with consultation and participation in PSAE initiatives.


While the Steering Committee shall meet consistently once every four months, ad hoc meetings may be called when time sensitive issues of PSAE arise. 


This Terms of Reference shall be reviewed on an annual basis and revised as appropriate to consider revising the roles and responsibilities of the Steering Committee. 

Annex F: Terms of Reference (TOR) Investigation Team for Allegations of Sexual Abuse and Exploitation by Humanitarian Workers

Committee for the Coordination of Services to Services to Displaced Persons in Thailand (CCSDPT)


Purpose of Terms of Reference


The present Terms of Reference (TOR) document supplements the stipulations of Protocols III
 and V
 of the Inter-agency Protocols for the Prevention of Sexual Abuse and Exploitation (PSAE). Specifically, the purpose of the present TOR document is to clarify the composition, responsibilities, duties, and limitations of any Investigative Team appointed by a CCSDPT Agency in the event of an allegation against sexual abuse or exploitation of a refugee by a staff member of that Agency. This document does not describe investigative procedures, techniques, or requirements. Nor does it recommend specific disciplinary actions, organizational structures, or services to be provided to victims of sexual abuse and exploitation.   


Mandate of Investigation Team 



The mandate of the Investigation Team is to plan and conduct an investigation into an allegation of sexual abuse or exploitation by a staff member of a CCSDPT agency in accordance with the internationally-accepted guidelines. Following the investigation, the Investigation Team will advise the Head of Agency on whether the alleged exploitation or abuse occurred. 


Appointment and Composition of Investigation Team 


The Head of Agency is responsible for appointing the Investigation Team. The Team must be appointed from a pool of properly trained and qualified investigators accepted as such by CCSDPT Directors. This Pool of Investigators will consist in persons having attended and successfully completed the investigation workshops as provided and facilitated by the CCSDPT Prevention of Sexual Abuse and Exploitation Project (PSAE) running from September 2007 to September 2009
 but also qualified regionally-based investigators who have agreed to act in this capacity and have been approved by the CCSDPT.  


To ensure objectivity and accountability, the Investigation Team shall be composed of a total of three persons as follows:


· Investigation Manager 


· Investigator 1


· Investigator 2 or independent observer (see below) 


Ideally, the Team shall be composed of persons employed by the agency to whom the subject of the complaint belongs as each investigation is an internal organizational process. However, in recognition that human resources, time limitations, and organizational structure of the CCSDPT members are such that appointing two investigators from the same CCSDPT agency may not be possible, the Investigation Team can be composed of one investigator belonging to the agency subject of the complaint and one person selected from the pool of investigators who is not a staff member of the said agency. Both investigators, and in particular the latter investigator, will keep all information relative to the investigation in the strictest confidence and will agree to sign an agreement whereby each investigator understands that any information or evidence to surface during the investigation will be shared only with the relevant Head of Agency or other previously-appointed decision maker to adjudicate on the allegation in question. 


Alternatively, the Head of Agency can appoint an Independent Observer to attend interviews and documentation collection as well as provide feedback and support to the Investigator. The Independent Observer shall be a staff member who has received at least partial training in investigations of allegations of sexual abuse and exploitation. This means that the Independent Observer, if he or she is not a member of the CCSDPT-approved Pool of Investigators, will have attended at least the first stage of the investigations training
 and will be familiar with the BSO Guidelines on Receiving and Investigating Allegations of Abuse and Exploitation by Humanitarian Workers.  


In the event that the agency subject of the complaint has an internal policy which stipulates that no outside persons may participate in an internal investigation of agency staff and that only one properly-trained investigator is available and no independent observer can be appointed, the investigation will be undertaken by a single person. However, the subject of the complaint will be advised that only one person is responsible for the investigation and that this may jeopardize objectivity and non-biased nature of the investigative process. The subject of the complaint will be given the opportunity to formally object and/or request that the investigation be placed on hold until a second investigator can be found. The decision to accept or deny the request will rest with the Head of Agency. Also, the lack of a second investigator will be noted officially in the records of the investigation. 


Responsibilities 


The appointed Investigation Team, under the supervision of the Investigation Manager, is responsible for the following: 


· Developing a clear and comprehensive investigation plan


· Executing the investigation in accordance with Protocol III of the Interagency Protocols for the Prevention of Sexual Abuse and Exploitation


· Concluding whether the subject of the allegation sexually abused or exploited the survivor and, as such, violated the terms of the CCSDPT Code of Conduct or the Agency’s internal Code of Conduct.  


· Evaluating and making recommendations on the needs of the victim and witnesses. Recommendations shall be made to the relevant support organizations or committees (i.e. GBV committees or trained CCSDPT camp-based staff)


· Report the conclusions of the investigation and the investigation process to the concerned Head of Agency. 


· Make recommendations on the appropriate course of action or disciplinary measures to be taken by the concerned Head of Agency with regard to the subject of the allegation. 


· Producing an accurate and comprehensive report of the investigation (see Investigation Report). 


The investigative responsibilities of the Investigation Team apply to the alleged exploitation only. They do not apply to other allegations of misconduct that are unrelated to the allegation under investigation. Furthermore, the Investigation Manager is responsible for ensuring that the scope of the investigation remains restricted to the allegation and does not involve queries, interviews, document collection, or any other investigative action which seeks information unrelated to the allegation. Where the investigation may result in internal or sensitive information regarding the Agency concerned being examined (previous staff disciplinary action, personnel records, financial information, etc.), the Investigation Manager is responsible for informing the Head of Agency beforehand and obtaining his or her approval for proceeding with information collection and analysis.  Where it has not been possible to inform the Head of Agency beforehand, the Investigation will inform the Head of Agency directly after receiving or recording information which the Investigation Manager deems sensitive in nature. 


Confidentiality 


Confidentiality during the investigation process is critically important. The survivor, the witnesses, the subject of the allegation, and the investigators themselves can be put in danger as a result of the investigation taking place. Therefore, the Investigation Team will define, in collaboration with the Head of Agency, those persons who will be privy to any information to surface throughout the course of the investigation and ensure that the victim and other witnesses are informed of who will be made aware of the investigation process and conclusions. Under no circumstance will information relevant to the Investigation be shared with other CCSDPT members. 


Translators and Interpreters 


In some cases, interpretation and translation during interviews will be necessary. In such cases, the investigation team will take measures to ensure that qualified and experienced translators are made available to the witness or survivor.  If possible, these translators will have experience working with victims of sexual violence, in conflict resolution situations, or will have other appropriate types of experience. Furthermore, translators will be required to sign non-disclosure agreements in order to preserve confidentiality of the survivor’s or witness’ testimony. 


External Referrals


During an investigation, referrals can take place at two levels. 


1) If the alleged behavior constitutes a breach of Thai law, the Investigation Manager and the Head of Agency are responsible for referring the case to Royal Thai Government (RTG) if the survivor wishes. Careful care will be taken to provide this option to the survivor. The Investigation team will communicate and coordinate with relevant GBV personnel as well as legal support services, such as LAC in those camps where LAC is present and UNHCR where they are not, to make an assessment of whether the consent provided by the survivor is sufficiently informed and whether the individual will be sufficiently well supported throughout the legal process This assessment should be made by those who can correctly assess the capacity of the survivor to give informed consent as well as those who have a sufficient understanding of the Thai judicial system to ascertain how the case can be brought forward. 


If a criminal investigation by the RTG begins, the Investigation Team may have to delay further investigation as both investigations can overlap or conflict. The Investigation Manager shall take the decision to postpone the investigation in collaboration with the Head of Agency. 


2) It may be necessary to refer or coordinate with other members of the CCSDPT or other humanitarian agencies if the survivor is a child. Agencies specialized in child care and support services should be contacted immediately if the investigation team encounters any evidence that the child is immediate danger or in any way vulnerable to further abuse. It is not the responsibility of the Investigation team to make decisions on the child’s welfare or any undertake any child protection case management responsibilities. Such responsibilities should be undertaken by child protection professionals and the Investigation should make sure to inform and liaise carefully with these agencies before, during and after investigative proceedings concerning a child.  


Retraumatization of victims


It is essential that during any investigation of PSAE that the investigation team does not do further harm to a victim of PSAE. Wherever possible, interviewing survivors of PSAE should be conducted by trained GBV staff and that account should be taken as testimony from the survivor by the investigation team. If there are key questions that the investigations team need to put to the survivor, then this should be managed in coordination with the GBV staff directly assisting the survivor so that the potential for further harm is limited as far as possible. 


In cases where more than one investigation is taking place over a single incident, for example if UNHCR is investigating a case of resettlement fraud involving PSAE,
 the respective  UNHCR and PSAE investigation teams should liaise to pool information and avoid repeat interviews and potential further harm to the survivor. 


Reporting to the Head of Agency


Throughout the course of the investigation the Investigation Manager shall keep the concerned Head of Agency informed of any and all developments which the Manager believes may have consequences which reach beyond the scope of the investigation. In particular, the Investigation Manager will report suspected threats by the subject of the allegation or others associated with the subject as well as any development which suggest that the survivor or other witnesses are being threatened. 


Investigation Report 


In accordance with the BSO Guidelines for Receiving and Investigating Allegations of Abuse and Exploitation by Humanitarian Workers, the Investigation Manager will ensure that a final report of the investigation is produced which contains the following: 


i. Executive summary


ii. Introduction


iii. Methodology


iv. Investigative findings


v. Conclusions and recommendations


vi. Management implication report (MIR)


vii. Attachments or annexes


The report will remain an internal record of the concerned agency. 


Annex G: Notification to UNHCR - Sexual abuse and exploitation 


Annex G: CCSDPT Notification Form for UNHCR 

Notification of Incident of Sexual Abuse and Exploitation

		Organisation 

		



		Date of incident

		



		Location of incident

		



		Initial report made by

		





		Type of incident



		Rape 

		Sexual Assault 

		Forced Marriage 

		Sexual Exploitation 

		Trafficking 

		Other 



		

		

		

		

		

		





		Gender of the victim

		Female 

		Male 



		Age of victim

		





		Referred to counselling services

		Yes

		No



		Referred to medical services

		Yes

		No





		Position type of the perpetrator 


(ex: program staff; administration; service delivery; logistical; driver, etc.)

		





		Investigation to take place 

		Yes

		No





Field focal point informed, follow up with victim







Field focal point informed, follow up with victim







Agency staff







Report forwarded to Head of Agency, report analysed 







SGBV Committee 







Camp leader & UNHCR informed







Final report made, action taken and decision communicated to all involved, prevention measures reviewed and strengthened







Complaint proven, investigation report, disciplinary action







Complaint can’t be substantiated, victim informed of outcome







Formal investigation initiated and investigation team appointed







Complaint is not breach of CoC







Complaint is breach of CoC







Agency PSAE field based staff completes Incident Report Form, follows up with survivor for referral support services 







Complaint channeled through any of the above











� This document was originally prepared by the Inter-Agency Task Force (TF) on Protection from Sexual Exploitation and Abuse (PSEA) funded by and developed on behalf of UNICEF.  A Sub Group of that Task Force, co-chaired by UNICEF and Save the Children, and including representatives from the United Nations High Commissioner for Refugees (UNHCR); the Department of Peace Keeping Operations of the United Nations (DPKO); OXFAM; the International Rescue Committee (IRC); and the Office for the Co-ordination of Humanitarian Affairs (OCHA) later adapted the original document and issued the guidelines referenced in this footnote in March 2004 as a draft.



� This data collection exercise stands totally separate to notification of SAE incidents to UNHCR in which UNHCR has been requested to intervene directly and assumes a direct case management role (see Protocol V - 5.4). 



� Protocol III: Acceptance of the Investigation Procedures and Guidance Related to Sexual Abuse and Exploitation (SAE)



� Protocol V:  Inter-agency Coordination in Situations when an Agency Receives a Complaint about Another CCSDPT Member.



� This includes attendance of both the Investigation and Management workshops.  



� Investigation trainings refers to the BSO Investigation Learning Program housed HAP International OR to training that is based on the BSO Program and has been adapted to the training needs and organizational structure of the CCSDPT.  



� For example, where a CCSDPT staff member is exchanging assistance in the resettlement process for sexual favours. 
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Role of PSAE Field-Based Focal Point.docx
FIELD-BASED PSAE FOCAL POINTS

ROLES AND RESPONSIBILITIES



The field-based PSAE focal points designated for each agency has the following responsibilities:



· Serve as the main channel for sharing information on PSAE between agencies at relevant coordination meetings.

· Respond to requests for information on PSAE activities.

· Actively promote PSAE within own organization and specifically the work setting.

· Ensure that all information on training activities/skills development and other PSAE activities are shared with staff and colleagues.

· Create a conducive environment for receiving complaints.



Upon receipt of a report of SAE, the field based focal point should:

· Ensure confidentiality; 

· Document all complaints, including “in the air” allegations;

· Report the complaint through the appropriate channels; Normally, this channel is a direct one to the agency director. However, these channels may vary according to size, location, and general structure of agency. Be sure to check and confirm what your agency’s agreed reporting channels are for allegations of sexual abuse and exploitation! 

· Attend to the safety, health, psychosocial and legal needs of complainant:  know what resources are available and how to refer him/her for assistance;

· Keep all records and information in a safe and secure location before transferring to a secure location agreed with the country director. 

· Liaise with complainant regarding follow-up to the complaint; 

· Accompany the complainant to the local authorities, if they wish;

· Obtain the complainant’s informed consent to document the complaint and to pass on the data recorded to relevant management authorities for follow-up action;

· Record the details of the allegation on the Incident Report Form;

· Forward the report form and any other pertinent material to the management authorities of your agency detailing all relevant information/action taken thus far;

· In collaboration with the agency director, inform UNHCR that there has been allegation of SAE.



If the complaint is against another agency:

· Forward a copy of the completed incident report form to own country director for forwarding to the country director of agency employing alleged subject of complaint. 

· If necessary, meet with that agency focal point to agree upon responsibilities for follow up on the safety, health, security and protection needs;

· In collaboration with the agency director, inform UNHCR that there has been allegation of SAE.



Remember: The Focal Point does not have to do everything; your role is to make sure that agreed upon systems are followed and the activities mentioned are taking place. 



· The Focal Point should never investigate a complaint;

· The Focal Point should not engage in counseling complainants (unless they are formally trained to do so).
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ANNEX A: CCSDPT Inter Agency Code of Conduct


Committee for Coordination of Services to Displaced Persons in Thailand (CCSDPT)


INTER-AGENCY CODE OF CONDUCT


I. INTRODUCTION


(a) Background


Conflict and displacement inevitably erode and weaken the social and political structures that protect communities and individuals. The resources available to affected populations and humanitarian agencies assisting them are frequently insufficient to meet basic needs. All too often, mechanisms for protection are not fully effective or given sufficient priority. Against this background, affected populations find themselves in situations where they can be exploited or abused. Such environments can give rise to abuse of power by humanitarian workers and others providing assistance.


(b) Code of Conduct


The humanitarian agencies working with refugees in Thailand are determined to prevent and respond to the possibility of abuse or exploitation. Among the steps towards this objective, they agree to institutionalize a common inter-agency Code of Conduct.

The Code is intended to serve as an illustrative guide for staff in sustaining ethical behavior. It is designed to assist humanitarian agencies and their staff to better understand the ethical obligations placed upon their conduct and to act in accordance with the public trust endowed on them. The agencies party to this Code will not tolerate abuse, exploitation and corruption within their operations. They shall pursue vigorously any breaches of the Code according to their respective administrative rules, regulations and sanctions.

This Code of Conduct has been developed in the spirit of complementing and strengthening similar Codes or other instruments within each agency, rather than replace or detract from them. 


(c)       Humanitarian workers


Not only the internationally engaged workers of humanitarian organizations have the obligation to demonstrate ethically upright behavior. Large numbers of personnel are engaged in refugee programs in a variety of capacities ranging from volunteers, incentive workers, researchers, casual labourers, interns, drivers, and guards to decision-makers at the country, regional and international levels. Many of these workers are drawn from the beneficiary communities themselves. As far as this Code is concerned, by accepting employment of any kind in these situations, all such workers accordingly also assume the special duty of humanitarian care and ethical conduct that goes with their responsibilities.

In adopting this Code of Conduct, the signatory agencies signal their responsibility to uphold its standards of behavior. Senior managers acknowledge that they have a special duty to personally set good examples and maintain a working environment in which their workers can sustain ethical behavior in the discharge of their responsibilities.


II       INTERPRETATION


For purposes of this Code of Conduct:


“Accountability” : refers to the moral and legal responsibility of a humanitarian worker for his or her duties and actions in a proper and responsible manner. It also includes institutional measures and systems established to maintain appropriate standards of behavior and effective performance of duties by workers.


“Affected populations” : are the individuals or groups for whom the humanitarian activities of the respective agencies are intended.


“Beneficiary” : a person to whom the humanitarian agencies or their workers provide one or another form of protection, assistance, service, or other intervention.


“Discrimination” : means exclusion, treatment, or action against an individual based on social status, race, ethnicity, colour, religion, gender, sexual orientation, age, marital status, nationality, political affiliation, or disability.


“Gender” : cultural or societal differences between men and women in terms of roles and responsibilities, expectations, power, privileges, rights and opportunities. It also refers to the differences between men and women rooted in culture, tradition, society or religion. 

“Harassment” : means any comment or behavior that is unwelcome, offensive, demeaning, humiliating, derogatory, or is otherwise inappropriate or fails to respect the dignity of an individual. It can be committed by or against a beneficiary, partner, employee, official, or any other person involved in any way in the refugee program.


“Human Rights” : the agreed international standards that recognize and protect the dignity and integrity of every individual without any distinction.


“Humanitarian standards of behavior” : the professional and moral attributes established in this Code of Conduct which must be demonstrated by humanitarian workers in fulfilling their assigned tasks, without exploiting or abusing their positions of authority.


“Humanitarian worker” : includes all workers engaged by humanitarian agencies, whether international or national, formal or informal, retained from the beneficiary community, sub-contracted, permanent or temporary, to conduct the activities assigned by the employing agency. Any worker that is directly or indirectly involved with refugee communities is considered to fall under this definition, including community leaders, camp committees, local authority representatives, etc.


“Minor” : a person under the age of 18 years of age and corresponds to the definition of a child according to the Convention on the Rights of the Child (CRC).


“Power” : the authority or ability to materially affect various forms of rights, entitlements, or relationships. Power arises from position, rank, influence, status, or control of resources. Unequal power relationships provide the most critical settings for sexual abuse and exploitation to occur in a refugee environment. 


“Protection” : measures that are necessary or are actually taken to ensure that individual basic human rights, welfare, and physical security and integrity are recognized and safeguarded in accordance with international standards.


“Refugee” : means a person entitled to be provided protection, assistance or other services by the agencies party to this Code to international refugee law or their respective agency mandates. 


“Sexual abuse” : actual or threatened physical intrusion of a sexual nature, by force or under unequal or coercive conditions, and includes inappropriate touching.


“Sexual exploitation” : sexual coercion or manipulation, whereby a person in a position of power, authority, or in control of resources seeks or accepts to provide protection, assistance or service in exchange for sexual acts or favours. Sexual exploitation also includes taking advantage of a position of vulnerability, differential power, or trust for sexual purposes. 


“Sexual and gender based violence” : or SGBV, includes actual or threatened physical, sexual and psychological violence occurring in the family or community. SGBV may take the form of battering, sexual abuse, dowry related violence, marital rape, female genital mutilation, and other traditional practices harmful to women.


“Sexual harassment” : any unwelcome sexual advance, comment, expressed or implied sexual demand, touch, joke, gesture, or any other communication or conduct of a sexual nature, whether verbal, written or visual, by any person to another individual. Sexual harassment may be directed at members of the same or opposite sex and includes harassment based on sexual orientation. 


“Survivor” : refers to those who have suffered the abuse, exploitation, corruption, or abuse of power as outlined in this Code of Conduct and may include their family members, dependents, relatives, or close associates.


III. UNDERTAKINGS


3.1  Humanitarian workers assisting refugees from Burma who are living in Thailand shall:


3.1.1. Respect and promote the fundamental human rights of all, without discrimination of any kind and irrespective of social status, race, ethnicity, colour, religion, gender, sexual orientation, age, marital status, national origin, political affiliation or disability.


3.1.2. Treat all beneficiaries and other persons fairly and with respect, courtesy, and dignity according to the laws of Thailand and international refugee law. 


3.1.3. Never commit any act or form of harassment that could result in the physical, sexual, or psychological harm or suffering to individuals.


3.1.4. Never exploit the vulnerability of beneficiaries, especially women and children, or allow them to be put into compromising situations.


3.1.5. Never engage in any sexual activity with children - persons under the age of 18 - regardless of the age of majority or consent. It shall not be a defense that one was mistaken as to the age of the child concerned.


3.1.6. Never engage in sexual abuse or exploitation of beneficiaries under any circumstances.


3.1.7. Never condone or participate in any corrupt or illegal activities.


3.1.8. Never accept or exchange money, employment, goods, or any other services for sex, including sexual favors for services which would otherwise be provided to the beneficiaries by duty and free of charge.


3.1.9. Never engage in any other forms of humiliating, degrading, or exploitative behavior under any circumstances.


3.1.10. Never abuse their authority, position, or influence by withholding protection, humanitarian assistance, nor give preferential treatment in order to solicit sexual favors, gifts, payments of any kind, or any other advantage.


3.1.11. Ensure that all information, including reports of breaches of these standards by other workers or obtained from beneficiaries, is channeled correctly in accordance with the CCSDPT established reporting mechanism and handled with utmost confidentiality. 


3.1.12. Uphold the highest standards of accountability, efficiency, competence, integrity and transparency in the provision of protection, goods and services in the execution of their responsibilities.


3.1.13. Create and maintain an environment that prevents sexual abuse and exploitation, corruption, or abuse of power and promotes the implementation of this Code. Managers at all levels have particular responsibilities to support and develop systems that maintain and enhance this environment.


3.1.14. Not intentionally make false allegations or accusations against another worker of breaching the provisions of the Code of Conduct.


3.1.15. Report immediately, in accordance with the agency’s internal structure and CCSDPT reporting mechanism, any concerns or suspicions of sexual abuse and exploitation of humanitarian staff. Failure to report concerns of sexual abuse and exploitation will constitute misconduct and be considered grounds for disciplinary measures, including termination of employment.


IV. SEXUAL RELATIONS WITH BENEFICIARIES


4.1.  Humanitarian workers occupy positions of authority, power and control of resources and services. It is thus crucial that there should be concern over sexual relationships between them and beneficiaries, including those which may be said to be proper and consensual. The agencies party to this Code of Conduct unanimously favor the position that sexual relationships between humanitarian workers and beneficiaries are strongly discouraged. 


4.2. As refugees themselves are covered by this Code of Conduct, and many of them have relationships, including marriages, with other refugees, the discouragement of sexual relations between beneficiaries and humanitarian workers who are refugees would deny them the opportunity of establishing consensual and proper relationships. 


4.3. Therefore, the following standards shall apply on this issue:


4.3.1. Sexual relationships with beneficiaries which are consensual and proper shall not be discouraged provided the employee is not abusing or exploiting his/her position as a humanitarian worker.


4.3.2. It is however reiterated that each and every standard in the Code of Conduct guarding against abusive or exploitative sexual relationships with beneficiaries will otherwise apply.


4.3.3. Sexual relations between beneficiaries and other categories of humanitarian workers, particularly international staff, are strongly discouraged. 


4.3.4. Any humanitarian worker who finds himself or herself involved in a relationship with a beneficiary shall advise his or her head of agency or supervisor of the relationship.


4.3.5. The heads of all agencies party to this Code shall ensure that when informed of relationships between staff and beneficiaries, appropriate measures are taken to prevent the potential for abuse or exploitation.


V. CODE OF CONDUCT: A LIVING DOCUMENT 

5.1. This Code of Conduct is intended to serve as a “living document”. It shall be revised so as to make it more responsive to changing circumstances, at the initiation of the signatory agencies and with their full agreement.


5.2. Upon coming into force, the Code shall be binding upon the agencies which will have actually signed it. At the same time, it shall remain open for signature by any other agency working directly or indirectly with the members of the CCSDPT.


VI. IMPLEMENTATION AND ADHERENCE


6.1. This Code of Conduct is signed for and on behalf of their respective agencies by the Heads of Agencies appearing below. By signing the Code, they hereby undertake:


6.1.1. That they have read, understood, and are in full agreement with the contents of the Code.


6.1.2. To disseminate the content and standards of the Code comprehensively within their respective agencies, and take all necessary steps to ensure implementation and adherence to the Code.


6.1.3. To create and develop an environment that prevents sexual abuse and exploitation, abuse of power, and corruption and promote adherence to the Code.


6.1.4. To prevail upon their respective staff, according to formats that they will develop accordingly, to personally sign the Code, thereby signifying their commitment to adhere to its provisions.


6.1.5. To disseminate the Code publicly and in the local languages understood by the staff and beneficiary communities.


6.1.6. To monitor the implementation of and adherence to the provisions of the Code within their respective agencies, and their staff. 


6.1.7. To ensure that in every reported breach of the Code, the necessary investigative, administrative and disciplinary measures are taken decisively in accordance with their organizational policies.


6.1.8. All agency personnel remain accountable to the individual policies and Codes of Conduct of their respective agencies at all times and in all circumstances. 
































































Annex B - Reporting Mechanism.doc
ANNEX B:  Sexual Abuse and Exploitation (SAE) Reporting Mechanism 

This reporting system diagram outlines the procedures to be followed when a report of sexual abuse or exploitation by a humanitarian worker is made.  The purpose of this system is to ensure consistent and effective inter-agency approaches to reports in order to provide a coordinated strategy for SAE response.


All complaints concerning possible violations of sexual abuse and exploitation should be taken seriously, whether or not they constitute illegal or prohibited acts in Thailand. Agencies must conduct thorough investigations when such concerns are raised about its staff.


Agencies want to encourage complaints of SAE to be reported in whichever manner beneficiary communities feel most comfortable and safe. Therefore, an initial complaint of sexual abuse and exploitation can be raised at any level and through any method; the report might come through an existing structure such as a CBO, or reported through the SGBV committees, through a complaints box, or the report might come directly to the agency concerned from the community member him/herself. The most important issue is for the complaints systems to be accessible to all. 


It is recommended that staff be designated at each site as the primary field based focal point(s) to be responsible for referring the report onto the Head of Agency for action and following up on referral support services which the victim might need. It is NOT the responsibility of the field based focal point to ascertain whether the complaint raised is true, rather, to report onward to the head of agency that a complaint has been made and ensure the immediate safety and protection needs of the victim are met immediately.


If a beneficiary does not feel confident approaching the agency concerned directly, the complaint can be raised with another agency for follow up. The focal point would then contact that agency’s Country Director with the SAE complaint.


The following features have been considered in the design of the complaints mechanism:


· Designated field based focal points should be trusted staff members whom the community would feel safe and confident approaching


· Multiple entry points for lodging complaints should be established, catering to the most at-risk populations, including methods that can be used by people who cannot read or write


· Clearly explained roles for the parties to the complaint so there are realistic and accurate expectations of those involved in the process


·  Clear information regarding disclosure of information and confidentiality about the complaint must be stressed to those involved


· Safe spaces should be provided for the victim, complainant, and witnesses who are affected by the complaint


· Procedures for making complaints by proxy (i.e. that allow one person to complain on behalf of another), as well as an option that allows people to make anonymous complaints


The key principles of the complaints mechanism include:


· Safety : The complaint mechanism takes into consideration potential risks to parties involved and consider ways to prevent injury or harm. This includes ensuring confidentiality, offering physical protection when possible and necessary, and addressing the possibility of retaliation against the victim and/ or witnesses.


· Confidentiality : Information is restricted to only those who need to know for the purpose of determining if a breach of the Code of Conduct has occurred and an investigation is necessary. Confidentiality is NOT the same as secrecy; information will need to be shared with authorized personnel in order to take appropriate action. Focal points cannot promise secrecy, however, ensuring confidentiality helps create an environment in which victims / witnesses are more willing to come forward to report SAE and recount their versions of events.


· Transparency : Members of the community know the complaints mechanism exists, have been consulted in its development, and possess sufficient information on how to access it and ensure it is adhered to. Information should be made available to community beneficiaries and partners, and know who in the organization is responsible for handling complaints and communicating outcomes.


· Accessibility : The complaints mechanism should be available to be used by as many people as possible from as many groups as possible. Communities should be informed how to complain, what will happen when they come forward to make a report, and be actively encouraged to make complaints when problems or concerns arise.


In some instances there will be a specific allegation. In other instances, beneficiaries will have experienced, heard or seen something less obvious and conclusive. These can be raised with the Focal Point. Vague stories or rumors might form part of a pattern of concern that would lead to an investigation and thus be taken seriously. 


It is recognized that complainants may not feel confident or comfortable talking to the designated person at the agency in question. In these instances, a beneficiary may report concerns through a variety of routes, including through a complaints box, through a community based organization, through the SGBV committee, or to another agency focal point. 


For a number of reasons, beneficiaries may want to make an anonymous complaint. The fact that a complaint is made anonymously does not automatically mean that it is less reliable or important than one in which the complainant identifies him/herself. Complaints boxes should be provided in each work site to facilitate this, and information shared with the communities about the purpose of the box, how often it is checked, by whom, and what action is taken as a result of a complaint being reported. 


Inter-agency cooperation


Organisations may handle SAE complaints that involve personnel from other agencies, whether as complainants, witnesses or victims themselves. This can create a number of issues for consideration:


· Complaints should be directed to the attention of the agency field based focal point for referral onto the Head of Agency


· As the first point of contact, the agency staff member receiving the initial report should ensure the victim is provided with necessary referral services. Once the agency concerned is notified of the report and begins to take action, responsibility for follow up and communication with the victim transitions to the concerned agency. 


· Agencies should work together collaboratively in order to maintain confidentiality and ensure the safety and welfare of the victim / complainant. 

· It is NOT the responsibility of the focal point receiving the complaint against another agency to ascertain whether or not the complaint is true by starting to investigate it. It is his/her responsibility to report the concern on via the process outlined herein, and follow up with the agency focal point involved to ensure appropriate action is being taken. 


HOW MIGHT A COMPLAINT BE MADE in the CAMPS?


· Complaints boxes (though more awareness raising needed on what they are, how often they are opened, by whom, etc.)


· Through various CBO structures: Camp committees, KWO or SGBV Committee, Section leaders


· COERR Community Service Workers


· Through religious leaders


· Through the student or youth groups (KSNG, KYO)


· In the dormitories by the care takers


· Teachers and others involved in education services


· For the disabled populations, through Handicap International’s Social workers


· Community health workers


· Refugee security committee


· Camp Justice system


· Direct to the agency concerned


· Through another agency


· Through the Legal Assistance Centres (LAC)


Reports then follow the proposed complaints mechanism structure: 



[image: image1]


When notifying UNHCR and camp leader, confidentiality of both the victim and the subject of complaint must be ensured. Specific details of the case do not need to be divulged; rather both parties should be notified that a report has been raised, the agency is looking into the case, and action is being taken.


The investigation of complaints shall be conducted with particular care given to ensuring confidentiality, safety, impartiality, thoroughness, timeliness, and accuracy. It is the responsibility of the agency concerned to do all in its power to protect the victim and witnesses and to promote their safety and well being. All individuals concerned, including the subject of the complaint (the alleged perpetrator) should be treated with respect and dignity throughout the process and kept informed of the progress. Irrespective of the nature of the complaint, agencies have a duty of care to the subject of complaint throughout the reporting and investigation process. Protection and support issues must be considered and addressed to ensure the safety and security of staff.

REFERRAL SUPPORT SERVICES   


Urgent medical assistance, counseling and additional protective measures for the survivor must be made immediately available, through the already established referral systems which exist. For instance, where applicable, support services coordinated by the SGBV committees or KWO should be utilized to provide for the immediate needs of the survivor. The physical and psychological well being of the survivor must be a primary concern throughout this process, and field based focal points will be responsible to ensure such services are provided by referring to the sector agencies as appropriate.


Complaint channeled through any of the above







Agency PSAE field based staff completes Incident Report Form, follows up with survivor for referral support services 







Complaint is breach of CoC







Complaint is not breach of CoC







Formal investigation initiated and investigation team appointed







Complaint can’t be substantiated, victim informed of outcome







Complaint proven, investigation report, disciplinary action







Final report made, action taken and decision communicated to all involved, prevention measures reviewed and strengthened







Camp leader & UNHCR informed







SGBV Committee 







Report forwarded to Head of Agency, report analysed 







Agency staff







Field focal point informed, follow up with victim







Field focal point informed, follow up with victim
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ANNEX D: Referral and Support Services


The following agencies have been identified as the first points of contact for the provision of support services to survivors of sexual abuse and exploitation:


Mae La

· Health:
AMI/ SMRU/MSF/PPAT

· Psychosocial:
AMI / KWO/ SGBV/ COERR (CSW)/HI

· Child protection: COERR /CPCs / UNHCR/SGBV/KWO

· Legal:

LAC /UNHCR/ Camp justice/MOI/RTG

· Material assistance: COERR (CSW) ( TBBC/Camp Committee/Section Leaders/ KWO

· Security:
UNHCR / Safe houses / KWO / MOI camp security


Umphiem Mae

· Health:
AMI/ ARC/PPAT 

· Psychosocial:AMI/ ARC/ KWO/ SGBV/ COERR

· Child protection: COERR/ CPCs/ UNHC/SGBV/KWO

· Legal:
UNHCR/Camp Justice/MOI/RTG

· Material assistance: TBBC / COERR/ ARC/  KWO

· Security:
UNHCR / Safe houses / KWO / MOI camp security

Nupo 

· Health:
AMI/ ARC

· Psychosocial: AMI/ ARC/ KWO/ SGBV/ COERR

· Child protection: COERR/ CPCs/ UNHC/SGBV/KWO

· Legal:
UNHCR/Camp Justice/MOI/RTG

· Material assistance: TBBC / COERR/ ARC/  KWO

· Security:
UNHCR / Safe houses / KWO / MOI camp security

Mae Sariang


· Food / shelter: TBBC (both camps)             


· Safe houses: KWO (both camps) 


· Medical:  Malteser International 


· Physical rehabilitation: Handicap International


· Psycho-social support: KWO / COERR  / SGBV Committees / DARE 


· Child Protection :  ARC/KYO/COERR/KWO/SGBV Committees

· Legal:  UNHCR/KWO/KRC (camp justice committees)

· GBV :   SGBV Committees / KWO / DARE

· Additional security: 


· Camp security can provide added security in camp where perpetrator poses a danger to survivor or others. 


· UNHCR and ARC can provide added security and support for survivors in cases where removal from camp is necessary. 


Tham Hin

· Health:
IRC

· Psychosocial:
KWO, COERR

· Child protection: COERR / UNHCR / Child Protection Committees 

· Legal:

UNHCR/Camp Justice 

· Food / shelter: TBBC

· Security:
UNHCR / Safe houses / MOI camp security


Ban Don Yang

· Health:
ARC

· Psychosocial:
ARC/ KWO/ SGBV/ COERR

· Child protection: COERR/ CPCs/ UNHCR

· Legal:

UNHCR/Camp Justice

· Material assistance: TBBC / KWO

· Security:
UNHCR / Safe houses /MOI camp security


Mae Hong Son Sites 1 & 2


· Health:
IRC / KnHD/ RCT


· Psychosocial:
 KnWO, WCC, IRC GBV  WCC, RCT

· Child protection: COERR / UNHCR / CPCs

· Legal:

IRC LAC/ UNHCR / Camp Justice Committees

· Food / shelter: TBBC

· Security:
UNHCR / KnWO Safe houses / KnRC / MOI camp security

Please note that for Mae Hong Son Site 1 and Site 2, reports of PSAE should be referred to WCC, KnWO or RCT when reports are received inside camp. Reports made outside camp can be referred to IRC GBV. Please also note that there is no WCC in Site 2 so referrals requiring safe house protection should be referred to the KnWO safe house. 

NOTE: In some instances, the alleged act of sexual exploitation and abuse might also constitute a crime.  In such cases, the Focal Point should ask the complainant if they would like assistance in reporting the allegation to the appropriate local authorities.  Complainants should not be pressured into doing so but assisted if they so wish.  The role of the Focal Point is not to represent the complainant with the local authorities but to help the complainant access the local authorities.
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Section 1 
Introduction


1.1
This Guide


This document provides detailed guidance on how to provide safe, accessible and effective channels for stakeholders, especially beneficiaries, to exercise their right to raise complaints and receive a response, whether from our programmes or our head offices in Ireland and the UK. 


Many of our country programmes have started to set up Complaints and Response Mechanisms (CRMs) and we have gathered good practice and tools on CRMs from our own programmes and from other agencies. The Humanitarian Accountability Partnership (HAP) has also made a lot material available to all of its members, and their website is an important source of information on new tools and case studies.
 


Links to tools and supporting material can be found throughout this Guide and can be opened by holding down the Ctrl button and clicking your cursor on them
. 

This Guide will need to be regularly reviewed and amended based on lessons learned from its use, and from the experience of other organisations. We welcome your feedback on its application. Please submit it to Lydia Geirsdottir at lydia.geirsdottir@concern.net and Toíreas Ní Bhríain at toireas.nibhriain@concern.net.

1.2 
Complaints and Response Mechanism as part of Concern accountability commitments 

Our Policy Statement clearly asserts that we wish to achieve impact through ‘the empowerment of the people and groups with whom we work’. Our 2005 Governance Framework, and Strategic Plan 2011-2015 commit us to being accountable to beneficiaries.
 As part of this commitment, we joined HAP
 in 2007. Being a member of HAP commits us to meeting the HAP Standard Principles and to being held accountable according to the requirements of the HAP Standard.

The HAP Standard was originally developed for application in humanitarian relief programmes, the scope of the 2010 edition which we are now following has been expanded and the HAP Standard can now also be applied to other aspects of our work, including development and advocacy. 

The six HAP benchmarks define the requirements we need to meet to prove our commitment to being accountable. The benchmarks are all interlinked and a number of them refer to what we wish to achieve with implementing CRMs in our programmes:

- Benchmark 5, Handling complaints specifically states and elaborates on CRMs; “The organisation enables the people it aims to assist and other stakeholders to raise complaints and receive a response through an effective, accessible and safe process”

- Benchmark 2 states that staff competency is crucial for successfully achieving all other benchmarks; “The organisation ensures that staff have competencies that enable them to meet the organisation’s commitments”.


- Benchmark 3 states that sharing information is a fundamental cornerstone for an effective CRM; “The organisation ensures that the people it aims to assist and other stakeholders have access to timely, relevant and clear information about the organisation and its activity”,

- Benchmark 6, Learning and continual improvement relates to what we hope to achieve as a result of having a good CRM in place; “The organisation learns from experience to continually improve its performance”. 

As stated in our global Accountability Commitments
 a key objective for the organisation is to be accountable to all of our stakeholders - our target communities and the wider poor communities in which they live, to our local partners, our staff and the general public. Providing the people we seek to assist with the opportunity to complain and raise concerns about the quality of our work and to ensure that appropriate action is taken and that a response is given to any complainant are essential parts of being accountable. The fact that the people we seek to assist can hold us to account will improve the quality of our programmes and result in greater impact.

1.3
Key references


This Guide builds on two key documents:


· World Vision Food Programme Management Group (2009) Complaint and Response Mechanism A Resource Guide http://www.hcinternational.org/tusaidie.org/assets/Food%20Resource%20Guide.pdf

· Danish Refugee Council (2008) Complaints Mechanism Handbook http://www.drc.dk/about-drc/publications/manuals/

In addition there are some key references that can assist you to understand the concepts behind CRMs and how to implement them:


-HAP (2008) Guide to the HAP Standard: http://www.hapinternational.org/ 


English version: http://www.hapinternational.org/projects/publications.aspx

French version of the tools only: http://www.hapinternational.org/pool/files/traduction-outils.pdf

-Emergency Capacity Building Project (2007) Impact measurement and accountability in emergencies: The Good Enough Guide: 

English version: http://www.ecbproject.org/home

French version: http://www.ecbproject.org/Pool/good-enough-guide-book-fr.pdf

Section 2
Rationale, Purpose and Scope of Complaints and Response Mechanisms


2.1
What is a CRM? 

A CRM can be defined “a simple procedure and mechanism that gives users access to safe means of voicing complaints on areas relevant and within the control of the agency.” 


Concern has included the word ‘response’ to highlight the importance not only of receiving complaints, but also of responding to them. 

In our programmes we often receive opinions, suggestions and also concerns, and we sometimes provide feedback on these, but a formalised mechanism for handling complaints is a new concept for Concern. While we can decide to adopt, challenge or disregard suggestions and opinions as we deem appropriate, we cannot do so with a complaint. “A complaint contains a specific grievance of a stakeholder who believes that an agency has failed to meet a stated commitment.”
 While responding to feedback may be optional, a complaint requires an answer.

In its simplest form, a CRM includes the following steps:

1. Ensure the support of the team and management to set up a CRM


2. Review what systems you already have in place


3. Find out how the community would like to complain and give feedback


4. Develop a CRM with detailed procedures


5. Provide the resources and support required for the CRM to work


6. Receive and respond to complaints


7. Learn and evolve your programme

[image: image2.emf]

Although the outline of the process is inherently simple, there are a number of complexities and challenges we face once we start to unpack the issues and establish our procedures. The remainder of this guide will elaborate on how we go about these steps.

2.2 
Why is it important to have a CRM?


Many private organisations have been using CRMs for years. More and more humanitarian and development organisations are introducing email, help lines, whistle-blower policies, and suggestions boxes to help identify weaknesses or wrongdoing in the service they provide and to show the organisation’s commitment to recognising and addressing any shortcomings.


Concern has a number of formal mechanisms to raise complaints on specific issues, e.g. our Anti-Fraud and Whistleblowing policy, bullying and harassment procedures, and staff grievance procedures, but none of these has been developed for programme beneficiaries.


We recognise that our programmes, decisions and actions may have unintended negative effects on communities, and we are committed to addressing and preventing such instances. A CRM is about identifying these negative effects so that they can be resolved to improve the effectiveness of our programmes, and reduce risk by discouraging corruption, abuse and any wrong doing.


Complaints should be viewed as helpful information rather than failures. The underlying objective of a CRM is to improve programme impact and quality, increase accountability, and improve the relationship with beneficiaries, the community in which we work, and our partner organisations. 

A CRM dignifies and empowers beneficiaries as we hold ourselves responsible to the promises made and the services provided to them through our work. It also enables beneficiaries to report inappropriate behaviour and to access additional protection through the deterrent effect of having a CRM.

A CRM will also protect the subject of a complaint
, and anybody involved in the complaint, as clear procedures are more likely to result in fair and impartial investigations.  


		Concern Nepal CRM


Why do Concern and its partners need a Complaints Response Mechanism?


A complaints mechanism should serve both the needs of the target communities as well as Concern and its partner organisations:


· Complaints mechanisms are a valuable source of information to improve our work and behaviour.


· It can help us improve our service delivery in the community as well as ensure that we are responsive to the needs of community members.


· It can support the identification of the voices of unheard people.


· It can help identify causes of vulnerability and support policy formulation that is based on input from the beneficiaries.


· It is a tool that empowers and builds pride and ownership of the project in the community.  


· It can help us have confidence in our staff and their behaviour because of the checks and balances implicit in it.


· It can help us to prevent and respond to fraud, corruption, exploitation and abuse.

· It can provide early warning on things that may be going wrong.





We should regard addressing complaints as a positive process and an opportunity to learn and to improve our work.


There are a number of ways in which a CRM help field staff. It can:


- 
identify issues at field level that field staff are able to fix themselves at once, demonstrating a commitment to improving the quality of the programme

- 
document serious issues that staff can use to get the support from management to address

- 
improve targeting and programme implementation, which will improve the effectiveness of the programme and its impact

- 
gain a better relationship with community members and increase their trust in the organisation. The better our relationship is with the community, the more likely it will be that our programmes are designed and implemented in a way that meets their needs

- 
enhance our security by identifying if a programme is having an unintended negative impact on or harming people. A CRM may help us find out about it in a timely manner and allow us to make sure that changes are made

2.3
Definition of complaint


A complaint is any expression of dissatisfaction with a service, action or behaviour – or the failure to deliver on any of these - on the part of Concern or its partners.


A person who makes a complaint expects a reply and would like action to be taken.

		Concern India CRM


A complaint is a grievance made when a programme participant believes that Concern/partners have failed to meet a commitment. That commitment can be related to a programme plan, beneficiary selection criteria, an activity schedule, technical performance, the quantity and/or quality of goods and services provided, a legal requirement, or staff/partner misconduct.


Concern Nepal CRM


A complaint is a grievance made against Concern and/or its partners where we have fallen short of achieving our commitments. These commitments are related to such areas as our activities, our use of resource, our vision and values, our Code of Conduct and Concern Programme Participant Protection Policy.





Although the use of the term ‘complaint’ may be seen as problematic because of its negative connotation that something has gone wrong, we need to keep in mind that what we want is a formal procedure that allows an individual to alert the organisation about what is not working well in what we do, about situations that need to be followed up thoroughly and investigated if necessary, and that ensures that a response is given in a specified timeframe. 


Should your community prefer a different name for the mechanism you can adapt to that so long as staff, partners, and all intended users clearly understand that it is a mechanism aimed at receiving dissatisfactions.  

2.4 
Differences between a complaint and feedback


Although we want to solicit both feedback and complaints, we believe it is important to distinguish between the two. The usual process of getting feedback from beneficiaries and community members is through monitoring and evaluations and the regular interaction between Concern, partner staff and beneficiaries. Feedback is without doubt a critical part of our regular interaction with beneficiaries, but the process does not follow the key elements of a CRM: safety, confidentiality, transparency and accessibility.

		Feedback


· Is generally less specific

· Can be both positive and negative

· Is generally for minor issues that can be easily addressed

· Can be given formally or informally

· Does not necessarily involve a formalised procedure of processing the information


· Does not necessarily require a response

		Complaint 


· Usually about more serious issues, when things have gone wrong and when the person making the complaint wants a change to occur 


· Requires a response – either a management response or individual redress


· Is usually made through a formal system 


· Seeks to provide an opportunity to address a concrete matter and to have it processed objectively on the basis of a standard set of rules





2.5
Complaints about what? 


It is extremely important to clarify the scope of the CRM, particularly what people can complain about, and to inform people about the limitations in this. There should be limits to the type of complaints accepted. 


A valid complaint is one about actions for which Concern and/or its partners are responsible and must be both relevant to and within the control of Concern and/or the partner organisation. Both Concern and our partners should be held accountable for the promises and the commitments we make, what we do, and how we do it. 


Clarifying what are valid complaints is crucial to avoiding overloading the CRM with issues we have no power over, and to avoiding frustrating beneficiaries. It will also avoid people wasting their time in complaining about issues beyond our control. 

We can respond to a complaint about:


· Our programme decisions such as targeting of the goods/service and beneficiary selection criteria


· Quality and quantity of the goods/services provided by Concern or our partners


· Appropriateness of the goods/service received from Concern or our partners 


· Behaviour of our staff, partner staff, or anyone associated with our programmes


· Misuse of Concern’s funds


An invalid complaint will be about something which is out of our control. It still needs to be responded to with a simple and short standard written response for all categories of invalid complaints. The letter will explain why these complaints are considered invalid and why we cannot respond to them. 

Concern cannot respond to a complaint about:


· Other organisations working in the area

· Issues not related to our programmes

· Local or national government, local authorities, etc.

· Internal matters of the community such as fights between community members, marital disputes, fights between communities, etc.

· Individual request for support outside of our program activities, such as cash requests or money to build a house while we are implementing an Education program, batteries for a radio etc.

Standard response letter to invalid complaints 

		Concern Pakistan CRM

The programme participants and the communities with whom we are working can complain about all Concern programme issues: beneficiary selection criteria; quality of supplies or services; Concern or its partner staff behaviour and conduct; any contractor or supplier or their employees having direct access to community.


Staff members can complain about their colleagues’ attitude/conduct towards them, the community or towards other staff or partner staff. 


Concern CRM will not be able to process complaints against all other I/NGOs or Government departments that are not working on Concern projects, but will assist the complainant in safe referral to the concerned authorities if required. 


Concern will also not be able to process complaints which are under investigation by law enforcing agencies or matters under litigation/court trial.





		Working with government officials


When working in partnership with government officials, we have to clearly explain to beneficiaries and communities what Concern has control over, e.g. Concern and partner staff behaviour, the quality of Concern work, etc. - and what we cannot control, e.g. the behaviour of government officials such as teachers, nurses, doctors. As we often work in partnership with government officials, we share with them the responsibility of the programme and we have the responsibility to respond to any misbehaviour within our programmes, but we do not have the control over them. In case we receive a complaint against a government official, we have to refer the complaint to their management in a safe manner and do our best to ensure that they follow up on the case and provide the complainant with a response within a reasonable timeframe.








Mapping complaints 


2.6
Sensitive and non-sensitive complaints


Valid complaints can be divided into two main types: sensitive and non-sensitive.

Non-sensitive complaints concern the implementation of activities or programme decisions or a position taken by Concern or its partner organisations. 

Non-sensitive complaints include:

· Beneficiary selection criteria (although in some contexts this may become a security risk and therefore becoming a sensitive complaint)


· Quality and/or quantity of supplies and services provided by Concern or its partners

· Lack of adequate information

· Inefficient service delivery mechanisms


· Level of partner and/or Concern presence in the community


· Community involvement in Concern decision making processes 

Sensitive complaints are those whose nature entails a risk to the person/s involved and/or to the organisation, its staff, assets, or partners, or one that could entail a threat to the wellbeing of beneficiaries. 


Therefore, sensitive complaints have the highest priority and require immediate action. 


Sensitive complaints include: 


· Fraud and corruption - i.e. any breach of our Anti-Fraud and Whistleblowing policy

· Harassment, exploitation or abuse, or any gross misconduct or malpractice by Concern or partner staff or any individual associated with our programme as per the P4 and the Concern Code of Conduct


· Issues related to any type of abuse of power by Concern or partner staff or any individual associated with our programme


· Breach of confidentiality


· Discrimination


· Political interference in our programmes


· Any actions which would be considered a criminal matter in the country where it takes place or the country of nationality of the alleged perpetrator

All complaints, whether sensitive or non-sensitive, should be handled in a confidential manner. However, when dealing with sensitive complaints, we need to take into account specific requirements and any real or potential risks to all parties involved. Sensitive complaints must to be treated with the utmost confidentiality and will often require a more detailed investigation. In some cases it may be necessary to disclose the information to third parties. This will have to be decided on a case-by-case basis and, as far as possible, with the agreement of the complainant. See Section 3.2 Confidentiality.

		Sensitive and non-sensitive complaints will be dealt with in a different way in terms of:

· timing

· confidentiality

· senior management involvement

· potential involvement of RD and HR Dublin

The CRM is ONE mechanism but

with two different ways of dealing with

the various types of complaints





2.7 Who can complain?

A complaint can be made by:

· beneficiaries of programmes delivered by Concern or its partners


· non-beneficiaries within the area where Concern or its partners work


· Concern staff


· partner staff 


· other stakeholders affected by our work, including local leaders, government representatives, representatives of other organisations, etc.

· suppliers


· any member of the public 

Complaints by Concern staff not related to programme issues and more related to internal office matters should be raised with the line manager or using the existing HR Staff grievance procedures, the standard route to formally reporting complaints relating to themselves, their work or their terms and conditions of employment and working conditions. Details on these can be found in the Employee Handbook. 

Staff should be given the option to use an internal CRM process to raise issues of a sensitive nature such as bullying and harassment or concerns related to the P4, i.e. abusive behaviour towards beneficiaries or other programme participants. 

However, they should not be prevented from using the beneficiaries’ CRM process if they so wish. We are aiming to have a CRM that works for as many people as possible and the most important thing is that complaints about our work reach us, no matter from which source or through which channel. The complainants should be free to choose the channels most appropriate to them. 


For reporting suspected fraud staff, partners and suppliers are recommended to follow the reporting mechanism as per Concern Anti-Fraud and Whistle-blower Policy.


A complaints mechanism for supplier and service providers should already be established in all programmes, the Concern Suppliers’ Complaints Procedure 2010, and the ACDS or CD should be given responsibility for dealing with any complaints that arise. However, suppliers may choose to raise their complaints through the CRM set up for beneficiaries and we should not prevent them from doing so. 

2.8
Dealing with suspicions and concerns

Staff should be encouraged to report concerns arising from rumours and gossip as well as more specific complaints as the former may cumulatively enable an investigation to be initiated. Concerns about exploitation and abuse may be specific or more general. More general concerns refer to patterns of behaviour that are non-specific but which might indicate that misbehaviour has occurred. Sometimes they will be based purely on rumour but these too should be taken seriously.


As the P4 states; “I will bring to the attention of the relevant manager or the Human Resources manager within Concern any potential incident, abuse or concern that I witness, I am made aware of, or suspect which appears to break the standards contained in this Code.”
   

Also in our Anti-Fraud and Whistle-blower Policy we state; “Any suspicions of fraud will be taken seriously by Concern. Concern expects its managers to deal firmly and quickly with any reports of suspected fraud.”


		Remember


It is not the responsibility of the complainant to determine whether or not the complaint is true, or to look for evidence before reporting a situation. However, should a complaint be simply malicious, disciplinary action will be taken.

It is the responsibility of all staff is to report any known or suspected cases of inappropriate behaviour. 





2.9
Dealing with anonymous complaints

Anonymous complaints are complaints in which the identity of the victim and/or the complainant is unknown.


While we discourage anonymous complaints, there are cases where complaints about wrongdoing are delivered anonymously due to concern over possible reprisals. It is therefore important to treat anonymous complaints seriously because of the potential for abuse or harm, and because of our responsibility to create a safe and abuse-free environment and protect the well-being of our employees. For this reason, the CRM process should accommodate the receipt of and response to anonymous complaints, taking into consideration the limitations that such complaints may present.

It may be possible to follow up on anonymous complaints if there is sufficient background information and/or good leads to people who can give testimony about the allegation. However, if a person wishes to lodge a complaint but does not provide identifying details, if possible to contact, s/he should be informed that:


· Concern does not victimise a person who makes a complaint


· an anonymous complaint will not be formalised or considered official


· without sufficient details about the complaint it will be difficult for us to properly investigate it

· the complaint may be forwarded to the manager responsible for the area where the complaint is directed


· no feedback can be provided to the complainant

As per our Anti-fraud and Whistle-blower Policy, allegations expressed anonymously will be considered at the discretion of Concern. In exercising this discretion, the factors to be taken into account will include the:


a) seriousness of the issues raised


b) credibility of the allegations and the supporting facts


c) likelihood of confirming the allegation from attributable sources


		Tips for managing anonymous complaints


· Try to get adequate contact details so that complainants can be advised of the outcome


· Obtain sufficient information, including documents, to allow you to investigate


· In case complainants have provided their names but require confidentiality, do not use the complainants’ names in any documentation or in your database, but replace them with numbers





2.10
Non-retaliation and non-victimisation

Complainants have the right to raise their concerns and complaints without fear of retaliation or victimisation. 


“Concern recognises that the decision to report a suspicion can be a difficult one to make, not least because of the fear of reprisal from those responsible for the malpractice. Concern in accordance with its HR Policies will not tolerate harassment or victimisation and will take all practical steps to protect those who raise an issue in good faith.”


“People reporting possible violations and/or involved in investigations – including the subject of the complaint - will be protected against any form of intimidation, threats, reprisal or retaliation resulting from the alleged incident. If any member of staff is found intimidating or retaliating against a person making a complaint or assisting in an investigation, disciplinary action - up to and including dismissal - will be imposed.”


See Section 3.1 Safety

2.11
Dealing with untrue allegations


If an allegation is made in good faith, but it is not confirmed by an investigation, we must guarantee that no action will be taken against the complainant and that we will not victimise him/her. It should be noted that just because a complaint is found to be unsubstantiated or untrue, does not mean that the complaint was malicious.


The Concern Code of Conduct demands that staff must report “any potential incident, abuse or concern that I witness, I am made aware of, or suspect which appears to break the standards contained in this Code.” So long as a complaint has been made in good faith, there will not be any recrimination against the complainant. If, however, investigation findings prove that allegation or complaint was made maliciously or in bad faith, disciplinary action will be considered against any Concern staff member making such an allegation.
 

2.12
When will Concern not respond to a complaint? 

No complaint should be ignored and we should treat everyone who makes a complaint with courtesy and respect. In return, we expect complainants to raise their complaints fairly and appropriately. In cases where complainants harass staff, behave abusively or unreasonably pursue complaining, we reserve the right to suspend or stop the investigation. A decision about what constitutes a persistent, habitual or offensive complaint should be taken by the CD, unless the complaint is about the CD, in which case it should be taken by the RD.


The CD/RD should inform the complainant about the decision and the reasons for it. 

2.13
Complaint made by a third party 


Good practice suggests that we should accept complaints from a third party on behalf of another person if we can verify that s/he is genuinely acting on behalf of the affected person. In the event of a sensitive complaint, the alleged victim may not dare to complain directly or may not want to provide testimony for fear of potential abuse or harm. 

Ultimately, it will be the management - and the investigation team if an investigation is necessary - that will determine how to proceed considering the wishes of the alleged victim, the risks for the organisation and the people involved in the case, the local law, and the ability to reach a conclusion on the information available.

2.14
Who is responsible for setting up a CRM?


CDs and senior managers have the responsibility to ensure that a clear, safe and accessible CRM is established in each programme area so that all programme participants know where to go and what to do if they wish to make a complaint about our programme or behaviour.  

As per the P4, CDs are responsible for ensuring that a CRM is developed and clarified to all programme participants as part of the following measures to reduce the potential for abuse:


ACDs and programme managers are primarily responsible for designing, implementing and monitoring the CRM within their programme and for encouraging and supporting partner organisations’ implementation of CRMs for beneficiaries. They need to ensure that adequate training, support and resources are available to Concern staff for them to effectively implement the CRM.

All staff have the responsibility to constantly remind beneficiaries, community members and other stakeholders of the existence of the CRM and that Concern is available to receive complaints at any time. All staff – junior and senior - should contribute to monitoring by having regular interaction with beneficiaries and partners and consulting them on the way our programme is implemented. 

2.15
When to set up a CRM?


A plan to set up a CRM should be part of the programme from the early planning and implementation stage. Setting it up as early as possible in the life of a programme improves the relationship with the local community by building trust between them and the organisation.

HAP recommends setting up such mechanisms within the first 90 days of the beginning of the programme. Existing programmes that have been set up without a CRM will still have to set it up, even if at a later stage than stipulated by HAP.

Emergency accountability checklist – HAP





2.16
Cost of setting up a CRM


A CRM is required to ensure accountability. No matter the size and the type of CRM, it will cost money and time, and resources should be allocated in the programme budgets and proposals. The process of designing and implementing a CRM requires investment in staff training, awareness raising, and other activities such as consulting with the communities, receiving complaints, and referring and responding to them. However, investing in the quality of the CRM is the best way to reduce further operational costs.


It is difficult to quantify the cost of each complaint based on the resources and time required per complaint. The table below provides some ideas of activities and material involved in setting up and managing a CRM, and the cost implications of these. Some of these activities (indicated with*) may be integrated into existing ones without requiring additional costs.

		Activity 

		Cost implications



		Initial CRM workshop for staff and partners

		Transport


Venue and refreshments


Training material



		Community consultation *

		Transport 



		Complaints box

		Material: wood or iron (better in iron)

Lock/s


Manpower to build it


Note pad and pen (to be attached to the box)


Envelopes



		Complaints phone number

		Mobile phone + charger

Sim card with dedicated number


Communication costs

Time of someone to record complaints



		Keep record of complaints received

		Complaints register

Production of different type of forms

Folders


Lockable filing cabinet



		Selection of community complaints committee(s) and/or community representatives*

		Transport






		Adapt and disseminate information to beneficiaries and communities

		Translation into local language(s)

Notice boards


Radio adverts


Hiring theatre group


Producing leaflets/posters/drawings


Printing costs



		Train community complaints committee(s) and/or community representatives

		Transport


Venue and refreshments


Training material



		Train staff and partners on the CRM

		Transport


Venue and refreshments


Training material



		Conduct a review of the CRM with communities and other stakeholders 

		Transport



		Investigations if required

		Training of investigators

Identification of external investigators

Resources for them to conduct the investigations


Central budget 



		Potential support visit from advisor from HQ

		





There is obviously a time factor to be considered for staff responsible for handling complaints in addition to their regular duties. Failure to think this through carefully will compromise our duty to respond to complaints in a timely manner and jeopardize the confidence in the CRM. 


In terms of staff time dedicated to setting up and managing a CRM, the experience indicates that approximately 10% of the time of the senior manager leading the process and probably 20% of the time of the staff receiving, recording and forwarding the complaints (complaints focal person or complaints committee) should be dedicated to this process.

Experience shows that we should be prepared to allocate more resources at the beginning of the CRM implementation process to avoid being stuck in the bottle neck of suddenly having a lot of complaints to respond to at the beginning of the pilot (although this is not always the case). Delays in responding to complaints will damage the pilot. 

Resolving complaints efficiently at an early stage is an effective way of managing limited resources. The cost of handling complaints generally increases steeply as complaints proceed to a higher level within the organisation.


Concern DRC has decided to create an accountability internship for six months to work with the ACD P to integrate and apply accountability to Concern DRC work, with a specific focus on CRM.


Accountability internship job description - Concern DRC




 HYPERLINK "Accountability%20officer%20JD%20Ox%20GB.doc" 

Accountability officer job description – Oxfam GB





Many donors are committed to strengthening accountability, and some of them have guidelines and funding criteria for such purposes: Danida (Demark), ECHO, Irish Aid, Sida (Sweden), AusAID (Australia), OFDA and DFID (UK). Proposals should include a section on how the accountability mechanisms will work in our programmes and include a budget line for accountability and programme quality.


Ideas for accountability resource allocations for all benchmarks - HAP






Section 3 
Principles of a CRM 

The design of a CRM requires careful planning and should not be rushed. Procedures for handling complaints should be as simple as possible but need to follow certain criteria for the CRM to be effective. 

The following principles are based on the HAP principles of a complaint mechanism.


3.1
Safety


Complaints about sensitive issues can put people in danger and deter them from voicing concerns. A safe CRM must consider potential risks and dangers for all those involved in the case, including Concern and partner staff, and should include measures to prevent harm coming to them such as: ensuring confidentiality, offering physical protection if necessary and when possible, and addressing the possibility of retaliation against those wishing to raise a concern or stand as witnesses in relation to it. See Section 2.10 Non-retaliation and non-victimisation.

3.2
Confidentiality


Confidentiality is a principle that restricts access to and dissemination of information. It helps to create an environment in which people are more likely to raise concerns, complaints or stand in witness to bad practice or incidents of abuse. People might not raise concerns if they fear reprisals. 

Confidentiality assures that information is shared on a strict need-to-know basis with a limited number of specified people for the purpose of taking action. Procedures should be developed to ensure reasonable confidentiality of all relevant records and documents, no matter how the complaint is made. This offers an element of protection and security to the complainant. It is important that the complainant is made aware of this from the very beginning of the process. 

A confidential mechanism for lodging complaints must be available to beneficiaries irrespective of their sex, age, physical ability, language, level of literacy, ethnicity or any background characteristic or factor that may prevent or discourage them from making a complaint.


“All information related to the case will be held in the strictest confidence. It will be disclosed only on a need-to-know basis in order to resolve the matter… All concerns about breaches of these standards of behaviour by Concern staff or other programme participants must be handled with the utmost confidentiality, recorded and the record held in a secure location with the Country Director or the Human Resources Directorate.”


“Concern will endeavour to protect an individual’s identity when he or she raises an issue and does not want their name to be disclosed. It should be understood, however, that an investigation of any malpractice may need to identify the source of the information and a statement by the individual may be required as part of the evidence.”


3.3
Transparency


Having a transparent CRM will allow beneficiaries and other users to ensure that the process is adhered to, and will eventually encourage people to use it.


The first step in ensuring a transparent CRM is to inform beneficiaries about their right to complain and what they can complain about. 


The procedures to receive and process complaints should be clear and transparent, i.e. all relevant stakeholders should know:


· the purpose and the limitations of the CRM


· what constitutes a complaint 


· who can raise a complaint


· methods for raising complaints


· the handling and response mechanism, i.e. what happens  after a complaint is made, who is responsible for handling the complaint and communicating the response (this has to be clear especially when working with partners), the timeframe for getting a response, and what they could do in case they are not satisfied with the response to their complaint (the appeal process)


· what steps Concern will take to ensure confidentiality


A transparent CRM for beneficiaries is a mechanism developed with the participation of beneficiaries. See Sections 4.6 and 4.11.

3.4
Accessibility


A CRM must be accessible to as many people from as many groups as possible in all of the locations in which we work. If the mechanism is designed together with beneficiaries, they will have decided the most appropriate way to set up a CRM that works for as many of them as possible.  The same applies for setting up CRMs for partners.

		Remember


What might work for members of a community in a specific location will not automatically work for other communities in other locations.

What might work for men in a community will not automatically work for women in the same community.

The mechanism must be designed to work for all age groups, including younger and older members of the community.

What might work for partner staff in an urban head office will not work in the same way for partner staff in a remote location with limited communications.

A CRM has to be developed together with the intended users.
 

The most appropriate mechanism for each situation must be agreed with the community. 


Gender roles need to be taken into consideration for the CRM to be accessible to all.





To ensure the accessibility of the CRM, the procedure will have to answer the following questions:


· How will beneficiaries/partners in remote locations be able to make complaints? Consideration should be given to issues such as distance, travel costs, etc.

· How will illiterate people access the mechanism?


· Can complaints be made verbally?


· Is it possible to make a complaint on behalf of somebody else (due to illiteracy, fear of retaliation, inability to travel, etc.)? See Section 2.13

· How will the most vulnerable and the marginalised within the community be informed about the CRM and access it? Consideration should be given to issues such as age, sex, religion, disability, etc.


· Is the mechanism physically accessible to all? 


· Is the mechanism sensitive to traditional cultural issues? 


· How much does it cost for a community member or the whole community to make a complaint? Money for phone calls, money for means of transport, time spent way from other duties, etc. How can we offer support to complainants?

For a CRM to be accessible to as many people as possible it must be adequately communicated to all in the most appropriate way. See Section 4.11.

Section 4 
Designing and implementing a CRM for beneficiaries 

A CRM can be simple, but it needs to be planned carefully. Designing and implementing a CRM involves a process of several steps. Following is an explanation of how to carry out each potential step and a list of tools to help you to implement them. 

		Five key lessons to consider before setting up a CRM


1. As with any new system, having an effective CRM will only be possible with the support of senior management and the understanding of staff and partners that a CRM is about programme quality not about making staff looking bad or controlling them.


2. A poorly implemented CRM can be worse than no CRM at all. It can result in distrust and further disempowering the communities. Make sure you take the time to plan and prepare to set up the CRM.

3. Not even the best CRM will guarantee that we will receive all of the possible complaints, particularly the sensitive ones, but we need to receive as many complaints as possible to ensure protection and quality programming. A CRM gives beneficiaries the opportunity to provide negative feedback and complain about what we do and the behaviour of anybody associated with our programmes. Beneficiaries are not obliged to use our CRM but, if they do not, we should try to determine why. Community members need to trust us in order to use the mechanism. It is important to keep encouraging staff to informally discuss the programme with community members.


4. A CRM is only one aspect of accountability. A CRM alone will not make our programmes accountable to beneficiaries. Information sharing and participation are strongly interlinked with CRMs. Unless accurate information is shared and understood by community members, a CRM will not be effective. Equally, participation of community members in setting up the CRM is essential so that they feel that the CRM is for them.

5. Temper your ambition and set a realistic pace. Start small with a pilot CRM and once you see that it works, scale it up gradually. It is recommended to pilot a CRM for at least six months before reviewing it and scaling it up to other programme areas.





4.1
Ensure management and team understanding and support 

Implementing anything new is much easier with management and team support. This is also the case for CRMs as they deal with sensitive organisational problems. A cultural shift may be required so that we start seeing complaints as helpful information and a tool to improve our work, rather than avoiding them and seeing them as a failure.

The CD should ensure that all staff are familiar with the principles underpinning accountability and the link to CRMs. The HAP accountability baseline undertaken in all country programmes has already highlighted strengths and weaknesses of the existing accountability systems and identified areas on which programmes need to focus to improve performance. 


4.2
Sensitise Concern staff and partners about accountability and CRM

Without buy-in from staff and partners it will be impossible to convey a positive message to communities about the concept of complaining. Staff and partners need to understand and appreciate our commitment to accountability and to having a CRM.

Staff dedicated to setting up and maintaining the CRM need to have a clear understanding of its purpose. You will have to spend time with them to ensure they understand that by setting up CRMs we want to demonstrate that we are open to recognising that we make mistakes and that we want to learn from them.


Though a CRM may also address complaints about staff conduct, staff should not regard it as a mechanism to police their behaviour and, as such, established against them, but as a mechanism to empower beneficiaries.


It is important that staff understand how the CRM will affect them since it is normal that the number of staff-related complaints will rise since some of them they have daily contact with communities. A CRM will improve staff practice, the programme, and increase the effectiveness of our work. 

		Concern Sierra Leone CRM


Challenges identified

Maintaining the confidence of staff that the CRM will never be used unfairly against them. Staff need constant reassurance that they shall receive a fair opportunity to defend themselves against complaints that are made against them.





		Remember


· The concept of complaining might be new to your staff as well as to the intended users.

· The introduction of the CRM should be handled sensitively as it can create nervousness amongst people, especially those in power.








See Section 2.2 - Why it is important to have a CRM?


For ideas on how to engage management and sensitise staff refer to the Danish Refugee Council’s Complaints Mechanism Handbook, Chapter 3 page 44 and Tools 4A p. 89 - The concept of complaining in perspective - and Tool 4F p.111 - Internal presentation material of CRM. See Section 1.3 - Key references.


You can use the material below to assess our accountability to beneficiaries and partners, and partners’ perception of our accountability towards them.

Introductory discussion with staff on accountability – HAP




 HYPERLINK "Self-assessment%20against%20all%206%20benchmarks.doc" 

Self-assessment against all 6 benchmarks - HAP



Guided self- assessment of accountability against all benchmarks – HAP




 HYPERLINK "What%20to%20look%20for%20during%20guided%20self-assessments.doc" 

What to look for during guided self-assessment - HAP




 HYPERLINK "../../AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/Local%20Settings/Temp/Temporary%20Directory%201%20for%20CRM%20Guide%20draft%20July%202011.zip/CRM%20Guide%20draft%20July%202011/Accountability%20Snap-shot%20and%20action%20planning%20exercise.zip" 

Accountability snap-shot and action planning exercise – HAP




 HYPERLINK "Downwards%20accountability%20matrix.doc" 

Downwards accountability matrix




 HYPERLINK "Partner%20assessing%20CWW%20accountability%20matrix.doc" 

Partner assessing Concern accountability matrix



Accountability between Concern and partners - Concern self assessment



Complaint cycle





4.3
Assess how you currently receive complaints and how you deal with them

Before developing a CRM you need to be familiar with the existing mechanisms for handling complaints within Concern and our partner organisations. Start by documenting existing systems for receiving, addressing and responding to complaints (e.g. Supplier / Service Provider Complaints Procedure), existing policies and systems for theft, fraud, corruption (e.g. Concern Anti-fraud and Whistle-blower policy), exploitation and abuse (Programme Participant Protection Policy and Concern Code of Conduct), procedures for carry out investigations (Concern Investigation Guidelines), programmatic issues, etc.

It is recommended that you should do a self-assessment exercise with staff to map out:


· type of complaints they have received

· type of complaints they might receive


· groups or categories of previous and potential complainants

· the sensitive nature of the complaint


· the stage of the programme at which complaints normally arise

· the channels the which should complaints be made

· how complaints are currently handled


Discuss the challenges of the existing systems and resources - or the lack of systems and resources - and identify the gaps.


You should do the same exercise with partners to identify what are the gaps for them. 


		Remember


Too often we limit our analysis to non-sensitive programmatic complaints (quality and quantity of goods and services delivered, targeting, etc.) and forget or avoid talking about potential cases of discrimination, abusive behaviour and fraud.





		Examples of questions for Focus Group Discussion with Concern and partner staff


1. How can beneficiaries raise concerns and/or complaints about the project or its staff?


2. What concerns and/or complaints might they raise?


3. What happens with these complaints? How do you respond to them?

4. How do beneficiaries know what happens with complaints they raise?


5. What are some of the challenges to enabling beneficiaries to raise concerns? 

6. What improvements could be made to ensure that Concern/partners address concerns/complaints more effectively? 

For additional questions about other benchmarks see Examples focus group discussions – accountability questions





You can use the HAP Self Assessment questionnaire focusing on Benchmark 5. This is also appropriate to engage senior management in the CRM process. 

Understanding partners’ practice in dealing with complaints, Save the Children UK Mapping complaints exercise.

Self Assessment questionnaire against Benchmark 5 - HAP

Field self assessment guidance against Benchmark 5 - HAP



Examples focus group discussions – accountability questions





4.4
Clarify scope, purpose and parameters of the CRM with staff and partners 


It is important to consider what form the CRM may take before you start inviting complaints. It is important to spend time discussing and clarifying the scope and the parameters of your CRM as this will help you to develop the understanding of why we need a clear procedure and will gain ownership of the process among staff and partners. It will also help to design a procedure that is relevant and manageable. 


Consider your specific situation and use the following questions to start planning with staff and management the design and implementation of the CRM. Where you find gaps or you do not know how to answer questions, establish a system whereby these gaps are covered: 

1. What is the purpose of the CRM? 

· Why do you want to have a CRM? 


See Section 2.1 and 2.2

2. What is the scope of the mechanism?

· Where will the CRM be applied? Location, type of programme (all of the programme or one programme area or one project component)


· Programme directly implemented or through partners?

· Time frame: establishment of the CRM by [date]; duration of the pilot CRM … months, review the CRM by [date]


3. What can people complain about? See Sections 2.3, 2.5 and 2.6

· Analysis of the promises and the commitments you make to beneficiaries, communities, partners


· Definition of what constitutes a valid complaint


· Definition of what constitute a non-valid complaint


· Definition of sensitive and non-sensitive complaint 


4. Who can file a complaint? See Section 2.7

You will not be able to handle complaints by all stakeholders so you will need to identify who is most affected by your work and decide who will have access to the mechanism and why.


· Direct and indirect beneficiaries, non-beneficiaries within the working area, Concern staff, partners’ staff, all stakeholders affected by Concern’s work, other NGOs, etc. 


5. What will you do with complaints you cannot respond to?


· Give examples of complaints you cannot respond to?


· Are there authorities, structures, agencies, etc. that would be helpful in dealing with such complaints?

6. Key principles of the CRM See Section 3

· What do you need to consider to ensure that these are respected?

7. Management involvement


· When and how should senior management be involved in dealing with complaints?


· When and how should partner organisations’ management be involved in dealing with complaints?


8. Management responsibility 


· Who will lead the process of setting the CRM up?


· Who will have the overall oversight of the CRM?




Action Planning Questions - HAP





4.5
Sensitise communities about the concept of complaining


Before engaging with the community to design the CRM it is crucial to spend the necessary time explaining to them what it means to complain. In communities where CRMs have been successfully used, or where there is a culture of complaints and feedback, people will understand the concept, but it is obviously necessary to consult the community to find out if this is the case. 

If communities do not understand the concept of complaints it will be difficult to find out how they would like to complain – the next step in the CRM implementation plan. Good practice suggests you start with meeting community leaders first and then discuss the subject at public meetings with community members.


You will need to agree the most appropriate local language terminology to be used and consider any context-specific sensitivity. 


Once the concept of complaining is understood, communities should be provided with clear information on the purpose and the rationale of the CRM.


		Remember


If communities do not clearly understand the concept, your CRM will never work properly. 





It is also recommended that you consider the possible effects of the CRM on the programme. Despite the positive aspect of increasing accountability to beneficiaries, the reaction of the local community to the introduction of such a mechanism may be difficult to predict. Will some segments of the population feel threatened? It is necessary to be prepared as much as possible to different types of reactions.

		Sensitise communities


Begin by explaining that we want to ensure that our programmes are working as they are supposed to, and that we need to know whether the community has any issues in relation to the programme so that we can address these. To do this, we would like to establish focus groups to understand how people would like to complain, but first we need to find out what they think about complaining.


Ask questions to understand:


· What does the community understand complaints to be?


· How comfortable are people with the idea of complaining? If they are not comfortable, is there another way of expressing it? For example, different words or phrases like ‘expressing dissatisfaction’ or ‘raising issues or concerns’.


· What are the barriers to understanding the concept of complaining? How can we overcome these?


Suggestion


If you are already implementing a CRM in another programme area, consider inviting some members of the communities where the CRM is functioning to explain to the new communities the concept of complaining, the purpose and the rationale of the CRM, and how it worked in their community. 





Adapting CRM the local context – Mercy Malaysia



Action Planning Questions - HAP



Examples focus group discussions





4.6
Ensure beneficiary participation in designing the CRM


It is important that the CRM fits the context of the community where you intend to implement it. If the community does not feel comfortable in using the CRM, the CRM will never be effective. Even if you are from the same country or even the same community in which you are working you may make incorrect assumptions.


The name of the CRM, the channels/methods for raising complaints, the way the complaint will be handled, and the way the response will be given have to be appropriate to the local context and fit with the specific nature of the programme. Once people feel the ownership of the mechanism they will more easily engage in designing a CRM with which they feel comfortable. Besides, those who are expected to use the CRM are the best placed to tell us the most appropriate methods to complain or express dissatisfaction in their context.
 

The only way to have complainants come forward with a complaint is if they trust that they will be taken seriously and that they will be protected from potential reprisals. Before going into details of the mechanism preferred by the community it is important to identify any barriers to making a complaint in their specific context. This is also a useful exercise to do with staff – senior and junior – and with partners. 

All societies have mechanisms to deal with complaints, although not necessarily always equal and fair. It is important to realise that a CRM as described here is a very Western way of dealing with complaints.  As much as possible - and if appropriate - the CRM should build upon or be linked to existing structures and must be accepted and respected.  


It is important to take the time to organise community meetings, focus group discussions, individual meetings and all other possible ways to consult people on your intention to set up a CRM. 

You need to find out the following from the community:


1. What are the existing formal and/or informal mechanisms for making and dealing with complaints and resolving disputes in the community? How do they work, and how effective and safe are they?

2. How would people like to complain to Concern/partner and receive responses to their complaints?

It will be necessary to introduce the concept of sensitive and non-sensitive complaints to understand people’s preferences in relation to raising sensitive complaints. 

		Remember


· Too often we limit our analysis to non-sensitive programmatic complaints (quality and quantity of goods and services delivered, targeting, etc) and we forget or avoid talking about potential cases of discrimination, abusive behaviour and fraud.


· It is crucial that the groups often marginalised within the community such as women, the disabled and the elderly, are given a say as to how they are able to make complaints and what the channels they would prefer.


· This process should be carried out by staff trained and competent in conducting assessments.


· Ensure that all information related to designing, setting up and implementing the CRM is documented.





Once you have understood people’s general preferences for complaining you can then get more detailed information on the channels they prefer, even for sensitive complaints.


		Examples of questions on information gathering and complaints 


for Focus Group Discussion with beneficiaries


1. How many of you feel that you are able to provide feedback on Concern/partner’s activities when you want to?


2. Does the project have a process which allows you to provide feedback or raise issues? 


3. How do you currently provide feedback to Concern if you have a suggestion about the project in your community?


4. If there is something about Concern’s programme that you do not like, how do you currently share this information with Concern/partners? 

5. If you have raised an issue in the past, how did Concern/partner respond?

6. What type of issues have you raised so far?


7. What do you think would be the best way to convey a complaint to Concern/partner?


8. Would these methods also work for sensitive issues or would you suggest something else? What sort of issue do you think should be considered sensitive? 


9. What would you like project staff to do as follow up? 


10. What are some suggestions on how the project should receive and address your issues?

11. Is there anyone in your community who would find it difficult to complain in the ways you suggested, such as the elderly, women or others?


For additional questions about other benchmarks see Examples focus group discussions – accountability questions and World Vision Food Programme Management Group (2009) Complaint and Response Mechanism. A Resource Guide, Annex FGD Assessment Adult Guide, page 50





		Concern Sierra Leone 2010


The role of existing local institutions like the traditional authorities, ward committees and the FSUs has also been questioned. How will Concern link with these institutions for referral when we have complaints that are beyond our scope? It has been clarified that the CRM is not a replacement of the existing channels of raising complaints that are already in existence, and that is why its parameters are limited to the work that we do, our P4 and the Concern Code of Conduct.  Further, since we work to complement government efforts, we continue to strengthen these institutions to be able to provide quality services to communities that we work in. 





Participation strategy framework - HAP



How communities participate in a project CWW DRC




 HYPERLINK "Baseline%20survey%20consent%20form%20CWW%20Tanz.doc" 

Baseline survey consent form CWW Tanzania



Accountability case study – Concern Bangladesh


Adapting the CRM to the local context - Mercy Malaysia




 HYPERLINK "Engaging%20with%20beneficiaries%20for%20a%20context%20specific%20CRM.doc" 

Engaging with beneficiaries to design a context specific CRM - HAP





4.7
Allow multiple channels for making complaints


“Beneficiaries need to be able to submit complaints in ways that suit them. Women, men, children, elderly people, people with disabilities, and those illiterate all need to be able to submit complaints with relative ease and confidence.”
 

Good practice shows that it is usually best to have multiple channels or entry points for people to lodge complaints. The goal is to make the CRM safe, simple and easy for people to complain. Aspects of ‘safe’ and ‘easy’ must be ‘user perceived’ – i.e. the community must believe them to be so. 


Multiple channels should take into consideration specific needs based on the level of literacy among the users, the type of users (age, gender, diversity, disability, etc.), special protection issues for vulnerable people or minorities, the type of programme, distances and geography, ethnic tensions, etc. In addition, the means chosen should take into account how information is best communicated considering these specific needs. 


Some examples of the most common ‘entry points’ to complaints are:

· Regular meetings with the community where issues can be discussed openly and potentially addressed on the spot (best method for more general issues but does not allow for sensitive complaints to be raised)

· Outreach to community: pay visit during informal community gathering, engage with them instead of asking them to come to you


· Concern/partner staff working in the field 

· Concern/partner staff external to the programme visiting the field on fixed days

· Community focal person: designated member of the community, often trusted members of the community

· Community Complaints Committee


· Existing community structures which deal with complaints and resolve disputes, village leader, community meetings, etc.

· Help desks – complaints desks (mainly at distribution sites)


· Complaints/suggestions boxes 


· Directly to Concern’s/partner’s office


· Direct access to talk with senior managers (particularly relevant for the most sensitive complaints)

· Letter 


· Phone


· Email (this requires access to the internet, but useful especially for partners’ complaints or complaints directed to the Headquarters)

Community members and beneficiaries are the ones who should suggest and decide the channels most appropriate to them. A combination of different means is advisable. It is normally possible to choose the channels where the benefits and strengths of one compensate for the drawbacks of the other. The number and types of channels is a balance between what is optimal and what is manageable. The challenge is to allow safe and easy access without requiring too many additional resources. Too many entry points could confuse the simplicity of the mechanism. It is recommended to suggest and analyse a number of entry points and involve staff, partners and beneficiaries in the decision as to which ones to choose. Keep in mind that the CRM may need fine-tuning.


This exercise can facilitate the process of deciding.

CRM user entry points analysis





		Remember


Not all channels are suitable to receive sensitive complaints, for example help-desks.


Collecting sensitive complaints is one of the more difficult aspects of the CRM process. You may need to spend some time designing the best possible mechanism for making this happen. If you reassure communities that a CRM is confidential, you MUST ensure that it is. CRMs can potentially cause significant harm if a person makes a confidential complaint that is discovered by the wrong person.





A maximum distance for travelling to reach the channel should be set, otherwise the mechanism will discriminate against those living far away if they cannot travel due to health, age, time or financial reasons.


The area are where the channels are located (for example the box or the help desk) should be safe for all to access in order to avoid discrimination. 


		Community Focal Person and Community Complaints Committee

· It is important not to make assumptions about who this may be, but ask various members of the community, including women, elderly, members of minority groups, etc. who they would prefer as focal persons.


· To be effective, these focal persons need to be known by both staff and communities. 

· Having a Complaints Management Committee at community level allows for greater ownership but at the same time may pose serious challenges in terms of confidentiality, especially for sensitive complaints.  


· Pros and cons of a community managed complaints committee should be carefully considered.

· Some programmes have ‘project steering committees’ composed of government, community and NGO representatives - e.g. for watershed management projects or agricultural projects. Although these sometimes result in additional burden (no direct link with the field) and expenses (members may need per diems, transport and accommodation), they could also become more efficient if they were given real responsibilities defined in a ToR and MoU for each of the members. Their responsibilities could include handling complaints. Steering committees might be big and could have sub-committees, one of them being the Complaints Sub-Committee. Since most complaints are due to misunderstandings or a lack of information rather than disciplinary issues, these could be handled quickly and efficiently by the sub-committee.
 








		Complaints Box

· Complaints boxes are one way of receiving complaints in a more confidential manner, avoiding face to face interaction or committee meetings. However, they allow only written complaints and do not give us the chance to provide assistance or response at once.

· Complaints/suggestion boxes can receive sensitive complaints, but only if the boxes are managed carefully, restricting those who can open the boxes and have access to the complaints, and if the process is communicated to communities.

· The boxes should be locked

· They should not have a specific designation written on them, for example Complaints box for cases of sexual harassment and abuse, or Complaints box for cases of discrimination, Complaints box for cases of abuse of power. People will not use them if they can be associated with the issue out of stigma, shame, retaliation.

· Ensure that they are placed in locations that are safe, known and accessible to all (distribution sites, main communal points such as shops, clinic, schools, religious places, etc.).

· Before using complaints boxes it is recommended you consider the following points:


1. Location? Is the location safe for all?

2. Distance? Is the location accessible to all?

3. Who opens it?  At least two persons?


4. How often?


5. Who keeps the key of the lock? One lock? Two locks with keys kept by two different people? 


6. What do you do with the complaints found in the box?


7. Who registers the complaints found in the box? Where? 

8. What do they do with the register?


· The following information should be clearly visible on the boxes in local language (unless security does not allow this):


· Concern’s and partner’s contact details


· How often the box is opened

· Who opens the box

Having said this, other channels need to be established to allow illiterate people to make a complaint without having to ask the help of another member of the community to write the message to put in the box.





		Complaints received at Concern/partner office


· Communicate when the office is open


· Instruct the guards to let people come into the office compound if they say they have a complaint to make (only in places where security rules allow this)


· If you cannot guarantee the presence in the office of somebody who could take the complaint, you need to fix days when the office is open to receive complaints and communicate these days to the community





		Telephone


· Experience shows that it is advisable to have a dedicated phone and a dedicated number for complaints and to tell beneficiaries that the number should be used only for complaints. This will avoid having staff being disturbed at all times of the day and night with general enquiries rather than complaints.

· Establish a standard form for noting details of complaint in an agreed manner.

· If possible, try to have a free toll phone number. This will depend on the cost of communication in the country and the access to mobile phones within the community.


· The number should be displayed in all Concern and partner offices, on the complaint boxes, on community notice boards, etc.





		Email and Letters

· A general email address should be configured to avoid having complaints address directly to a staff member, e.g. complaints.[office location]@concern.net

· Concern and its partners’ addresses should be displayed in all offices, on the complaints boxes, on community notice boards, etc.





		Concern Nepal CRM


Use of voice recorders


One of the channels suggested by the beneficiaries was a voice recorder. In each village the community focal person was provided with a voice recorder and instructed on how to use it. The focal person then taught the beneficiaries how to use the recorder to narrate complaints and helped them to record their complaint if required. The field supervisor of the partner organisation collects the tapes from the focal person on a regular basis. This method is obviously not recommended for sensitive complaints, but for sensitive complaints the CRM provided for other channels. The recognised advantages of this mechanism are that it can be used by illiterate people and that the equipment is relatively cheap.





The mechanism should also enable adolescents and children to complain if necessary. It is important to consider how adolescents and children may access focal points and complaints mechanisms. For example, it might be possible to build channels into existing structures such as youth groups, health forums, education forums, etc.


How to manage complaints through the box – Concern DRC




 HYPERLINK "How%20to%20manage%20complaints%20through%20different%20channels.doc" 

How to manage complaints through different channels – Concern DRC



Examples of CRM for beneficiaries 



Children’s feedback committees in Zimbabwe – Save the Children UK 



Pakistan earthquake CRM - Medair




 HYPERLINK "tearfund-north-kenya-programme-increasing-levels-of-participation.pdf" 

Beneficiary reference group – Tearfund North Kenya
 

Phone helpline - Oxfam GB Haiti 





4.8
Write down the detailed CRM procedure


A complaints-handling procedure needs to be clear and documented. It can be simple but it must be realistic so that it is possible to follow it. 


It is important that each country programme develops a paper outlining how various types of complaints will be dealt with and documenting the process followed to set up the CRM. The document will ensure that everybody has a common understanding of your procedure and that it is transparent. The procedure will have to be in line with the Concern Investigation Guidelines.


There will be some decisions required to write the procedures, so consultation with key staff will be required. The document will have to be approved by the country senior management. 

		Remember


A CRM procedure is constituted by the explanation of:


· the aim, scope and parameters of the CRM


· the different means to raise complaints 


· the internal processing cycle for handling complaints, with roles and responsibilities clearly identified

Once submitted, complaints should be processed following clear procedures. Too often in developing a CRM procedure the internal process is not well thought through and not detailed. This weakness has proven to cause a lot of problems once complaints start coming in and staff and management are not fully clear on who should do what. 





		HAP 2010 Standard


5. Handling complaints



		Requirements

		Means of Verification



		5.1 The organisation shall define and document a complaint procedure, covering:


1. the people it aims to assist, staff and other stakeholders who have the right to raise a complaint and receive a response;


2. the purpose and limitations of the procedure; 


3. how complaints can be raised;

4. the steps taken to deal with the complaints, the procedure for investigating them and the response time frame;

5. the process for fast-tracking  allegations of exploitation and abuse, including those of a sexual nature;

6. confidentiality, non-retaliation, appeal options and support for people who complain and any witnesses; and

7. the process for safely referring to a third party people who complain if the complaint is about issues the organisation cannot handle, such as medical attention and psychological, social or legal support.

		1. The complaint procedure





		

		





The titles below are suggested sections to include in the paper. The sections are numerous but the paper can still be short. In writing it, get the feedback and make decisions together with staff, partners and communities. This will help you to meet your needs and those of the communities, and increase the buy-in from staff and communities.

Refer to Section 4.4 - Clarify scope, purpose and parameters of the CRM with staff and partners.

1. Purpose and organisational commitment to handling complaints


2. Summary of existing procedures for handling complaints


a. Concern Anti-fraud and Whistle-blower Policy


b. Concern Suppliers Complaints Procedure

3. Scope of the mechanism


4. What can people complain about

5. Who can make a complaint

6. Key principles of the CRM See Section 3 

You may want to add other aspects you consider important to the list of principles 

7. Details of the consultation process 

a. Who was consulted: staff, partners, beneficiaries, non-beneficiaries members of the community, other stakeholders


b. Methods used: general meetings, focus group discussions, key informant interview

8. Explanation of how complaints will be received

a. Channels for raising complaints


b. Explanation of how each channel works (including necessary forms) 


Procedure for receiving verbal, written and telephone complaints – World Vision UK



Example CRM flow chart - Concern DRC

9. Registering the complaint

a. Who? You will need to allocate a person or a committee to be responsible for receiving all complaints and registering them before they are dealt with. See  Complaint cycle

b. When? 


c. Where?


d. Develop standard forms for registering complaints

Example Complaint box record form - Concern DRC




 HYPERLINK "Verbal%20complaint%20form%20CWW%20DRC.doc" 

Example Verbal complaint form – Concern DRC


Example Complaint registration form - Concern DRC



Example Register complaints in all boxes - Concern DRC



 

		Terms of Reference for Complaints Focal Person


S/he will:


· listen actively and capture details of the complaint raised verbally


· receive written complaints


· register accurately all complaints received and keep complaints log sheets confidentially in a safe place


· inform the complainant that as a focal person, s/he will adhere to confidentiality but must follow the principle of a duty to report by forwarding the raised complaint to the designated person/s


· forward all complaints to the designated persons


· never judge the validity of the allegation. It is the responsibility of the persons dealing with the complaint to assess if it is genuine 


· never take a personal initiative to investigate the allegation

· keep all information confidential and forward the complaints only to the designated persons





		Example Terms of Reference for Complaints Handling Committee

The members of the committee will:


· Be the filter receiving all complaints received through all existing channels


· Analyse all complaints and sort out valid/invalid complaints and sensitive/non-sensitive complaints

· Give a reference number to each complaint


· Register each valid complaint on a complaint registration form that will be kept in a file

· Prepare an acknowledgment of receipt for each valid complaint


· Record all complaints in the complaint spread-sheet/database 


· Forward all valid complaints to the designated persons following the country CRM procedure


· Forward all invalid complaints to the PM&E Officer (who will consider them as feedback from the community and prepare a general response for the community explaining why they are considered invalid)

· Remind the designated persons responsible to follow up on the complaint about the timeframe for response


· Receive a copy of the formal written response to the complaints from the designated persons and place these on file

· Register in the database when the case is closed


· Keep the file of all valid complaints and related documents in a secure place. Some sensitive complaints might be filed by the CD or HR


· Ensure that the CRM is well understood amongst staff

The committee does not have the responsibility to find a response to all complaints unless the complaint falls under their responsibility/sector. It is the responsibility of designated persons to follow up on the complaint and provide a response.

Desirable characteristics of complaints committee members:

· Integrity

· Objectivity


· Approachability – somebody who is easy to talk to


· Listening skills


· Respect of confidentiality


· Sensitivity to cultural and gender issues


· Fluent in the local language/s


· Good communication skills


· Trusted by staff members

Staff processing complaints should understand the sensitive nature of a CRM and should be well acquainted with the CRM procedure. The sensitive nature of complaints means that a gender balanced team composed of senior staff is preferable. 


In some instances, elected beneficiary representatives or community members could improve the level of trust in the CRM by the users. Sometimes the opposite.





10. Acknowledgment of receipt

a. Who will do it?

b. When?

c. How will it be communicated to the complainant?


d. Develop an acknowledgment of receipt form


		Acknowledgment of receipt


The complainant should receive a receipt as a token of having submitted a complaint. This receipt should preferably be a copy of the submitted and signed description of the complaint (or a copy of the complaint registration form signed by the complainant). The receipt should include an indication of when the complainant should expect a response.





Example complaint acknowledgment of receipt - CWW DRC




 HYPERLINK "How%20to%20manage%20complaints%20through%20the%20box.doc" 

How to manage complaints through the box – Concern DRC




 HYPERLINK "How%20to%20manage%20complaints%20through%20different%20channels.doc" 

How to manage complaints through different channels – Concern DRC




11. Steps to process the complaint

Although these may be rare, you need to be prepared to handle extremely sensitive complaints about fraud, theft, violence, intimidation and sexual abuse. The procedure needs to provide clear guidance and assurance that sensitive complaints will be treated separately as explained in Section 2.6. Among the issues that need to be considered are:

a. Who will determine if the complaint is valid?


b. Who will determine if the complaint is sensitive or non-sensitive?


c. Procedure to deal with non-sensitive complaints


d. Procedure to deal with sensitive complaints


e. Procedure to deal with invalid complaints


f. Procedure to deal with complaints made by a third party - See Section 2.13

g. Procedure to deal with anonymous complaints - See Section 2.9

h. Who will provide the response to the complainant? How?


i. Timeframe for each step


j. When will senior management be involved? 


k. When should Concern Dublin be informed? Refer to the Concern Investigation Guidelines

Complaint cycle

		Timeframes for the different steps

You need to establish time limits for each step in the complaints handling process and these will have to be publicised. Obviously, the timeframe will vary with the reality of communication in each country programme, but once established it must be respected.

Example timeframe for acknowledgment of receipt: the complainant should receive the acknowledgment of receipt within two weeks of receipt of the complaint by Concern/partner. The acknowledgment of receipt should give a date when the complainant can expect to be informed about the process being followed to deal with the complaint.


The acknowledgment of receipt should also inform the complainant in case the complaint is about an issue that falls outside Concern/partners’ control.


Timeframe for response: timeframes for dealing with a complaint will vary depending on the nature of the complaint. The complainant should be kept informed throughout the process.





Example CRM timeframe – Concern Kenya





12. Investigations


Investigations should be carried out confidentially and only a limited number of people who need to know about the complaint will be involved in the process. All investigations should be conducted following Concern Investigation Guidelines.

13. Referral system 

Referral systems should be sued to explain what you will do with complaints that fall outside Concern/partners’ control

		Safe referral


For complaints which are invalid (i.e. not related to Concern’s programme), but are related to the safety and protection of beneficiaries and community members, you should ensure that the complainant is given information about an agency or a local structure that is qualified to assist. 


Each Concern office should compile a list of government agencies and NGOs working in the programme area with details of the support they can provide and give this information to the complainant. 





14. Appeal process Should the complainant not feel satisfied with the response received despite having had the opportunity to request further clarification or feedback, s/he can submit an appeal. At this point the case will be reviewed, the procedures followed, the investigations conducted, the outcomes and the actions taken to date will be assessed by Concern staff not involved in the initial investigation process and the process will start again You need to be clear as to who will deal with:

a. appeals for non-sensitive complaints

b. appeals for sensitive complaints

There are several levels an appeal can go to; 

a. At first an appeal within the Country Program carried out by staff not involved in the initial investigation.


b. If unresolved at a country level then it can be appealed to the Complaints Committee in the Dublin HQ. See the Organisational CRM Processes. 

c. If unresolved within both country and HQ level the complainant can appeal to the HAP Complaints Board. See http://www.hapinternational.org/projects/complaints-handling/complaints-advisory-service.aspx.


15. Potential legal considerations


Complaints that indicate that a possible criminal offence has been committed should be referred to directly and at once to the CD for action. In such cases, refer to Concern Investigation Guidelines. 

16. Decision-making process when working with partners - See Section 4.15

a. Roles and responsibilities of Concern and partners in receiving and dealing with complaints


b. When will Concern be informed about complaints received by partners?


c. When will partners be informed about complaints received by Concern?


17. Monitoring, reviewing and evaluating complaints received and processed


a. How? Getting feedback on the effectiveness of the CRM from beneficiaries


b. When?


c. Who is responsible?


See Section 4.13 for file storage tips and 4.14

18. Learning from complaints and change/improve the practice 


a. How?


b. When?


c. Who is responsible?


See Section 4.14

19. Training of staff and partners on the CRM


a. Who needs to be trained?


b. When?


c. Who will train them?


20. Raising awareness of the CRM amongst beneficiaries


a. When?


b. How?


c. Who is responsible?


21. Budget and time commitments


See Section 2.16

22. CRM review


a. When?


b. How? Methodology



See Section 4.13

For suggested indicators, means of verification and activities refer to Danish Refugee Council (2008) Complaint Mechanism Handbook page 106-111.


The steps and indicators of a CRM – HAP 





4.9
Levels within the CRM and stages of complaints management

A standard CRM consists of two levels of complaints handling bodies (similar to the staff grievance procedure). 

Level 1; Usually comprising field staff and, sometimes, beneficiary representatives, deals with 80%-90% of the total number of non-sensitive complaints.

Level 2; Consists of senior management and the CD. Sensitive complaints, such as staff misbehaviour, misuse of funds, abuse of power, activity that generates security risks, should be channelled directly to Level 2. 


Some complainants such as local authorities and partner organisations may choose to complain directly to senior management. You will need to decide who is in Level 1 and 2 to be able to determine who will deal with appeals.  


It is advisable to develop/adapt the flow chart below with clear explanations of each step and the different levels within the CRM.


Finally, the composition of the structure of the complaints handling procedure will be dictated by the specific context.





Example in a Concern programme 



Programme 


CD 
CD 
CD



Manager 


senior management 
RD & HR Dublin 
RD & internal




auditor Dublin






Example CRM flow chart - Concern Kenya



Example CRM flowchart - Concern Pakistan




 HYPERLINK "CRM%20flow%20chart%20CWW%20DRC.doc" 

Example CRM flow chart - Concern DRC





4.11
Train staff and partners on the CRM procedure

Once the CRM has been finalised it is vital that staff understand who can access it. Training of staff and partners who participate in the CRM is crucial. They must have a thorough knowledge of how the CRM works. The fastest way to do this may be to conduct a Training of Trainers for key staff, who will then train other staff and community members in the areas where the CRM is to be implemented. 

Persons receiving and handling complaints should be selected, sensitised and trained to be sensitive and non-judgemental towards people making complaints, and to refer the complaints to the designated person/s within the organisation. In particular, the independence of those receiving, handling and investigating complaints will have to be observed in accordance with the Concern Investigation Guidelines.


Senior management should be prepared to handle any distress anybody involved in the case may experience. Support and advice can be sought at all times from the HR team in Dublin. 


HAP offers trainings on Developing Complaints and Response Systems and on Investigation (in English and French). http://www.hapinternational.org/projects/capacity/training.aspx

For training resources on investigation use the ICVA Building Safer Organisation Handbook:  http://www.hapinternational.org/pool/files/bso-handbook.pdf

Refer to World Vision Food Programme Management Group (2009) Complaint and Response Mechanism. A Resource Guide for resources on Help Desk Training of Trainers Workshops, pages 104 – 153.

4.11
Raise awareness of beneficiaries and other stakeholders of the CRM 

Experience teaches that an overburdened CRM is often a sign that insufficient, inconsistent or inappropriate information has been provided to communities, or of a mechanism that is not well adapted to the local context.  On the other hand, beneficiaries may use the CRM to complain about their unresolved issues, whether because it may be the only opportunity they have to express their views, or because they do not fully understand the purpose and the scope of the CRM. In order to avoid creating expectations that all wrongs will be addressed by the CRM - and so generating frustration due to its limitations - you need to work closely with communities, address them in small groups, and explain how the CRM works and why some complaints can be addressed while others cannot. 


With or without a CRM, at a minimum beneficiaries need to know:


· who Concern is (a similar explanation is needed for partner organisations);


· that delivered goods and services are their entitlement and do not require payment of any kind (with few exceptions dictated by the programme);


· quantity and variety of items they should receive, how the distribution is taking place (day, time, location, method);


· Concern criteria for selecting beneficiaries;


· that Concern and partner staff have a duty to deliver assistance without discrimination;


· that goods and services delivered cannot be withheld or withdrawn on the arbitrary decision of the staff members or those working on behalf of Concern or its partners; 


· that it is unacceptable for Concern staff or those working on behalf of Concern or its partners to solicit or accept bribes, rewards, gifts, or sexual favours from a beneficiary;


· the standards of behaviour expected of all Concern and partner staff and those working on behalf of Concern as per the P4 and our Code of Conduct (with proper explanation of exploitation and abuse);


In relation to the CRM, all beneficiaries must be informed about:


· their right to complain


· what we mean by ‘complain’

· what we mean by ‘complaint’ – i.e. what they can complain about in each given context; a clear explanation of what is considered a valid complaint

· how they can lodge a complaint: to whom they can complain and where that person is located (i.e. contact details of the organisation’s focal persons, name of focal persons within the community, contact details of the partner organisation’s focal persons); where the complaints boxes are located.

· the stages of the complaints process: timeframes; rules; decision-making processes; who is involved and who is responsible; responsibilities involved in a complaint; contact details of the person who will communicate the response

· what steps we will take to ensure confidentiality and non-retaliation

· limitations of the CRM: anonymous complaints, complaints we cannot deal with, etc. 

· what to do in case of dissatisfaction with the response

· names and contact details of the specific focal persons and the management in Concern and in the partner agency

· address of Concern and partner’s office

See Section 3.3 - Transparency.

Information about the CRM should be disseminated within the programme to all stakeholders in a language that they can understand and in an appropriate manner for children and those who are illiterate. Communicating the above can be done in different ways: explaining it in meetings with communities, notice boards, posters around the project site, in schools, on the back of distribution/registration cards, by radio, in Concern/partner offices, etc.


You will communicate these messages most effectively if you consider the following:


· the audience: what is the gender, age, physical ability, language, level of literacy, ethnicity? 


· the available communication tools: poster, dramas, focus group discussions, community groups, etc.


· the core message you want to transmit: what does people really need to know?


· the budget: how can you reach the widest cross-section of the community within budgetary constraints?


HAP Benchmark 3 – Sharing information



Self assessment against Bench 3 - HAP



 HYPERLINK "Field%20self%20assessment%20%20Bench%203%20Information.doc" 

Field self assessment againts Bench 3 - HAP


Check agency public information - HAP


Developing an information strategy/plan - HAP


Information Dissemination Plan – Concern Haiti



 HYPERLINK "Information%20guide%20CWW%20DRC.pdf" 

Information guide - Concern DRC



 HYPERLINK "Informing%20community%20and%20open%20letter%20CWW%20DRC.doc" 

Informing the community and community open letter – Concern DRC



 HYPERLINK "P4%20training%20guide%20CWW%20Uganda.zip" 

P4 training guide for community - Concern Uganda



Public Information Boards Notes Oxfam GB



Generic Complaints Ration Card Message – Oxfam GB




 HYPERLINK "Community%20complaints%20fact%20sheet%20WV%20Sri%20Lanka%20.pdf" 

Community Complaints Fact Sheet - WV Sri Lanka





4.12
Respond to complaints and document the process

A clear response should be provided to each complaint, even in cases when it will not be possible to take action. 

		Response to invalid complaints 


· Ensure each invalid complaint receives a letter explaining why Concern views this as an invalid complaint. The letter will explain why these complaints are considered invalid and why we cannot respond to them. Since the same requests are often recurrent, you could prepare a standard letter template that can be easily adapted based on the type of request.


· Keep a simple overview of the invalid complaints and include them in your reporting as an indicator on how well the community understands the mechanism, the more invalid complaints you receive the more you need to engage with the community to support them to understand the mechanism 


· File all invalid complaints with a copy of the written response to the community and use them for learning purposes








For all complaints you should try to resolve the complaint within the fastest timeframe possible, but you should not jump to conclusions. There needs to be a proper analysis for each valid complaint. If it is not possible to resolve the matter within the established timeframe, the complainant should be notified and the reasons for the delay should be explained.


		Remember


A response to a complaint is not necessarily a solution.


Be consistent: ensure that similar complaints receive a similar response. 





The response should include:


· an answer to the complainant with an explanation of the decision


· an indication that the complaint has gone through an established due process

· to whom the complainant can appeal if s/he is not satisfied with the response


The complainant should be requested to acknowledge that s/he has understood the response. Where appropriate when closing the case, agreement should be made with the complainant on remedy – if there is one – and both parties should sign their approval that the case has been closed and the outcome accepted. Copies are kept in the complaint file. 


In case of sensitive complaints, the complaint does not have the right to know what measures have been taken against the subject of the complaint. It is sufficient to say if the complaint has been substantiated or not and if substantiated then referred to management for a decision on disciplinary action. 

		CRM: tips on file storage and data management


· Complaints files will be kept confidential


· The complaints register will be stored in a secure place in a locked filing cabinet in the office


· The electronic complaints register/spread-sheet will be stored on one designated office computer and will be password-protected to keep unauthorised staff from gaining access


· The electronic complaints register/spread sheet will be backed up monthly onto a CD and stored in a locked filing cabinet


· Confidential hard copies of records must be stored in a filing cabinet in the manager’s office with access limited to staff members who are authorised to access it


· In the event that any records need to be read for review/action, a note must be taken of who has the records and when s/he is due to return them

· No records or complaints archives are to be loaned to parties outside the organisation


· Staff members are not permitted to take complaints records outside the office.

· To preserve the integrity of the original complaint information, no additions or alterations of any kind are to be made to any record. This includes purging, adding or removing, or annotating papers. If there is a need to record developments or a change in circumstances, or otherwise reflect inaccurate information or deficiencies in the original information of process, a further document should be generated and attached to the file


Complaint file

A complaint file should be opened when you receive a complaint and should contain the following documents:


· the complaint registration form


· copies of background information, i.e. files notes, etc.


· minutes of interviews with witnesses


· copies of all correspondence sent or received in relation to the complaint





If the resources are available, a complaints database may be useful. We are currently considering the option of adopting a standardised complaints database but, in the meantime, data should be collected on a regular basis on excel sheets and shared with senior management. 


		Concern DRC complaints recording and monitoring database/spread-sheet


Start by reading Concern DRC CRM flowchart to understand how the mechanism works. The chart makes references to each tool and explains when, how and by whom the tool should be used. Finally, the excel sheet is the complaint database.


Each village included in the pilot CRM has one dedicated sheet where all complaints coming from that village are recorded. All information is recorded on the spread-sheet: from the time the complaint is received until the case is closed.


The pilot CRM in DRC involves seven villages. The last four worksheets of the excel document (on the bottom left) are called Summary 1st quarter, Summary 2nd quarter, and so on. The database should be kept up to date and shared with the CD on a regular basis. Therefore, summary spread-sheets should be filled in every quarter to summarise the total number of complaints received over the past 3 months, who complained (beneficiary, partner, etc. without the name), the nature of the complaint, how the complaint was dealt with, etc. The information included in this summary sheet should allow people not involved in the day to day managing of the CRM (CD for example) to have a comprehensive overview of the quantity and nature of the complaints received and dealt with and should be used to monitor the process, analyse trends and learn lessons.


In DRC the complaint database is shared with the CD on a monthly basis. 


Complaints recording and monitoring database – Concern DRC



How to manage complaints through different channels – Concern DRC





4.13
Monitor the process and learn from complaints received

You will need to decide who will monitor that complaints submitted are being processed following the agreed procedure. Key aspects of monitoring are:

· monitor the progress of pending cases 


· track investigations of complaints received and follow up on actions that need to be taken by the relevant staff


· make sure that all complaints receive a response


· ensure consistency in responding to similar complaints

· check the effectiveness of the CRM 


A useful way of checking the effectiveness of the CRM is to consult community members to find out if they understand how the mechanism works and if they have confidence in it.



Examples focus group discussions – accountability questions



Activity log book for communities – Concern Listen First



Log of community feedback – World Vision




All documented complaints and responses should be analysed and reported on a regular basis, e.g. on a monthly basis at a programme management level and on a quarterly basis at a senior management level.  Reports should interpret the findings and present them in a narrative or tabular format.

Key information that should be captured to identify problems and ways to avoid recurrent mistakes include:


· nature of the complaints


· who complained 


· channel used for complaining


· programme area and programme sector identified 


· action taken and response


· time taken to respond


· recommendations for improvements


· complaints of a similar nature


· challenges in processing complaints


A key part of any CRM is to identify any issues that need to be addressed in our way of working, and incorporate the lessons learned into the project cycle to avoid making the same mistakes. This should be monitored at a programme and country management level.


The data should be used to:

· adjust programme activities


· inform us about the impact of our work


· change organisational practices and procedures


· retrain staff on service delivery


· re-assess community information provision needs


· give early warnings about potential problems within the programme


“Whereas the process of impact monitoring is about the agency actively going to the field to measure and verify that outputs and objectives have been met, the CRM is oppositely a mechanism that invites beneficiaries to come to the agency to ‘report grievances’ about objectives and issues that may not have been taken into consideration. Impact monitoring will naturally only focus on elements identified and defined by the agency, while the CRM ideally should invite complaints about issues that the agency was unaware about, such as unforeseen and/or unintended side effects of a certain intervention.”
 It is therefore crucial to include the pattern identified by the CRM in the monitoring framework. 

		Monitoring and learning – CRM Concern Zambia


The CRM M&E system will be part of the overall PM&E framework and will be strongly linked to accountability and measuring programme quality. All staff will be required to reflect on the learning from the complaints and constructive feedback they have received. This will feed into the programme reviews. The internal reviews will include a look at the performance of the CRM to ensure that programmes are adhering to it and resolving complaints as part of an accountability process.





Complaints recording and monitoring tools - Concern DRC



For an example of the process for data collection, analysis and report writing, see World Vision Food Programme Management Group (2009) Complaint and Response Mechanism. A Resource Guide, page 194.

For examples of report templates, refer to World Vision Food Programme Management Group (2009) Complaint and Response Mechanism. A Resource Guide, page 195-197.


		Recurrent lessons learned


· The fact that the CRM is not used cannot necessarily be regarded as an indication that there is nothing to complain about. More likely, we have failed in setting up a mechanism that the users understand and trust.


Lesson learned: make sure you have consulted beneficiaries in setting up the CRM, that you have informed them about it, and that you have a process of on-going discussion with them to establish their understanding of and trust in it

· It is often a lack of information which leads to a complaint. For example, people are unclear of the beneficiary criteria, or distribution plan, or quality/quantity of goods, or expected standards of staff behaviour, etc. Experience suggests that improvements in the quality and relevance of information dissemination results in a proportional reduction in the number of complaints about the programme. Further, many complaints will be relevant to many people, and so can be answered publicly through the agency’s information mechanism. Information and complaints mechanisms are closely linked and should be designed in a way that is mutually reinforcing.


Lesson learned: develop good quality information system alongside the CRM





The CRM should be reviewed from time to time with the intention of improving it and understanding the impact it is having on the intended users and on the programme. 


The CRM document detailing the procedure will have to state the timeframe and the methods that will be used to measure its effectiveness: community evaluation, post distribution monitoring, surveys amongst CRM users, changes made to internal procedures and practice as a result of complaints received. See Section 4.4

The pilot CRM should be reviewed after six months – and then on an annual basis – and should include a consideration of:

· Analysis of the complaints received over the period of the pilot


· Community, partner and staff perceptions of the CRM


· Analysis of the preferred channels for lodging complaints and other channels suggested by the community at a later stage


· Feedback from Concern and partner staff dealing with complaints


· Feedback from community members dealing with complaints


· Analysis of lessons learnt and challenges encountered in setting it up and managing it


· Probably need something more explicit in here re the handling and response process – how quickly were complaints responded to? Are communities/individuals satisfied with the response that they received, etc.

Self assessment against HAP Benchmark 5 worksheet - HAP




 HYPERLINK "HAP%20steps%20and%20indicators%20of%20a%20CRM_04152010.pdf" 

The steps and indicators of a CRM – HAP



For suggested indicators, means of verification and activities refer to Danish Refugee Council (2008) Complaint Mechanism Handbook page 106-111.

4.14
Developing a joint CRM


Complaints handling mechanisms require resources to set them up and manage them. Joining forces with other agencies working in the area can reduce the costs and can also raise the level of mutual transparency and trust. Moreover, for beneficiaries engaging with staff from different agencies having access to a joint mechanism for lodging complaints about any agency working in their community will make the process much simpler and easier to use. 

Before starting to develop your CRM, inform the agencies working in the same area about your plan and enquire about their CRM, if available. Consider developing a joint mechanism with all/some of them, especially HAP members since they should be familiar with the concept and might have already some experience in setting up CRM.


Developing a joint CRM in Haiti




 HYPERLINK "CRM%20that%20facilitates%20interagency%20cooperation.doc" 

How to create a CRM that facilitates interagency cooperation - HAP




4.15
Implementing CRMs for beneficiaries when working with partners 


When working with partners we should assess their strengths and weaknesses in relation to the accountability principles and commitments and, together with them, develop and agree a plan to enhance their capacity to reach those commitments. The plan will identify the support and the resources necessary for each area of improvement identified, realistic timeframe, clear and attainable indicators for progress.


When working with partners, we can take the approach of promoting compliance with Concern’s accountability commitments by partners, and working with them to strengthen accountability over a period of time, sometimes long, depending on the partner capacity. 

		HAP 2010 Standard 


5. Handling complaints



		Additional requirements for organisations working with partners



		Requirements

		Means of Verification



		5.5 The organisation shall work with its partners to agree on how they will raise and handle complaints against each other in a safe and accessible way, and to put this agreement into practice

		1. Interviews with staff of both the organisation and its partners about, and records, such as minutes of meetings, of a joint decision-making process



		

		2. Documents on how the organisation and its partners will handle complaints



		

		3. Observation, records, and interviews with staff to confirm that both the organisation and its partners follow the agreed complaints procedure



		5.6 The organisation shall work with its partners to agree on ways in which they will enable people they aim to assist to raise complaints with the partners, including when partners will refer the complaint to the organisation, and to put this agreement into practice

		1. Documents, such as a complaints procedure, on how the partner will handle complaints



		

		2. Observation, records, and interviews to confirm that complaints are handled as agreed



		5.7 The organisation shall work with its partners to improve how partners meet requirements 5.1 to 5.4

		1. Interviews with staff about, and records (such as work plans and reports) of activities to improve partners’ practice



		

		2. Examples of improvements





		The agency should develop a complaints-handling procedure to be adopted and used by humanitarian partners which:


· outlines the process by which the humanitarian partner can complain to the agency, and   vice versa

· is based on consultation with partners, so that appropriate methods are used in handling complaints


· is documented, accessible, and understandable to partners, and includes:


· the rights of beneficiaries to make a complaint


· the purpose, parameters, and limitations of the procedure


· details on how to submit a complaint


· the steps to be followed once the complaint is submitted


· assurances of confidentiality and non-retaliation (particularly for complaints relating to gender-based violence and sexual exploitation and abuse, given the social stigma associated with these and the very real danger that women/children reporting such abuse could face from perpetrators, or from their own families and communities)


· a commitment to refer complaints that the humanitarian partner and agency are unable to handle


· a commitment by the humanitarian partner and agency to give a response


· the right of beneficiaries to complain directly to the agency instead of going through the humanitarian partner (contact details of the agency should be given on all information materials concerning the complaints-handling procedure) 




		





While CDs are responsible for ensuring that CRMs are developed in their programme, ACDs and programme managers are primarily responsible for designing, implementing and monitoring the CRM and for encouraging and supporting partner organisations implementing CRMs for beneficiaries. See Section 2.14.


In relation to handling complaints, when working with partners, our CRM procedures should enable beneficiaries to complain to the partner organisation and/or to Concern directly if they wish so. In addition, the procedures should enable our partners to complain to us. 


As we may have little direct contact with beneficiaries, we need to agree with partners:


- 
how the CRM will be set up


- 
how communities will be informed about it


- 
what the procedure is when Concern receives the complaint directly

-   Concern’s and our partner’s role and responsibility in handling complaints


- 
how the mechanism will be monitored 


- 
how complaints will be analysed and lessons learned

Partners should be involved from the outset of the consultation for setting up the CRM. See Sections 4.2, 4.3 and 4.4.


They should be consulted for each of the steps explained in Section 4.9.


		Example of procedure for handling complaints with partners


Where a complaint is received from a beneficiary which relates to our activities or staff, it will be handled under the relevant procedures or with reference to specific programme/project documentation.


Where a complaint is received from a beneficiary which relates to the activities or staff of a partner, we will refer it to the most senior member of staff of the partner organisation, unless it is unsafe or inappropriate to do so due to the nature of the complaint. If the complaint is non-sensitive in nature, we will support the partner to take responsibility to handle it to resolution. If the complaint is sensitive, we will need to decide on the best way to handle it in line with the principles as set out in the CRM procedure.


If sensitive, but of a nature that can be handled under the partner’s own organisational policies and procedures, we will support the partner in the process.


If the complaint is sensitive and more serious in nature and poses greater risk to all involved, we will have to handle and investigate it directly. We will agree the processes to be followed with the partner CEO/Director. 


Where a complaint is received from a partner concerning our activities or staff, sensitive or non-sensitive, we will deal with it. 


Where a complaint is received from a partner concerning the activities or other staff of another partner organisation, we will refer it to the partner to respond to, unless it is unsafe or inappropriate to do so due to the nature of the complaint. 

If the complaint is non-sensitive in nature, it is the responsibility of the partner to handle it under their own organisational policies and procedures and in-line with programme documentation. 


If the complaint is sensitive in nature, the CD will determine how it will be investigated and who will handle it dependent on its seriousness, levels of risk, and relevance to the agency. It might be appropriate for the partner to handle the complaint internally to their organisation. However, it might be more appropriate and necessary for us to take on responsibility to deal with the complaint directly. Either Concern or the partner can lead the investigation depending on the seriousness or sensitivity of the complaint, the capacity/competence to carry out the investigation, and who is involved in the complaint.


In all of the cases outlined above, any process agreed, action taken, or outcome reached will be recorded onto the complaints database.





		Complaints referral to partners – Concern Kenya


Since Concern conducts its work through partners, each partner will be expected to develop a robust Complaints Response Mechanism. This means that the first line of complaint ideally should be to the partner as the implementing agency. The second line of complaint by a beneficiary is through Concern’s complaints response mechanism.


If a complaint finds its way directly to Concern and the implementing agency is better placed to deal with it, then it will be referred to the partner by the Concern Designated Focal Point (DFP) and shared with the responsible programme manager for follow up. The programme manager of the partner agency should provide formal feedback to the DFP on the follow up made by the partner such that the case can be closed by the DFP once the complainant is satisfied.


Exceptions: Should the issue be of sufficient gravity that referring it to the partner will place undue pressure or risk on the complainant, the DFP may choose to channel it through any of the other pathways detailed in this section that will be deemed fit.


Feedback to Complainant: A suitable means of feedback will be used to communicate to the complainant and outline the course of action, reassuring them that if the issue is not addressed promptly by the partner, another complaint should be submitted to Concern, and thanking them for bringing the issue to Concern’s attention. The case comes to closure once the complainant is satisfied.





As outlined by the examples above, Concern should be the channel for appeal for complainants not satisfied with the response given by the partner.


Of course, partners also have the right to complain to and about Concern, and this should be explained to them. Partners should be able to communicate how they would like to complain to Concern, and a procedure to enable partners to complain to us should be defined.


Understanding existing practice among partners in handling complaints - HAP


Setting up a CRM when working with partners


Implication for working with partners - HAP



Downwards accountability matrix




 HYPERLINK "Partner%20assessing%20CWW%20accountability%20matrix.doc" 

Partner assessing Concern accountability matrix




 HYPERLINK "Accountability%20btw%20Concern%20and%20partners%20-%20CWW%20self%20assessment.doc" 

Accountability between Concern and partners - Concern self assessment


Appeal















The person/s reviewing the complaint at the appeal stage should not have been involved in the complaint before







Internal review 



or investigation











More senior staff or designated complaints officer review or investigate complaints either unresolved at frontline or referred directly from the frontline







Frontline complaints handling







Staff empowered with clear responsibility to resolve low-level complaints wherever possible at first contact







Staff record complaints details for later analysis







Higher-level complaints referred directly to the next level 







Complaint about alleged sexual exploitation and abuse







Complaint 



about alleged fraud







Complaint about Concern/partner staff behaviour







Complaint about programmatic issues











� HAP resources website: � HYPERLINK "http://www.hapinternational.org/projects/research.aspx" �http://www.hapinternational.org/projects/research.aspx�.



� Keep in mind that if you move this document out of the folder it is delivered in the links will not work.



� “Encouraged by our HAP certification, Concern is committed to ensuring that we are more accountable to our intended beneficiaries and all other stakeholders for our agreed commitments and objectives and for programme quality and results.”



� � HYPERLINK "http://www.hapinternational.org/" �http://www.hapinternational.org/�.



� The Accountability Commitments were previously referred to as Accountability Frameworks, for consistency throughout the organisation the correct reference is determined to be Accountability Commitments. 



� Danish Refugee Council’s Complaint Mechanism Handbook 2008: � HYPERLINK "http://www.drc.dk/about-drc/publications/manuals/" �http://www.drc.dk/about-drc/publications/manuals/�.



� Same as above.



� The person alleged to have perpetrated the misconduct in the complaint. 



� As defined in Concern Programme Participant Protection Policy this includes: i) people employed or engaged by Concern, whether national or international, full or part time, consultants, interns, contractors or volunteers, or any person actively involved in the Concern programme; ii) Concern’s partner organisations, their staff and anyone working on their behalf; iii) visitors to Concern’s programmes and accompanying dependants of international staff.



� Concern Programme Participant Protection Policy and Concern Code of Conduct 2010 – point 7.1 page 11.



� Concern Anti-fraud Policy.



� Concern Anti-fraud Policy.



� Concern Programme Participant Protection Policy.



� “Any intentionally false, malicious or vexatious statement, misrepresentation or accusation against another staff member or third party will be considered gross misconduct.” Concern Programme Participant Protection Policy.



� Concern Programme Participant Protection Policy 2010.



� Concern Anti-fraud Policy.



� With the exception of the CRM for supporters and the wider public, for obvious reasons. 



� World Vision Food Programme Management Group (2009) Complaint and Response Mechanism. A Resource Guide



� In some cases complaint boxes have been introduced with the assumption that these are an important part of any CRM, although it later became evident that the community did not really want them in the first place and never used them. 



� HAP (2008) Guide to the HAP Standard Tool 27.



� Real example of agricultural project in Western Uganda (non Concern programme): the steering committee was compose by: NGO project manager, NGO technical advisor, Finance Officer from the NGO, one NGO project staff (elected by the NGO staff), District Agriculture Officer, Women’s Officer from the District Community Development Office, parish priest (himself a farmer), two District Councillors from the sub-counties the project covered, three women farmers representing the beneficiaries. The steering committee was divided into sub-committees, one of which was the Complaints and Disciplinary Sub-committee. The farmers representatives would be tasked with answering farmers’ complaints (Why did we not get coffee seedlings?); the DAO and the District Councillors would handle complaints from the District Council and politicians (Why are you not working in my home village?); the DAO would handle complaints from the Ministry of Agriculture (Why is the project not supporting the national coffee improvement campaign?); the NGO project Manager would handle complaints about NGO staff and the quality of NGO’s work.  



� Adapted from HAP (2008) The Guide to the HAP Standard. Tool 22, Oxfam GB for HAP International: �HYPERLINK "http://publications.oxfam.org.uk/oxfam/display.asp?ISBN=9780855986001"�http://publications.oxfam.org.uk/oxfam/display.asp?ISBN=9780855986001�. – another link rather than file for folder



� Danish Refugee Council, Complaint Mechanism. Concept paper. 



� HAP The Guide to the HAP Standard Benchmarks for the HAP Standard (5).
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Concern Worlwide_appraisal forms.docx
Concern Worlwide’s section of appraisal form with focused on PSEA





For standard appraisal forms



                Y – yes, objective achieved                    P – objective partially achieved                      N – no, objective not achieved



Current objectives  and Future objectives



		Objective

		Agreed measures to determine objectives have been met

		Achievement

		Comments

Think back over the whole period under review. Keep comments objective. 

Give specific examples that demonstrate that the objective has or has not been achieved; include comments on any external events that have affected the objective. 

In discussing the objectives, consider any training and development needs that arise. These should be recorded in the personal training and development plan.



		

		

		Job 

Holder

		Mgr

		Agreeded by both after discussion

		



		To adhere to and promote the standards of behaviour outlined in the Concern Code of Conduct and Programme Participant Protection Policy (P4).

		

		Y



P



N

		Y



P



N

		Y



P



N

		Job-holder:











		

		

		

		

		

		Manager:











		

		

		

		

		

		Manager:











		

		

		

		

		

		Manager:















Managers’ appraisal forms





		Objective

		Agreed measures to determine objectives have been met

		Achievement

		Comments  

Think back over the whole period under review. Keep comments objective. 

Give specific examples that demonstrate that the objective has or has not been achieved; include comments on any external events that have affected the objective. 

In discussing the objectives, consider any training and development needs that arise. These should be recorded in the personal training and development plan.



		

		

		JH

		Mgr

		Agd

		



		To adhere to and promote the standards of behaviour outlined in the Programme Participant Protection Policy (P4) and the Concern Code of Conduct to their team, to the partner organisations they work with, and to beneficiaries, and be committed to providing a safe working environment.  



To contribute to the establishment of preventive measures to reduce the potential for abuse in Concern programmes. 

















Specific responsibilities of Country Directors:

To adhere to and promote the standards of behaviour outlined in the Programme Participant Protection Policy (P4) and the Concern Code of Conduct to their team, partner organisations and beneficiaries, and be committed to providing a safe working environment.  



To ensure that preventive measures to reduce the potential for  abuse and exploitation in the Concern programmes are taken.



To ensure that all staff, personnel from partner agencies, consultants, contractors, beneficiaries and visitors to Concern programmes are acquainted with the requirements of the P4 and how to report incidences.



		The ability to promote Concern’s standards of behavior in the programme.



The ability to set up a complaint and response mechanism for partners and beneficiaries in the programme.



Should a complaint come through, the ability to handle the case in an appropriate and confidential manner in accordance with Concern procedures.



The ability to have an ongoing monitoring system within the programme to assess all programme participants’,

especially beneficiaries’, vulnerability to abusive behaviour in the implementation of the programme. 











The ability to promote the standards of behaviour outlined in the P4 and the Concern Code of Conduct to the team, to the partner organisations we work with, and to beneficiaries.



The commitment to providing a safe working environment.  



The ability to ensure that preventive measures to reduce potential for  abuse and exploitation in the Concern programme are taken and that a complaint and response mechanism for partners and beneficiaries is in place.





The ability to ensure that all staff, personnel form partner agencies, consultants, contractors, beneficiaries and visitors to Concern programmes are acquainted with the requirements of the P4 and how to report incidences.



Should a complaint come through, the ability to handle the case in an appropriate and confidential manner in accordance with Concern procedures.



		Y



P



N

		Y



P



N

		Y



P



N

		Job-holder:
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Prevention of Sexual Abuse and Exploitation (PSAE) 


		











History 


			Problem first identified in West Africa and Nepal. 


			CCSDPT identifies problem in 2006. 


			Humanitarian workers involved in sexual abuse and exploitation of refugees. 


			Project started in Thai/Burma border in 2007

















What is SAE by humanitarian workers?  


“Sexual abuse” is physical act of a sexual nature, including inappropriate touching, by force or under unequal. 


Examples: 	


A medical officer who touches a refugee inappropriately. 


Environmental health worker who says inappropriate sexual things to a beneficiary


Logistics manager who rapes a refugee 


























What is SAE by humanitarian workers?


“Sexual exploitation” is any abuse of power, or trust for sexual purposes. 


Examples: 


An Or Sor who paying for sex with a refugee 


A driver asking a refugee to have sex in exchange for being driven somewhere. 


A doctor gives additional medicine to a refugee for sexual favours. 











CCSDPT SAE


			PSAE focuses on abuse or exploitation by humanitarian worker to refugee





 











PSAE Project in 2008/2009


			The CCSDPT Code of Conduct signed by 100% of organisations


			PSAE focal point working in every camp


			Awareness-raising activities in Mae La, Umpiem Mae, and Nupo. 


			Trainings with section leaders and CBOs on PSAE project. 


			Securing reporting mechanisms in each of the camps. 














Consequences for the victim:


*Physical harm		* pain, trauma


*Psychological harm	* STDs; HIV/AIDS


* Stigmatisation		* loss of reputation


* shame, guilt		* fear, depression


* Rejection			* ostracised


* Loss of income		* loss of services


* Breakdown of support stuctures











Consequences for the perpetrator


			STDs; HIV/AIDS


			Loss of employment / income


			Loss of reputation


			Shame


			Rejection by family


			Security risk














Consequences for the agency


			Loss of trust from the community


			Loss of funding


			Security risk


			Loss of staff





DONORS!!!!











CCSDPT Code of Conduct 


The Code applies to all those working on refugee programs in the Thai-Burma border operations:


* International staff		* National staff


* Refugee staff			* Volunteers


* Casual laborers 		* Drivers


* Senior				* Guards management











CCSDPT Code of Conduct 


Never exploit the vulnerability of beneficiaries, especially women and children, or allow them to be put into compromising situations.


Never engage in any sexual activity with children - persons under the age of 18. 


Never engage in sexual abuse or exploitation of beneficiaries under any circumstances.


Never condone or participate in any corrupt or illegal activities.











CCSDPT Code of Conduct 


Never accept or exchange money, employment, goods, or any other services for sex, including sexual favors, for services which would otherwise be provided by duty and free of charge.


Never abuse their authority, position, or influence by withholding protection, humanitarian assistance, nor give preferential treatment in order to solicit sexual favors, gifts, payments of any kind, or any other advantage.











CCSDPT Code of Conduct 


Report immediately, in accordance with the agency’s internal structure and CCSDPT reporting mechanism


Create and maintain an environment that prevents sexual abuse and exploitation. 


Not intentionally make false allegations or accusations against another worker





 











Sexual relations with beneficiaries


	In principle, sexual relations between humanitarian workers and beneficiaries should be considered prohibited.





	


	











Sexual relations with beneficiaries


Any humanitarian worker who finds himself or herself involved in a relationship with a beneficiary shall advise his or her head of agency or supervisor of the relationship.











Code of Conduct Group Exercise 





			Read the scenarios described on the slip and decide if it is “Always, Sometimes or Never” 


			For example, if the scenario says “An aid worker who gets into an argument with a refugee is allowed to physically hit that refugee. Is this okay?” then you would select in the Never section. 


			Complete the sheet. 


			Be prepared to explain WHY you are standing where you are standing! 





















Zero Tolerance
for Sexual Abuse and Exploiltation
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Prevention of Sexual Abuse and Exploitation (PSAE) 


		


Code of Conduct 











CCSDPT Code of Conduct 


The CCSDPT Code of Conduct applies to all those working on refugee programs in the Thai-Burma border operations:


* International staff		* National staff


* Refugee staff			* Volunteers


* Casual laborers 		* Drivers


* Senior				* Guards management











CCSDPT Code of Conduct 


Humanitarian workers will…


Respect and promote the fundamental human rights of all, without discrimination of any kind


Treat all beneficiaries and other persons fairly and with respect, courtesy, and dignity according to the laws of Thailand and international refugee law. 


Never commit any act or form of harassment that could result in the physical, sexual, or psychological harm or suffering to individuals.











CCSDPT Code of Conduct 


Never exploit the vulnerability of beneficiaries, especially women and children, or allow them to be put into compromising situations.


Never engage in any sexual activity with children - persons under the age of 18. 


Never engage in sexual abuse or exploitation of beneficiaries under any circumstances.


Never condone or participate in any corrupt or illegal activities.











CCSDPT Code of Conduct 


Never accept or exchange money, employment, goods, or any other services for sex, including sexual favors, for services which would otherwise be provided by duty and free of charge.


Never engage in any other forms of humiliating, degrading, or exploitative behavior under any circumstances.


Never abuse their authority, position, or influence by withholding protection, humanitarian assistance, nor give preferential treatment in order to solicit sexual favors, gifts, payments of any kind, or any other advantage.











CCSDPT Code of Conduct 


Ensure that all information, including reports of breaches of these standards by other workers or obtained from beneficiaries, is channeled correctly in accordance with the CCSDPT established reporting mechanism and handled with utmost confidentiality. 


Uphold the highest standards of accountability, efficiency, competence, integrity and transparency in the provision of protection, goods and services in the execution of their responsibilities.











CCSDPT Code of Conduct 


Create and maintain an environment that prevents sexual abuse and exploitation. Managers have particular responsibilities to develop systems that maintain and enhance this environment.


Not intentionally make false allegations or accusations against another worker of breaching the provisions of the Code of Conduct.


Report immediately, in accordance with the agency’s internal structure and CCSDPT reporting mechanism, any concerns or suspicions of sexual abuse and exploitation of humanitarian staff. Failure to report concerns of sexual abuse and exploitation will constitute misconduct. 











Sexual relations with beneficiaries


	


	In principle, sexual relations between humanitarian workers and beneficiaries should be considered prohibited.





	However, given that refugee workers are covered by the Code, consensual and proper sexual relationships are not prohibited as long as they are not abusive





	











Sexual relations with beneficiaries


Sexual relationships with beneficiaries which are consensual and proper shall not be discouraged provided the employee is not abusing or exploiting his/her position as a humanitarian worker.


Sexual relations between beneficiaries and other categories of humanitarian workers, particularly international staff, are strongly discouraged. 	











Sexual relations with beneficiaries


Any humanitarian worker who finds himself or herself involved in a relationship with a beneficiary shall advise his or her head of agency or supervisor of the relationship.


The heads of all agencies party to this Code shall ensure that when informed of relationships between staff and beneficiaries, appropriate measures are taken to prevent the potential for abuse or exploitation.











All signatories agree to:


			Disseminate the Code and content within its own agency


			Ensure and monitor implementation and adherence to the Code


			Develop an environment that prevents sexual abuse & exploitation


			Ensure staff are aware of content and sign the Code of Conduct


			Disseminate the Code in appropriate languages


			Investigate reported breaches of the Code following agreed upon administrative and disciplinary measures.











Zero Tolerance
for Sexual Abuse and Exploiltation

islinuriv@wsulso na:msmus:fasumowet
o

c88§§oog:>oogc;ao') t.;Go’y%eo')qa:s';%Ew&@&@ém@o&qm@&o%w‘?

ad:098[Q[epdeuncS










%, 3
5, F0R COLORR
/SyOR CO-O%CY
PLacEp PERD












PSEA Training Materials from Thailand/Code of Conduct & PSAE Training Slides/PSAE Training Day 1.ppt




Prevention of Sexual Abuse and Exploitation (PSAE) 


		











Responsibilities of the PSAE Focal Point 


Three key areas of responsibility:


	Raising awareness on PSAE 


	Receiving and referring 	complaints


	Coordination with other 	agencies











PSAE Project Review 


Objectives: 


			Ensure CCSDPT organizations and partners can quickly, effectively and humanely respond to cases of sexual abuse and exploitation


			Increase awareness among refugees about their rights and entitlements; 


			Establish zero tolerance policy towards exploitation and abuse, ending the culture of impunity for abusers; 


			Mainstream prevention strategies of sexual exploitation and abuse into all programmatic and operational sectors in the Thailand refugee program.























Challenges and confusion





	


			GBV vs PSAE


			PSAE vs physical or economic abuse by NGO workers 


			Who to report to? 


			Who does the Code of Conduct apply to? 














GBV versus SAE


			GBV : Physical, mental or social abuse which is directed at a person on the basis of gender or sex, WITHIN THE COMMUNITY.


			SAE is abuse or exploitation when there is a power differential at play (HUMANITARIAN WORKER TO REFUGEE)





 











Examples of Gender Based Sexual Violence


			Gender-based Sexual Violence 





Rape: both inside and outside marriage


Sexual assault


Attempted rape/defilement


Sexual harassment


Forced prostitution


Sexual abuse and exploitation (SAE) by humanitarian workers. 


			Sexual abuse and exploitation (SAE) by humanitarian workers.


			NGO Medical staff raping a refugee


			NGO Teacher sexually abusing a student


			NGO worker exchanging money or help for sex


			Driver sexually assaulting a refugee 














Defining abuse


“Sexual abuse” is actual or threatened physical intrusion of a sexual nature, including inappropriate touching, by force or under unequal or coercive conditions. 





“Sexual exploitation” is any abuse of a position of vulnerability, differential power, or trust for sexual purposes; this includes profiting monetarily, socially or politically from the sexual exploitation of another.


SG’s Bulletin




















Defining SAE – examples from other camps 


Sexual Abuse 


NGO teacher touching a student in genital area during/after giving private classes 


Medical officer talking to a patient in a sexual manner 


Volunteer in child care center sleeping with and touching children. 


Security guard sexually abusing a woman that he  must accompany home. 


Sexual Exploitation 


Resettlement officer/translators offering help for sleeping with someone. 


A refugee forced to do something sexual for getting out of camp 


Someone from a CBO giving employment exchanged for sex. 


Section leader asking for sexual favours from new arrivals for ration books. 


Teacher exchanging exam questions for sexual relationships with student. 





























Short Exercise:





			Please take 5 minutes to discuss with your neighbour what YOU think are the main types of sexual abuse or exploitation Sexual Abuse 


			Sexual Exploitation 


			CBO/National Staff/Expatriate Staff 














Consequences for the victim:


*Physical harm		* pain, trauma


*Psychological harm	* STDs; HIV/AIDS	


* loss of reputation	 * shame, guilt


* fear, depression	 * Rejection


* ostracised


	











Consequences for the perpetrator


			STDs; HIV/AIDS


			Loss of employment / income


			Loss of reputation


			Shame


			Rejection by family


			Security risk














Consequences for the agency


			Loss of trust from the community


			Loss of funding


			Security risk


			Loss of staff





DONORS!!!!











Coffee break!


			Please take 20 minutes to enjoy the coffee and tea provided. 














The UN Secretary General’s Bulletin on PSAE


Basis of different PSAE Codes and Protocols in many different refugee settings. 





	











Six core principles of the SG Bulletin





SAE are acts of gross misconduct and are therefore grounds for termination of employment


Sexual activity with children (under 18) is PROHIBITED


Exchange of money, employment, goods, or services for sex, including sexual favours or other forms of humiliating or degrading behavior is PROHIBITED.


Sexual relationships between humanitarian workers and beneficiaries are STRONGLY DISCOURAGED.


When a humanitarian workers develops concerns or suspicions that SAE is taking place, he / she is obligated to report such concerns.


Create and maintain an environment which prevents sexual exploitation and abuse and promotes the implementation of the Code of Conduct.











Causes for concern


A concern is expressed as:


a breach of a code of conduct;


an allegation of a breach of the code of conduct outside the work environment;


exploitation of women and/or children;


past behaviour of a staff member. 





10


A concern is expressed about a practice or behaviour which suggests that a member of staff/volunteer has acted in a way which has potentially harmed a woman or child, this could include physical or sexual violence or emotional abuse.


An allegation that a member of staff/volunteer has breached the Code of Conduct outside the work environment. Concerns are expressed that cover a wide range of issues involving the exploitation of women and/or children ranging from inappropriate behaviour to various criminal offences.  


There is a concern regarding a past behaviour of a staff. 














CCSDPT Code of Conduct 


The Code applies to all those working on refugee programs in the Thai-Burma border operations:


* International staff		* National staff


* Refugee staff			* Volunteers


* Casual laborers 		* Drivers


* Senior				* Guards management











CCSDPT Code of Conduct 


Humanitarian workers will…


Never commit any act or form of harassment that could result in the physical, sexual, or psychological harm or suffering to individuals.











CCSDPT Code of Conduct 


Never exploit the vulnerability of beneficiaries, especially women and children, or allow them to be put into compromising situations.


Never engage in any sexual activity with children - persons under the age of 18. 


Never engage in sexual abuse or exploitation of beneficiaries under any circumstances.


Never condone or participate in any corrupt or illegal activities.











CCSDPT Code of Conduct 


Never accept or exchange money, employment, goods, or any other services for sex, including sexual favors, for services which would otherwise be provided by duty and free of charge.


Never engage in any other forms of humiliating, degrading, or exploitative behavior under any circumstances.


Never abuse their authority, position, or influence by withholding protection, humanitarian assistance, nor give preferential treatment in order to solicit sexual favors, gifts, payments of any kind, or any other advantage.











CCSDPT Code of Conduct 


Ensure that all information, including reports of breaches of these standards by other workers or obtained from beneficiaries, is channeled correctly in accordance with the CCSDPT established reporting mechanism and handled with utmost confidentiality. 


Create and maintain an environment that prevents sexual abuse and exploitation. Managers have particular responsibilities to develop systems that maintain and enhance this environment.











CCSDPT Code of Conduct 


Not intentionally make false allegations or accusations against another worker of breaching the provisions of the Code of Conduct.


Report immediately, in accordance with the agency’s internal structure and CCSDPT reporting mechanism, any concerns or suspicions of sexual abuse and exploitation of humanitarian staff. Failure to report concerns of sexual abuse and exploitation will constitute misconduct. 











Sexual relations with beneficiaries


	


	In principle, sexual relations between humanitarian workers and beneficiaries should be considered prohibited.





	Exceptions:


Refugee workers in consensual and non-abusive relationships 


National staff in consensual and non-abusive relationships who have advised their supervisors of the relationship





	











Sexual relations with beneficiaries


Sexual relationships with beneficiaries which are consensual and proper shall not be discouraged provided the employee is not abusing or exploiting his/her position as a humanitarian worker.


Sexual relations between beneficiaries and other categories of humanitarian workers, particularly international staff, are strongly discouraged. 	











Sexual relations with beneficiaries


Any humanitarian worker who finds himself or herself involved in a relationship with a beneficiary shall advise his or her head of agency or supervisor of the relationship.


The heads of all agencies party to this Code shall ensure that when informed of relationships between staff and beneficiaries, appropriate measures are taken to prevent the potential for abuse or exploitation.











All signatories agree to:


			Disseminate the Code and content within its own agency


			Ensure and monitor implementation and adherence to the Code


			Develop an environment that prevents sexual abuse & exploitation


			Ensure staff are aware of content and sign the Code of Conduct


			Disseminate the Code in appropriate languages


			Investigate reported breaches of the Code following agreed upon administrative and disciplinary measures.














Code of Conduct Group Exercise 





			Read the scenarios described on the slip and decide if it is “Always, Sometimes or Never” 


			For example, if the scenario says “An aid worker who gets into an argument with a refugee is allowed to physically hit that refugee. Is this okay?” then you would select in the Never section. 


			Complete the sheet. 


			Be prepared to explain WHY you are standing where you are standing! 














CCSDPT Inter-Agency Protocols 











CCSDPT Inter-Agency Protocols 


Common inter-agency CCSDPT Code of Conduct


Common reporting and complaints mechanisms to be put in place


Acceptance of the IASC Complaints and Investigation Procedures for SAE


Acceptance of standardised procedures for supporting the needs of survivors & complainants


Coordination in situations where an agency receives a complaint against another agency


Establishment of an inter-agency PSAE steering committee











CCSDPT Inter-Agency Protocols 


			Protocol II:  Reporting and Complaints Mechanisms 


			Complaints of SAE to be reported in whichever manner individuals feel most comfortable and safe. 


			Agencies agree that an initial complaint of SAE can be raised at any level and through any method. 


			Field-based staff designated at each operational site as the primary PSAE focal point (s) to be responsible for receiving reports and sending them to the Head of Agency for action and investigation. 


			Following-up on support services which the survivor might need as prescribed in the SGBV standard operating procedures. 


			Distribute information about the reporting and referral system widely among their staff and the beneficiary communities. 














Barriers to complaining exercise 1


Think of a situation, NOT related to protection, where you wanted to complain about something but you didn’t.





In pairs, discuss what it was that stopped you from complaining. 




















Barriers to complaints:


			Would not change anything/not worth it


			Didn’t want to get anyone in trouble


			Didn’t think anyone would believe me


			Fear of getting it wrong or misunderstanding the situation


			Would create too much attention


			Fear of repercussions


			Didn’t want to create a fuss or be seen as troublemaker


			Thought the issue was too trivial to raise


			Have no right to complain


			Not acceptable in the local culture


			Too nervous or embarrassed to speak out


			Felt guilty, might be my own fault


			Didn’t know who to complain to


			Didn’t think anyone would do anything about it














People making complaints about SAE…


			Please watch the following video 


			Pay careful attention to how the reports are delivered and received. 


			Please think about what would make report easier for the complainant and the job easier for the person receiving the complaint 














Barriers to complaining exercise 2


Please divide into four groups 


In each group, please select a person to speak to the rest of plenary. 























Important elements for creating an accessible environment for reporting:








			Having a clear reporting mechanism in place


			Not making judgments on the complaint


			A safe and private space for individuals to make complaint without being interrupted


			Trained staff – to receive the report and know what to do with it














Key points of the complaints mechanism:


Refer the case to the agency focal point 


The focal point should record the report and inform complainant of how the report will be handled


If an aid worker, the case is referred to the head of agency where the aid workers is employed in confidential manner


If NOT an aid worker, complaint should be referred to relevant agency/committee working with GBV


If incident is criminal, complainant should be informed of option to report to authorities


It is NOT the responsibility of staff to decide if report of SAE is true, only to refer report. 


If an aid worker has knowledge of SAE, she/he should report the case to the agency employing the suspected perpetrator so that an investigation can be conducted.











PROTECTION considerations


			Protection of the victim/complainant is the first and foremost priority. Aid workers must always keep this in mind when considering options with the complainant.


			Referrals should be made to agencies that can provide health, psycho-social support, or legal services.


			If the victim is in danger, the case should be reported to UNHCR and/or authorities if appropriate so additional protection can be provided or relocation to safer location facilitated.














Receiving complaints


			Remember, it is NOT your role to investigate the complaint, but to encourage reporting and receive and refer on the initial report.


			Four key principles:


			Respect


			Confidentiality


			Anonymity


			Safety and welfare of those involved














Receiving complaints


			Cannot promise absolute confidentiality. Only those on need to know basis will be involved


			Explain that you do not make the decision regarding follow up, you need to share the report with the head of agency so they may take decision about next steps.


			Explain the investigations process, there may need to be follow on interviews to gather more information


			Anonymous complaints must be taken just as seriously. If complainant does not wish their identity to be passed on, this must be respected.














Explaining next steps:


			Reassure the complainant the report is being taken seriously


			Let them know what will happen next and what happens with the process


			Explain you will be in touch again and who to contact if they have questions


			Check any safety / security concerns


			Consider need for referrals (medical, counseling)


			Do not make any promises you cannot fulfill


			Be honest about what you do and don’t know


			Record what you are told as accurately as possible. 


			Do not push for more information than the complainant is comfortable providing.














Safety issues for witnesses 


and victims 


			environment








			medical needs








			physical safety








			knowledge/understanding of process








			connections to subject of complaint and those supporting subject of complaint





	























Safety issues for victims 


and witnesses


			Is the victim/witness still at risk?


			Who is responsible for their welfare?


			Does victim/witness know how to report concerns re: harassment/intimidation?


			What family/friends/professional support networks are available? 








What family / friends / professional support networks are available?  How can these be accessed?





Has the current allegation identified any on-going vulnerability of the victim / witness?





Does victim / witness know how to report concerns re harassment / intimidation?





Who is responsible for their welfare?  Who is responsible in absence of named person?





Detail the initial risk assessment and management plan.





What family / friends / professional support networks are available?  How can these be accessed?





Has the current allegation identified any on-going vulnerability of the victim / witness?





Does victim / witness know how to report concerns re harassment / intimidation?





Who is responsible for their welfare?  Who is responsible in absence of named person?





Detail the initial risk assessment and management plan.

















Safety issues for victims 


and witnesses


			Relocation necessary? If so, where can he/she go?


			Does another agency (UNHCR, child protection agency) need to be involved?


			Does the complainant want police involvement?
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Prevention of Sexual Abuse and Exploitation (PSAE) 


		











Key points of the complaints mechanism:


Interview in a respectful and sensitive manner & complete the IRF


The focal point should record the report and inform complainant of how the report will be handled


If an aid worker, the case is referred to the head of agency where the aid workers is employed in confidential manner


If NOT an aid worker, complaint should be referred to relevant agency/committee working with GBV


If incident is criminal, complainant should be informed of option to report to authorities











Receiving and documenting a complaint: Steps


Establish a rapport and be respectful 


Let the complainant speak to you using their own words


Ask specific/clarification questions, only if necessary and only for information contained in IRF. 


Explain the process/next steps 


Have the complainant sign the information release form











Introduction to investigation procedures


Aim: to provide an overview of the investigations process, so field based staff have an understanding of what will happen once a report of SAE is made.





Note: Field based focal point staff should NOT undertake investigation activities. It is your responsibility to take the initial complaint and refer it on for action.











CCSDPT Investigations 





			32 trained CCSDPT investigators


			Field based focal points should NOT undertake any investigation activities


			Basic information about investigation should be explained to complainant


			When investigation is completed, the agency will take necessary action


			Ensure complainants are not repeatedly interviewed 


			Important to inform of the process and explain to those involved of what can be expected.


			Most important: This process does take time and 





	there is no certain outcome! 











Core principles for investigations


confidentiality and anonymity


safety and welfare of the parties


professional care and competence


thoroughness


independence


planning and review


respect


time frames


working in partnership


national authorities


























			One week planning


			2 weeks investigation


			1 week report writing 


			Management reads report 
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What happens during an investigation


Complaint received and referred


Management decides to investigate


Investigation team appointed 


Investigation planned


Documentary evidence gathered 


Witnesses, victim, and perpetrator interviewed 


Investigation report written 


Management decides disciplinary action 











What happens during an investigation


			The Investigators will rely A LOT on the complaint referral form so it is important to complete it properly!


			Helps not to interview the complainant “too” much 














Using the Incident Report Form 








			What is it?


			When is it used?


			Filling in the PSAE section?


			What to do with it afterwards?
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[36q0500E[qgE00 Incident Report Form

C c e C e _C C o C oo O C C C c. O
@%@ngrﬁ OQCCY)?ZG(’DOC8%?08000@@8&%0008@02@@1@6&30 893%00@8%9(8@(‘/? @%gmqe@n ﬁch:()?
Instructlons OO')O(%GOSSDSOOOSGOD’) GS’DQI(%(%%S(@@%:@SO)OQSODOOSE)ZOO’):Q@@CH 8%3”(7% ®0888%8
SOS@N UNHCR éls?m')(@ogeq:mepﬁ oécf’?° m@%a@:eo:iqeén <99m05§ m&éqo&m
LDS@E)L{IO%?EO% QO%O%S@OSC\%&(D (‘D’)O’gOSGGFS’DG]’)(ﬁ %9 (Dggggg“(;i} J9 <§0€019’900)88
(o) C Qo C [e] (o c e ¢ O C C [ 0~ .Q¢C (]
q(ﬂqegll) C\PS’DO(S](V) 89(8@06“(7)?’)%0 @@@8(7? SO(DCOU)GOOB(DORO%G(L%C&OD@H
Form to be completed by fully trained and designated staff. Original to be
maintained in designated agency (outside camp). Copy to be delivered to
UNHCR Protection, in sealed envelope, as soon as possible. (If survivor
wishes to report incident to police, Protection Officer must have copy
within 24 hours).

(o (o o o Q Q [N [ Q [ Q o
?oogﬂm @ﬁ&)@@ogmw@ C\EGO’&GQ:@§8[§C§S@U§O’J m@:@§eul>oo&n m&aqoﬁcﬂoz:@o: Qe
c (o C (o C o (o (o C oC ¢ _0oo0ocC oCc C
Note e@:@@@cx&;dﬁ)m 0$00B:Q|20P GIOJIITOCOVF:GLI00D VPNl OPCOCPOSCLEEN:EOPCOC
(o} (o} [N (o C 9 C o o o] (]
@c:c?g @ao:@@@c:/@oo@ozmogm &)Z:Di(e@&{l’)ﬁﬂ&o;)@l\
This form is NOT an interview guide. Staff must be properly trained in interviewing survivors.
Separate forms are available for counselling and health exam/treatment.
@8@@8’9(&28’90}0: @58@8@8@@8’9%{88’9@08
INCIDENT TYPE Secondary Incident Type
003805 ®ac°/c88®0 (@Loog SBO o5 ) c ee@owa 530ISsC 680
R8P s BOPT 998750 CRCRCHGFIPRTYrEE ORE
Case Number Camp/Address (for urban and returnee caseload) | Date and Time of Interview

gﬁmﬁ)wécﬁ wag@ggozﬁm@qmog(ﬁ (gﬁéaﬂg) Previous Incident Number for this Client (if any)

° [
m&aqo]?cﬁ soe@ocmep VICTIM/SURVIVOR INFORMATION

(& (8 (& (o oC
326p0 320000 6YRO0PIRSO avle}
Name: Age: Yr. of birth: Sex:

QC o c o oC o Q C oc
QOO qige09 / RqJe 3306000Cq) / ©q I0POIOPC
Address: Tribe/Ethnic Marital Status: Occupation :

e@o%@@ogzqoe»og
Background:

Q 9 (8 ocC 9 9 00 O ¢ _o¢ Q C ° (o C Co
000200050:6q) 320000 32060000008 (eeo?oa o(o?) 3260 m@l@qo\ﬁgem’motﬁ
No. of Children: Ages: Head of family (self OR name, relationship to survivor):
UNHCR efooo%zfo%ooozoaé cﬁ(goo?o%wémggoz%s&o% (0%) ID mg%sd]og
“g;%}ogo ”3;({]’[3%@/_)3(@3%8) Ration Card No.: or ID Card No.:

UNHCR “vulnerable ” designation (if any)

C o (N c C _ocC C C Co
sgoooacj m@t@qo]?sa@ mem:@@(ﬂm s?oooeaoﬁeﬁsc;eg clepelalely
If victim/survivor is a child: Name of Caregiver: Relation:

@&ﬂcﬁﬁ THE INCIDENT
o8 59 oGes, A

Location: Date: Time of day:
[y C C C e ¢ O C o Q [ (Y C N[C < o
@@(ﬂmﬁem@qjm @@@8(73 Bacqjezgm:@ mmmq@@o@@:l Gc§omaomog@®qoqp:o?& eq:aao:&u)

Description of Incident (summarize circumstances, what exactly occurred, what happened afterward):

N










o:m:og%oia%gqos’;qjtﬁsam(ﬁedo: PERPETRATOR INFORMATION

Q . c__9 . QQ .

520p0 Name: REe$p5ieq No. of Perpetrators: oS¢ Sex:

3605 Address: %&"::Do: Nationality: ggoa(y% Age: C\R(%F/C\RQ%F Tribe/Ethnic e@oo%éa)ff’& Background
Qo (o} C Co ocC [aye] [o] C oc

el [HantiSfenilelclepeloielé) 320600004 / oq =clavleisclople)

Relationship to Victim/Survivor: Marital Status: Occupation:

c C oC C QCcOoC ocC N ° (o o Cc O C c (o C (o
C\Eooo:@c:®o§oeooomooo:@q:@?ccpq?oooo:c{p:? mcnﬁc:@?cqosoc\a)o?zmz@ﬁﬁg o?oa(q”:g;ogmsg@mogo)@cz @oo@:,f;ﬁfedozoqj|l:%>§6]m
In cases of Sexual Abuse and Exploitation (SAE) by humanitarian workers:

. @5ﬁ@|{:ag$%mnggewo @9’3(3]88 (:mgsaovéz)l

e Agency the alleged perpetrator works for:

© POt 0%,

. Position title and camp(s):
oﬁ?@m(ﬂgg (m?espo)é:)? PSAE moo%éo%s;e@o&@oz@&%&oocooz||
Has the agency’s PSAE focal point been informed about the allegation:

(J?UC) Yes e()?dc) No
(o o] q c_C
. evlepietalyfeviciSpltieslelple et

. Name and position of person informed:
N . C e}

© qgsbed
. Date and time
Q / 00 ¢ _C C (9] cQ N C g QCcOoC _oc¢C N2 c o C O C C cCe.__ocC

eelyetiae / QOFMO$OOPRD  0QEIQCO <3;g°39®g:) ) cooﬁgc:a?cqomcgo?:m:@[ﬁﬁg o?wa:mogmm@mo?m@o:agcqo
mgqgéo)om@@ogm% 8laocon: O?O% Yes @O?O% No
Has the complainant/survivor been informed about the agency’s procedures for SAE reports:
(J?O% Yes @U?U% No
UNHCR ooof?@ﬁ IRF G(Y)%()O’?%G():&ODCO’J:IIHEIS a copy of this IRF been given to UNHCR: O?O% Yes Q:)O?OS No

oqmmg%aﬁ@% m(ﬁ§19§q8 (330318) Current location of perpetrator, if known:

oG c Q Q C . . - ”
OQYPERFIROOPD SOOOCOMITISEQOCVIEHAOCO3 (? Is perpetrator a continuing threat?

(o (& CrCxN [ C _ocC C C Co
oqm:agﬁsoﬁoa@mem:aﬁcw@o%wo—s?ooo@:oﬁsgeg C0OD500Q
If perpetrator is a child: Name of Caregiver: Relation:

2005600 WITNESSES

c Q T c Q ’]
eeloplcieRatenl] <mem:edoz 30 saoc) (Qe&@o
Describe presence of any witnesses(including children):

c._C C
300P2§¢6$QO4)2: Names and Addresses:

cog

sz;eq:oﬁ?eeoogg(ﬁﬁ — 09 mqﬁs:;og Q@S@:@ooo eéooémeqz%eeoogg(ﬁfa% an% @égo%&u

_ACTION TAKEN - any action already taken as of the date this form is completed
opS0p 320:03E[030:0005 Reported to: oBeognsaopBes, Date Reported 326q20pes00E006 Action Taken
q| POLICE
(&
3200 Name
d[gjeqs SECURITY
saeé Name
UNHCR
C
320p0 Name
Gsoaésaqo%qp: LOCAL LEADERS
cmeé Name

q%\swoeqze@ogegpgﬁ HEALTH CARE

(& (& (N Qo (N (o (& ’]
3;@@ / :r;@dm:s’smmauozo? ®’de(‘f)§’) Q %C @@O
See page 3 of this form for name/info.

32[gn: OTHER
()
32000 Name










OOBG)Q%GDSGODOS’DGQS(R??(?Q%‘D@OOO:GOO’JG’DGQ:OR&%({]’): - wg?é@égtﬁ%%saog
MORE ACTION NEEDED AND PLANNED ACTION - as of the date this form is completed
(o

ﬂ&?c:ef?’cc:qoc@[%mdﬁmS@J(ﬁ@o%eao:@&@cf: QJ(YSQJE:C\?EGQ: o%éﬁ Physical security needs assessment and immediate safety plan :

('7’{”[3(2$é€13€8’9@§@§ %@Bl@%g()g@@gﬁ@%:ﬁq?]@ﬁ@mﬁgH %Jmeéméméﬂpm@owé:?

Has the victim/survivor received any kind of counselling - if yes, which kind?

(rﬂu:cxg%éqo]%sgecﬁ@c\ﬁfmﬁoﬁgeémoz? Is victim/survivor going to report the incident to the police? O ocﬁcc;eé Yes O @Uofg No

Q 00 Q. . Q. Q o, Q.o Q NP . Q.2 <)) 0 Qo2 AnnQ &)
X / oResoe;%@g weoeao&q?@geﬂooeﬁmqooo)qc&f / CetepiEtielavelieplaatiioleliszatcepplerslocialis feblavialF 0 GOXICIR0OR) D@GUY)CM
Is she / he seeking action by elders' tribunal/traditional court? Yes No

C\m:ﬁg 39@@0: o%:O’)USﬁ)/SGBV mﬁfoogijo:? @éwé@o(ﬁm(ﬁmeq:(ﬁemogﬂ(ﬁﬁeﬂos C\?gqga%ﬂcoc?éz?

What follow-up will be done by community development / SGBV worker?

UNHCR (@8/0%) w@ozmg&om@ézeﬂo:? @éﬁoaocﬁoa(rgeaooggtﬁqeé.%éz ' What further action is needed by UNHCR and / or
other?

o8dplgodop (s2o55) e
Form completed by (Print Name): Signature:










ODOOS:OCEOS[@%@&#SQO 0360000?@9]08
CONSENT FOR RELEASE OF INFORMATION

Q9808 [gpdpadearn ofcod: (afewnos) cpbamorevzapadns

cmgcfoaésgoz &R0zt oog[g@m q&s:;ﬁ:né? ea@oﬁeog[gé]mgsoeﬂozmgﬁ @o&p (or%) (7% eﬂ:gﬂo&%goaé
(o%eo?og) @eg:QJOSOcoé:eq?%anéo? a&m&[gq@éu

To the staff member for volunteer completing this form:

Read the entire form to the client, explaining that she/he can choose any (or none) of the item listed.
Obtain signature or thumb print with witness signature.

cc Q eSS co o _ ¢ _ ¢ o

Ogle?() OD@ (8]:%()(31 C\Dm(ﬂ 3’902{]0’)%]’)3?(}
(m&éq%cﬁ s'gué (r%eq:o']u)

oy o

° o c [N c_C C"] N C C "] C COC o °
Qﬁ&)@@%@; mc@@@:@mo@@qomo: GBDO(DOSQ?DB'Q@@SEH’)ZSD’DS GO%%@E\{OOD@II 8’9@@%0@?8?9 8’9@0’)’)039?8

(N c (& [ (& o 00C C c (& c _Q C [ cC (N ’] (N
G002 m')(ra)ooe@og@ﬂomﬁ?g G’DGOO’JOOS’D(O)QQQ?CQQ? @ﬁgg@mmm@@:ﬁo@@f)oz 0&%(@02(\)@0 OC)@II
(TBJ%SC\%SDSGOD’DI GOO’)(%:éGOD’D %%%éqﬁq%%@gﬁg gﬁoamcc:"sgea(ﬁsgco(ﬁedo:(r?) GQO0D:! (\?JL?(Y%OAD’D@(E

Q C C (PN C ccC C "] C
C\PBDOODGQ)’)O’)ODO GO%@@@@G@DCS (YODJ:%O§’)§CO@O OD&II

I , give my permission for the following
(print victim/survivor name)

organisations to share information about the incident | have reported in this form, and about my
current needs. | understand this permission is needed so that | can receive the best possible care and
assistance. | understand that the information will be treated with confidentiality and respect, and
shared only as needed to provide the assistance | need and request.

(c005a3C00p565q00p¢ [0305e[gecs x i) (Mark with an X' all that apply)

O %?oq%oo&sggso/esgrﬂgo% ( soeé )
Community Services Agency (name)
I:l O%I$8@OG€1830§ ( 39(;903.)@@0839@@0 )
Health Center (name of orgination)
0 UNHCR (saqoé)l—sgmos’;ogogl sc;@o:)
UNHCR (Protection Officer, others)

QCcOoC_ O

O S’DOOOSGj mcngczat?gqogac%oix@o:@lﬁ@é (ﬁu%oﬁl:mogo%m@ogo?ogg& (SAE) @%cosqosaﬁstogg e:r.;qjggm

C C C
L,)]OCOU)OD(D(;]O’) :

In case of SAE, agency involved:

O 34
Police
|:| ®@$3/8’9020%J&ﬁ8| m@é(&.ﬂﬁz) &G@’S@()f]
Camp / block leader, Specify name(s)
O sfgon se0pddesdgd
Others, specify

(og (o Q (o q (o
QOOQOD (o?) COOOLEICONEY
Signature or thumb print

00056006 C0nde0d (a3) condediconbey

Witness (signature or thumb print)

5.9

Date
















Using the Incident Report Form 


			Role play exercise


			Need two volunteers 
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[36q0500E[qgE00 Incident Report Form

C c e C e _C C o C oo O C C C c. O
@%@ngrﬁ OQCCY)?ZG(’DOC8%?08000@@8&%0008@02@@1@6&30 893%00@8%9(8@(‘/? @%gmqe@n ﬁch:()?
Instructlons OO')O(%GOSSDSOOOSGOD’) GS’DQI(%(%%S(@@%:@SO)OQSODOOSE)ZOO’):Q@@CH 8%3”(7% ®0888%8
SOS@N UNHCR éls?m')(@ogeq:mepﬁ oécf’?° m@%a@:eo:iqeén <99m05§ m&éqo&m
LDS@E)L{IO%?EO% QO%O%S@OSC\%&(D (‘D’)O’gOSGGFS’DG]’)(ﬁ %9 (Dggggg“(;i} J9 <§0€019’900)88
(o) C Qo C [e] (o c e ¢ O C C [ 0~ .Q¢C (]
q(ﬂqegll) C\PS’DO(S](V) 89(8@06“(7)?’)%0 @@@8(7? SO(DCOU)GOOB(DORO%G(L%C&OD@H
Form to be completed by fully trained and designated staff. Original to be
maintained in designated agency (outside camp). Copy to be delivered to
UNHCR Protection, in sealed envelope, as soon as possible. (If survivor
wishes to report incident to police, Protection Officer must have copy
within 24 hours).

(o (o o o Q Q [N [ Q [ Q o
?oogﬂm @ﬁ&)@@ogmw@ C\EGO’&GQ:@§8[§C§S@U§O’J m@:@§eul>oo&n m&aqoﬁcﬂoz:@o: Qe
c (o C (o C o (o (o C oC ¢ _0oo0ocC oCc C
Note e@:@@@cx&;dﬁ)m 0$00B:Q|20P GIOJIITOCOVF:GLI00D VPNl OPCOCPOSCLEEN:EOPCOC
(o} (o} [N (o C 9 C o o o] (]
@c:c?g @ao:@@@c:/@oo@ozmogm &)Z:Di(e@&{l’)ﬁﬂ&o;)@l\
This form is NOT an interview guide. Staff must be properly trained in interviewing survivors.
Separate forms are available for counselling and health exam/treatment.
@8@@8’9(&28’90}0: @58@8@8@@8’9%{88’9@08
INCIDENT TYPE Secondary Incident Type
003805 ®ac°/c88®0 (@Loog SBO o5 ) c ee@owa 530ISsC 680
R8P s BOPT 998750 CRCRCHGFIPRTYrEE ORE
Case Number Camp/Address (for urban and returnee caseload) | Date and Time of Interview

gﬁmﬁ)wécﬁ wag@ggozﬁm@qmog(ﬁ (gﬁéaﬂg) Previous Incident Number for this Client (if any)

° [
m&aqo]?cﬁ soe@ocmep VICTIM/SURVIVOR INFORMATION

(& (8 (& (o oC
326p0 320000 6YRO0PIRSO avle}
Name: Age: Yr. of birth: Sex:

QC o c o oC o Q C oc
QOO qige09 / RqJe 3306000Cq) / ©q I0POIOPC
Address: Tribe/Ethnic Marital Status: Occupation :

e@o%@@ogzqoe»og
Background:

Q 9 (8 ocC 9 9 00 O ¢ _o¢ Q C ° (o C Co
000200050:6q) 320000 32060000008 (eeo?oa o(o?) 3260 m@l@qo\ﬁgem’motﬁ
No. of Children: Ages: Head of family (self OR name, relationship to survivor):
UNHCR efooo%zfo%ooozoaé cﬁ(goo?o%wémggoz%s&o% (0%) ID mg%sd]og
“g;%}ogo ”3;({]’[3%@/_)3(@3%8) Ration Card No.: or ID Card No.:

UNHCR “vulnerable ” designation (if any)

C o (N c C _ocC C C Co
sgoooacj m@t@qo]?sa@ mem:@@(ﬂm s?oooeaoﬁeﬁsc;eg clepelalely
If victim/survivor is a child: Name of Caregiver: Relation:

@&ﬂcﬁﬁ THE INCIDENT
o8 59 oGes, A

Location: Date: Time of day:
[y C C C e ¢ O C o Q [ (Y C N[C < o
@@(ﬂmﬁem@qjm @@@8(73 Bacqjezgm:@ mmmq@@o@@:l Gc§omaomog@®qoqp:o?& eq:aao:&u)

Description of Incident (summarize circumstances, what exactly occurred, what happened afterward):

N










o:m:og%oia%gqos’;qjtﬁsam(ﬁedo: PERPETRATOR INFORMATION

Q . c__9 . QQ .

520p0 Name: REe$p5ieq No. of Perpetrators: oS¢ Sex:

3605 Address: %&"::Do: Nationality: ggoa(y% Age: C\R(%F/C\RQ%F Tribe/Ethnic e@oo%éa)ff’& Background
Qo (o} C Co ocC [aye] [o] C oc

el [HantiSfenilelclepeloielé) 320600004 / oq =clavleisclople)

Relationship to Victim/Survivor: Marital Status: Occupation:

c C oC C QCcOoC ocC N ° (o o Cc O C c (o C (o
C\Eooo:@c:®o§oeooomooo:@q:@?ccpq?oooo:c{p:? mcnﬁc:@?cqosoc\a)o?zmz@ﬁﬁg o?oa(q”:g;ogmsg@mogo)@cz @oo@:,f;ﬁfedozoqj|l:%>§6]m
In cases of Sexual Abuse and Exploitation (SAE) by humanitarian workers:

. @5ﬁ@|{:ag$%mnggewo @9’3(3]88 (:mgsaovéz)l

e Agency the alleged perpetrator works for:

© POt 0%,

. Position title and camp(s):
oﬁ?@m(ﬂgg (m?espo)é:)? PSAE moo%éo%s;e@o&@oz@&%&oocooz||
Has the agency’s PSAE focal point been informed about the allegation:

(J?UC) Yes e()?dc) No
(o o] q c_C
. evlepietalyfeviciSpltieslelple et

. Name and position of person informed:
N . C e}

© qgsbed
. Date and time
Q / 00 ¢ _C C (9] cQ N C g QCcOoC _oc¢C N2 c o C O C C cCe.__ocC

eelyetiae / QOFMO$OOPRD  0QEIQCO <3;g°39®g:) ) cooﬁgc:a?cqomcgo?:m:@[ﬁﬁg o?wa:mogmm@mo?m@o:agcqo
mgqgéo)om@@ogm% 8laocon: O?O% Yes @O?O% No
Has the complainant/survivor been informed about the agency’s procedures for SAE reports:
(J?O% Yes @U?U% No
UNHCR ooof?@ﬁ IRF G(Y)%()O’?%G():&ODCO’J:IIHEIS a copy of this IRF been given to UNHCR: O?O% Yes Q:)O?OS No

oqmmg%aﬁ@% m(ﬁ§19§q8 (330318) Current location of perpetrator, if known:

oG c Q Q C . . - ”
OQYPERFIROOPD SOOOCOMITISEQOCVIEHAOCO3 (? Is perpetrator a continuing threat?

(o (& CrCxN [ C _ocC C C Co
oqm:agﬁsoﬁoa@mem:aﬁcw@o%wo—s?ooo@:oﬁsgeg C0OD500Q
If perpetrator is a child: Name of Caregiver: Relation:

2005600 WITNESSES

c Q T c Q ’]
eeloplcieRatenl] <mem:edoz 30 saoc) (Qe&@o
Describe presence of any witnesses(including children):

c._C C
300P2§¢6$QO4)2: Names and Addresses:

cog

sz;eq:oﬁ?eeoogg(ﬁﬁ — 09 mqﬁs:;og Q@S@:@ooo eéooémeqz%eeoogg(ﬁfa% an% @égo%&u

_ACTION TAKEN - any action already taken as of the date this form is completed
opS0p 320:03E[030:0005 Reported to: oBeognsaopBes, Date Reported 326q20pes00E006 Action Taken
q| POLICE
(&
3200 Name
d[gjeqs SECURITY
saeé Name
UNHCR
C
320p0 Name
Gsoaésaqo%qp: LOCAL LEADERS
cmeé Name

q%\swoeqze@ogegpgﬁ HEALTH CARE

(& (& (N Qo (N (o (& ’]
3;@@ / :r;@dm:s’smmauozo? ®’de(‘f)§’) Q %C @@O
See page 3 of this form for name/info.

32[gn: OTHER
()
32000 Name










OOBG)Q%GDSGODOS’DGQS(R??(?Q%‘D@OOO:GOO’JG’DGQ:OR&%({]’): - wg?é@égtﬁ%%saog
MORE ACTION NEEDED AND PLANNED ACTION - as of the date this form is completed
(o

ﬂ&?c:ef?’cc:qoc@[%mdﬁmS@J(ﬁ@o%eao:@&@cf: QJ(YSQJE:C\?EGQ: o%éﬁ Physical security needs assessment and immediate safety plan :

('7’{”[3(2$é€13€8’9@§@§ %@Bl@%g()g@@gﬁ@%:ﬁq?]@ﬁ@mﬁgH %Jmeéméméﬂpm@owé:?

Has the victim/survivor received any kind of counselling - if yes, which kind?

(rﬂu:cxg%éqo]%sgecﬁ@c\ﬁfmﬁoﬁgeémoz? Is victim/survivor going to report the incident to the police? O ocﬁcc;eé Yes O @Uofg No

Q 00 Q. . Q. Q o, Q.o Q NP . Q.2 <)) 0 Qo2 AnnQ &)
X / oResoe;%@g weoeao&q?@geﬂooeﬁmqooo)qc&f / CetepiEtielavelieplaatiioleliszatcepplerslocialis feblavialF 0 GOXICIR0OR) D@GUY)CM
Is she / he seeking action by elders' tribunal/traditional court? Yes No
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What follow-up will be done by community development / SGBV worker?

UNHCR (@8/0%) w@ozmg&om@ézeﬂo:? @éﬁoaocﬁoa(rgeaooggtﬁqeé.%éz ' What further action is needed by UNHCR and / or
other?
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To the staff member for volunteer completing this form:

Read the entire form to the client, explaining that she/he can choose any (or none) of the item listed.
Obtain signature or thumb print with witness signature.
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I , give my permission for the following
(print victim/survivor name)

organisations to share information about the incident | have reported in this form, and about my
current needs. | understand this permission is needed so that | can receive the best possible care and
assistance. | understand that the information will be treated with confidentiality and respect, and
shared only as needed to provide the assistance | need and request.
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QCcOoC_ O

O S’DOOOSGj mcngczat?gqogac%oix@o:@lﬁ@é (ﬁu%oﬁl:mogo%m@ogo?ogg& (SAE) @%cosqosaﬁstogg e:r.;qjggm

C C C
L,)]OCOU)OD(D(;]O’) :

In case of SAE, agency involved:
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Camp / block leader, Specify name(s)
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Witness (signature or thumb print)
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Receiving and documenting a complaint: Steps


Establish a rapport and be respectful 


Let the complainant speak to you using their own words


Ask specific/clarification questions, only if necessary and only for information contained in IRF. 


Explain the process/next steps 


Have the complainant sign the information release form











Receiving and documenting complaints: what you must explain 


			Tell the complainant that the report will be taken seriously.


			Cannot promise absolute confidentiality – only those on need to know basis will be involved


			Not your decision: you need to share the report with the head of agency so they may take decision about next steps.


			Explain the investigations process, there may need to be follow on interviews to gather more information


			If complainant does not wish their identity to be passed on, this must be respected.














Receiving and documenting complaints: Do’s and Don’ts


DO:


			Be courteous, objective and professional


			Ask direct and simple questions


			Regularly confirm information provided by the witness


			Ask the witness to clarify ambiguous terms or information


			Let complainant speak at their pace 


			If you ask questions, give the complainant give time to think and to answer questions without interruption

















Receiving and documenting complaints: Do’s and Don’ts


DON’T:


			Use vague language, jargon, acronyms or euphemisms


			Use long, leading or compound questions


			Give feedback on the complainant’s testimony, even unintentionally through face expressions and voice


			Make moral or legal judgments


			Make promises you cannot keep














Using the Incident Report Form 








			Please take 15 minutes to write of a situation/incident to report (not in your IRF form). 


			Split into pairs 











10gemlaee:dd  Incident Report Form

[36q0500E[qgE00 Incident Report Form
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Form to be completed by fully trained and designated staff. Original to be
maintained in designated agency (outside camp). Copy to be delivered to
UNHCR Protection, in sealed envelope, as soon as possible. (If survivor
wishes to report incident to police, Protection Officer must have copy
within 24 hours).
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This form is NOT an interview guide. Staff must be properly trained in interviewing survivors.
Separate forms are available for counselling and health exam/treatment.
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If victim/survivor is a child: Name of Caregiver: Relation:
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Description of Incident (summarize circumstances, what exactly occurred, what happened afterward):
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In cases of Sexual Abuse and Exploitation (SAE) by humanitarian workers:
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If perpetrator is a child: Name of Caregiver: Relation:

2005600 WITNESSES

c Q T c Q ’]
eeloplcieRatenl] <mem:edoz 30 saoc) (Qe&@o
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See page 3 of this form for name/info.

32[gn: OTHER
()
32000 Name










OOBG)Q%GDSGODOS’DGQS(R??(?Q%‘D@OOO:GOO’JG’DGQ:OR&%({]’): - wg?é@égtﬁ%%saog
MORE ACTION NEEDED AND PLANNED ACTION - as of the date this form is completed
(o

ﬂ&?c:ef?’cc:qoc@[%mdﬁmS@J(ﬁ@o%eao:@&@cf: QJ(YSQJE:C\?EGQ: o%éﬁ Physical security needs assessment and immediate safety plan :
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Has the victim/survivor received any kind of counselling - if yes, which kind?

(rﬂu:cxg%éqo]%sgecﬁ@c\ﬁfmﬁoﬁgeémoz? Is victim/survivor going to report the incident to the police? O ocﬁcc;eé Yes O @Uofg No
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Is she / he seeking action by elders' tribunal/traditional court? Yes No
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What follow-up will be done by community development / SGBV worker?

UNHCR (@8/0%) w@ozmg&om@ézeﬂo:? @éﬁoaocﬁoa(rgeaooggtﬁqeé.%éz ' What further action is needed by UNHCR and / or
other?
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To the staff member for volunteer completing this form:

Read the entire form to the client, explaining that she/he can choose any (or none) of the item listed.
Obtain signature or thumb print with witness signature.
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I , give my permission for the following
(print victim/survivor name)

organisations to share information about the incident | have reported in this form, and about my
current needs. | understand this permission is needed so that | can receive the best possible care and
assistance. | understand that the information will be treated with confidentiality and respect, and
shared only as needed to provide the assistance | need and request.
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In case of SAE, agency involved:
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Camp / block leader, Specify name(s)
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QOOQOD (o?) COOOLEICONEY
Signature or thumb print
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Witness (signature or thumb print)
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Being the Messenger….


			What is the best way to raise awareness amongst staff in your office? 


			How to:


			Make sure everyone in the office knows you are PSAE FP


			Staff are aware of the Code of Conduct

















Communication & outreach


			Important to have clear and consistent information on the Code of Conduct and SAE reporting mechanism for staff and partners.


			TH/BDY Outreach activity planning 


			Devil’s advocate exercise in groups 














Field based focal points


RECEIVING COMPLAINTS


			Create conducive environment for receiving complaints


			Ensure confidentiality


			Document complaints


			Report through appropriate channels


			Attend to safety, health, psycho-social needs of complainant


			Keep all records in safe place


			Liaise with complainant about follow up














Field based focal points


COORDINATION EFFORTS


			Jointly identify / assess potential risk factors


			Coordinate inter-agency responses


			Share and exchange best practice


			Document lessons learned


			Keep PSAE on meeting agendas


			Coordinate prevention messages














Field based focal points


RAISING AWARENESS:


			Ensure staff and colleagues are aware of the Code of Conduct and standards of behavior


			Ensure partners and communities are aware


			Inform communities of how to report abuses


			Keep PSAE on agenda in coordination meetings














Field based focal points


Remember:


			You don’t have to do everything by yourself


			Coordinate with others to make your role easier


			Use common sense and draw on available resources


			Be accessible


			Most important: protecting the vulnerable and preventing harm


			Mobilise action and response














Key aspects of being focal point:


			Know the processes


			Tell people about them


			Report violations


			Follow up complaints


			Work with partners


			Coordinate with others


			Be vigilant


			Listen to, support, and empower survivors


			Be a role model


			Be a champion for PSAE














Way Forward…


			Awareness-raising activities 


			Workshop evaluation
















Zero Tolerance
for Sexual Abuse and Exploiltation
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PSEA Training Materials from Thailand/Code of Conduct Exercises/Always, Sometimes, Never Exercise.doc

			Scenario 


			Always 


			Sometimes


			Never





			1. A female refugee has offered sexual favours to one of the aid workers working for an NGO closely in involved in camp. She should be punished by the camp justice system or by the NGO which has signed up to the PSAE project. Do you agree? 






			


			


			





			2. An expatriate medical officer hired by an NGO can exchange medicine or other medical assistance for sexual favours from a refugee. Is this okay?






			


			


			





			3. Refugee children invent stories about being sexually abused in order to get the attention of humanitarian agencies. They will use such stories to help themselves or other members of the family be resettled. Is this true? 






			


			


			





			4. An NGO driver spends a lot of time alone with children at one youth center where he often drops off his agency’s staff. One day, he asks one of the older youth – she is 18 – to give him a kiss in exchange for a nice bag he brought from the outside.  Is this okay? 






			


			


			





			5. A young male teacher employed by a refugee assistance organization is dating a young lady who is living in his section. They have been dating for several months. The teacher uses his teacher salary to buy dinner for her and sometimes buy her a gift. Is this okay? 






			


			


			





			6. An national staff member working as a logistics officer is interested in one of the refugee ladies who works at one of the CBOs that he often works with himself. They often speak when he is in camp and he thinks she is interested in him also. He is not certain what is allowed by his organization so he speaks to his supervisor. Is the logistics officer doing the right thing?





			


			


			





			7. An NGO worker who is a friend of yours really enjoys going out to the bar (in town, far outside camp) on Friday night and hanging out with the girls. He buys them drinks and often spends the night with one or another of them. Some of the girls look very young. Is this okay? 






			


			


			





			8. An expatriate medical officer has a relationship with one of the patients that he sees regularly at the in camp clinic. Although nobody knows about the relationship, it is a good one and both of them are happy. Is this okay?






			


			


			





			9. An NGO officer working for an organization that works on reproductive health spends a lot of time doing outreach activities to raise awareness on STDs and HIV/AIDS. Sometimes, he spends time with just one or two young people while there are no other adults around. Is this okay? 






			


			


			





			10. A colleague of yours explains that she is interested in one of the young men working at one of the camp cultural organizations. She doesn’t think he is interested in her but she wants to approach him. She asks that you not tell anyone about it because she thinks other might not approve. Is this okay? 






			


			


			





			11. A woman arrives at the refugee camp and tries to collect shelter and Non-Food Items (NFIs). The man in charge of the warehouse tells her that she is not eligible for NFIs. He tells the woman the camp rules say she must stay in the camp for two weeks before being given NFIs. The man goes on to say that he might be able to help her out and she should come back to the warehouse later that evening. Is this okay?






			


			


			





			12. A young male teacher employed by a refugee assistance organization offers one of his students so extra help on her homework. He does this with a lot of students. One day, he asks her to come to his hut for some extra help. While she is there, he says he can give her higher grades as well as give higher grades to her sister if she sleeps with him. Is this okay? 






			


			


			





			13. An NGO driver frequently picks up camp residents who are walking in and around camp and drops them off where they need to be. One day, this NGO driver picks up a young lady who has been walking on the hilly road outside camp. They begin a conversation about the how difficult it is to find the right person to marry. Is this appropriate? 






			


			


			





			14. There is no proper legal system within these camps and the camp residents don’t have legal status in Thailand. There is therefore no point in reporting any sexual abuse or exploitation to anyone. Is this true? 






			


			


			





			15. Reporting sexual abuse and exploitation of a child is likely to humiliate that child even more or put him or her in danger, so it is better to be quiet about it, tell the NGO worker not to do it again, and let it go. Is this true? 
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Inter-Agency Training for Focal Points on sexual exploitation and abuse


by UN personnel and partners 



POWER WALK CHARACTERS


Each of the following characters should be written on a separate index card.  One card should be given to each of the participants at the beginning of the exercise.



The characters may be adapted to simulate real characters in [country].*


1. District Chief



2. Village Health Worker (male)



3. Traditional Birth Attendant (female)



4. School Teacher (female)



5. Ward Agricultural Officer (male)



6. Leader of a youth group (male)



7. Orphaned boy, aged 13



8. Orphaned girl, aged 13



9. Grandmother, caretaker of orphans



10. Uncle, caretaker of orphans



11. Primary school boy, aged 12



12. Primary school girl, aged 12



13. Girl with physical disability, aged 12



14. Girl in prostitution, aged 16



15. Married girl, aged 16



16. Woman whose husband died of AIDS, aged 30



17. Unemployed boy, aged 17



18. Demobilised boy soldier



19. Girl looking after her sick mother and younger siblings



20. International humanitarian worker



21. Adult male soldier



22. SRSG or RC/HC



23. Police Officer (male)



24. NGO leader (female)



25. Religious leader (male)



26. Community leader (female)



27. UN national staff member



28. Male Peacekeeper



29. Village elder (male)



30. Village elder (female)



31. Village chairperson



32. Village shopkeeper



* Other possibilities include: National Ministry Official, District Official, UN international staff member. 
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			Power Walk Exercise





			Aim:  To allow participants to see the relationships between gender and power and vulnerability to sexual exploitation and abuse.









			Bring the participants to a large space (empty conference room or outdoor space) where they can stand side by side in a line and have room to take 25 large steps forward.



Give each participant an index card with one of the Power Walk characters written on it.  Ask the participants not to let anyone else know the character that they are representing.



Possible Characters:



1. District Chief



2. Village Health Worker (male)



3. Traditional Birth Attendant (female)



4. School Teacher (female)



5. Ward Agricultural Officer (male)



6. Leader of a youth group (male)



7. Orphaned boy, aged 13



8. Orphaned girl, aged 13



9. Grandmother, caretaker of orphans



10. Uncle, caretaker of orphans



11. Primary school boy, aged 12



12. Primary school girl, aged 12



13. Girl with physical disability, aged 12



14. Girl in prostitution, aged 16



15. Married girl, aged 16



16. Woman whose husband died of AIDS, aged 30



17. Unemployed boy, aged 17



18. Demobilised boy soldier, aged 15



19. Girl looking after her sick mother and younger siblings, aged 17



20. International humanitarian worker



21. Adult male soldier



22. SRSG or RC/HC



23. Police Officer (male)



24. NGO leader (female)



25. Religious leader (male)



26. Community leader (female)



27. UN national staff member



28. Male Peacekeeper



29. Village elder (male)



30. Village elder (female)



31. Village chairperson



32. Village shopkeeper



* Other possibilities include: National Ministry Official, District Official, UN international staff member.



Tell participants that they will hear a series of statements. For every statement to which the character they are representing could answer “yes”, they should take one large step forward.  If a statement does not apply to their character, they should just stay where they are. Sometimes they may not be sure whether a statement applies to them, and should just take their best guess.



Statements:



1. I can influence decisions made at community level.



2. I get to meet visiting government officials.



3. I get new clothes on religious holidays.



4. I can read newspapers regularly.



5. I have time and access to listen to the radio.



6. I would never have to queue at the dispensary.



7. I have my own bank account.



8. I can speak in extended family meetings.



9. I can afford to boil drinking water.



10. I can buy condoms.



11. I can negotiate condom use with my partner.



12. I only have sex when I want to.



13. I went to secondary or I expect to go to secondary school.



14. I can pay for treatment at a hospital if necessary.



15. I can speak at a village meeting.



16. I eat at least two full meals a day.



17. I sometimes attend workshops and seminars.



18. I have access to plenty of information about HIV.



19. I am not afraid of walking on my own at night.



20. I can question expenditure of household funds.



21. I am not afraid of violence in my home.



22. I have never had to line up or beg for food.



Debriefing:



Who were the characters? 



Ask everyone to stay where they are. 



Starting in the back, ask each person to say his or her character.



Ask a few people at the back of the room:  “How did you feel? What was it like to be at the back of the room?”



Ask a few people at the front: “How did you feel? What was it like to be in the front of room?



You may also ask a few people in the middle. 



Invite the rest of the group to also comment on what has happened.



**Elicit: Power is the ability to influence or control.  It includes access to decision-making processes.



Ask: “Those who felt strong or powerful, why did you feel powerful?”



Ask: “Those who did not, why not.  For those in the back, why do you think you were in that position?”



**Elicit what things give people power: money, position, authority, gender.



**Elicit what things contribute to abuse based on power inequalities: 



vulnerability, poverty, breakdown in social structures (such as during displacement), lack of legal protection, impunity for perpetrators, culture, gender beliefs.



Ask: “Is power always bad?”



**Elicit: No. Power can be used in positive ways but the potential for abuse is there.  Those who have less power in relationships are always more vulnerable to abuse.



Ask: “In [country], are these the people [indicate the people at the front] that have power? Who else has power?”



Brainstorm: Government, men, adults, police, military etc…
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The SEA Scenarios



Education:



Betty is a 16 year old girl living in a small community in Nu Po.



Betty has 4 younger brothers and sisters. Her parents do not have very much money and find it very difficult to provide the costs for education, clothing and food for all of the children. There had even been some discussion about Betty dropping out of school to assist her mother doing petty trading to bring in extra money. However, all of the problems have been solved as Betty has started a relationship with one of the CBO teachers in her school. He has promised to pay for her school fees and help to pay for her brothers and sisters to continue with their education. Betty’s parents are very relieved that this opportunity has come and encourage Betty to maintain the relationship. It has really helped the family and now all of the children can continue in school.



Camp Management:



David is part of the camp management committee in one of the refugee camps. It has come to his attention, through one of the camp refugees, that another member of the camp management committee, Kennedy, has been spending extra time with Lola, a single mother in the camp. Kennedy spends hours alone in her shelter where he states he is offering Lola and her 10 year old daughter counseling because of the trauma they faced when fleeing across the border. Recently the 10 year old daughter was taken to the camp clinic complaining of stomach pain. It was found that she had an STI and was treated by the medical staff. David heard about this through his refugee friend and was concerned that maybe Kennedy had been involved with the child. However, he had no proof of this and not wanting to cause trouble didn’t say anything.



Refugee Woman



A refugee woman has come to UNHCR protection officers with a complaint.



One of the NGO employees in the camp keeps making comments to her 18 year old daughter saying “You are so fine”, “I want to sex you” and other comments of a sexual nature. The mother has asked him to stop, but he says he is only kidding. It is not against the law and when confronted the man says he never said anything like that and was only teasing the girl.



Refugee Incentive Staff



Edward is a refugee that has been hired by one of the NGOs in his camp to work as a camp mobilizer. His salary is good and he is happy to get the work. Other refugees in the camp are envious of his position and he is quite proud to be so responsible. Because of his job he gets to meet most of the refugees in the camp. One 20 year old girl in particular catches his eye. He makes an effort to meet her and asks her to be his special friend. He now can afford to buy her gifts, like any good man should.



Commercial Sex Worker 



Rosaline is a 30 year old commercial sex worker in Mae La. On Saturday night she was picked up by Donald, an NGO worker in an NGO car. As prostitution is so common in the town he figured he was doing nothing wrong. When Rosaline took Donald to her room, she decided that she did not want to have sex with him and asked to leave. Donald laughed and forced her saying that was her job and she should stop playing with him. When she left he gave her an extra Baht 5,000 because she looked sad.







PSEA Training Materials from Thailand/Other CCSDPT PSAE Materials/Complaint Mechanism.doc


[image: image1]


Country Director/Head of Agency informed, report analysed 









SGBV Committee / SGBV SOPS followed for referral systems









UNHCR informed









Camp leader informed









Final report made, action taken and decision communicated to all involved, prevention measures reviewed and strengthened









Complaint proven, investigation report, disciplinary action









Complaint can’t be substantiated, no further action required









Criminal activity discovered, hand over to police, local authorities









Formal investigation initiated and investigation team appointed









Complaint is criminal in nature – handed over to local authorities









Complaint is breach of CoC









Concern passed to agency PSAE field based staff \initial report taken, referral support services provided









Community?









LAC?









CPA / CPCs?
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Barriers to Complaints Exercise 1 


The objectives are:



· To identify the “normal” barriers to making complaints



· Understand how the normal barriers are overcome 



Instructions by the Facilitator: 



· Please turn to your neighbor and quickly discuss a situation, not related to PSAE, GBV or protection issues, where you wanted to complain about something but didn’t.



· Discuss with your neighbor when stopped you from complaining. Please consider if it was something “internal” or “external” 


· Some groups will then be asked to share one of the situations with the plenary. 



· Please describe how you think it would have been easier to make the complaint 
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Barriers to Complaints Exercise 2 


Facilitator: There are three objectives to this exercise: 



· Help participants become more comfortable in receiving and speaking about topics which are 



· Help participants seek clarification about or explain embarrassing or difficult situations. 



· Help participants understand the difficulty for ANYONE (survivor, witness, colleague) to speak about these things. 



Participants divide into four groups. 


1. Each group must first designate a volunteer to speak/present back to the plenary. 


2. Each group has a theme. They must select two words or phrases that relate to that theme. Please note that these can be in English, Thai, or any other language that belongs to the participant. 



· Bad/slang words that are not used in polite company 



· Sexual  parts of the body 



· Act of physical violence 



· Sexual acts 


3. Each group must also be told that they will ask questions to one of the groups to clarify the meaning of the word presented. The questions can only be yes or no answer questions.  



4. The volunteer from each group then explains the first word from the list of their group. They have 30 seconds to explain what the word means.



5. The GROUP TO THE LEFT can then ask up to three questions to make certain they understand exactly what the volunteer was explaining. 


6. The Plenary must then identify:


· What are the barriers for an individual in explaining a situation or a word. 



· What are the barriers/difficulties in seeking clarification? 
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Documenting allegations of sexual abuse and exploitation by humanitarian workers


Role play exercise


Person A: Refugee comes to report an incident of sexual abuse by a AMI staff member (see Person A sheet). 


Person B: Is the PSAE Focal Point at UNHCR. Their task is to record the information provided by the client and afterwards complete the IRF form, taking special care to complete the PSAE section. Person B MUST obtain a signed Consent for Release of Information Form 


The facilitator asks each participant to think of an imaginary SAE case. The imaginary SAE case must contain: 



· An incident (including when and where) 



· A perpetrator working at a specific organization  



· A victim  



The participants can add (according to their imagination): 



· Witnesses 



· Any details they want of the perpetrator and victim 


· Any details about the incident 


The role play is done once for the benefit of all the participants and then twice individually in pairs (complainant and PSAE Focal Point, then switch). 


Information Sheet for Person A 



You are a female refugee, 24 years old, who has been living in Tham Hin camp for more than four years. You have a younger brother (16 years old) and an older sister (26 years old) who also live in Tham Hin camp. About two months ago, a something happened to your older sister. After visiting the IRC clinic to discuss the condition of your father, she returned to home. On the way, a COERR staff member who she had seen several times before approached her and asked if he could walk her back home. It was just starting to get dark and she said that would be fine. She had no reason to worry as she had seen him before and there were people around. On the way, he asked about her and how her life was in the camp. They stopped to pick up something at one of the storage spaces belonging to COERR. Suddenly, he pushed her inside the space and aggressively said to her that he would like to pay her for sex. 


Your sister was not able to tell you more about the details of what happened inside the storage space. She says she said no several times but that he was very pushy. He tried touching her on the in several places while repeatedly asking if she wanted to have sex and saying that he could pay her and even could help her with resettlement process. It is not clear how she got out of the situation. 


You want to report this information. What you know is:



· Information about your sister (of course) such as age, name, house number



· It  happened Friday, January 9th


· It happened at the COERR storage space



· What happened but not the exact details



· What the COERR staff looks like but what his name is 



· That there were no witnesses 
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Receiving Complaints of Sexual Abuse and Exploitation Exercise 1 


There are two objectives to this exercise


· Analyze the challenges of receiving a complaint of sexual exploitation and abuse



· Make participants more comfortable in the role of receiving complaints 



· Understand what to say and do when receiving a complaint of sexual abuse or exploitation by a humanitarian worker (and what not to do).



Facilitator: 



1. Ask for six volunteers. Divide the volunteers into 3 complaint receivers and 3 complainants. 



2. One facilitator gives one scenarios papers (see attached) to each of the three complainants. 


a. Section leader or refugee working at a CBO



b. Refugee victim 



c. NGO worker


The facilitator gives time for each of the complainants to read the slip and explains the instructions again to each complainant to make certain they understand. 



While the complainants are reading their complaints slip, the facilitator explains to the complaint receiver that they someone wishes to discuss something with them, regarding as difficult situation. They are simply to receive the information in the most professional way they think (the facilitator does not give any guidance). 


3. The other facilitator explains to the rest of the group that they are to be observers. They need to pay attention to the following: 


Section Leader or refugee incentive staff working at a CBO



You have been living in camp for a couple years. You are well aware of what happens in camp and are quite familiar with the section leaders and/or other incentive workers. One day, a colleague came to you to say that his daughter had been approached by one of the drivers of a major NGO working in the camp. He had started talking to her when she was walking by the car in a quiet part of camp. He was very forward and making comments about how sexy she was. He said he could meet her later and if she wanted she make money she could by spending time with him. He tried put his arm around her waist and pull her close but she moved back and said she wasn’t interested. She rushed away quickly.


Your colleague asked you to report. He is a good friend of yours. He is angry and you are very angry to. You want to report what you know to the PSAE focal point. You want to report that:



· The driver of the NGO made a sexual proposition to a refugee



· The driver tried to put his arm around the refugee and puller her towards him. 


You know:



· Who the driver is (his name is P Bon) and what he looks like (he is tall with short hair and a big nose)



· What organization he works for



· When this happened (last Tuesday)



But you are very angry and you don’t speak clearly. While you are meeting with the PSAE focal point: 



· Act angry and speak angrily 



· Don’t speak clearly (start and stop sentences)


· Interrupt the Focal Point often


· Only give information to the focal point if he or she is able to calm you down and ask you clear questions about what happened. 


Refugee Victim 



You are a recent arrival to camp and you are registered. You are living with your husband in Section 6. Recently, you sprained your ankle and went to seek treatment at the clinic. You went several times as it was a bad sprain. Each time, your husband went with you and helped you back. However, your husband wasn’t able to accompany you the last time. Instead, the medical officer, who is an international staff member,  offered to help you back home. As he was helping you walk, you felt like he was touching and holding closer to him then necessary. When you arrived at home and accompanied you inside, he told you to be quiet and then tried to kiss you and fondled you. He pushed you against a wall. When you shouted, he ran away. You want to report the medical officer because you are afraid that it will happen again to you and afraid that it will happen to somebody else. 


You can describe: 



· What he looks like but not his name (blond, medium height, muscular)



· When it happened (on a Friday two weeks ago)



· What happened inside your home 


But you are very shy and ashamed and you want to say what happened exactly unless you are sure that you won’t be in any danger. While you are meeting with the PSAE focal point: 



· Act shy and say you have something to share that you think is important. 


· Speak quietly and take a long time in answering any questions.  


· Keep asking the focal point if you are going to be in trouble 


· Only give information to the focal point if he or she is able to calm you down and ask you clear questions about what happened. 


NGO Worker 



You have been working with the TBBC for several years in Thailand. You are a logistics officer and a Thai national. You work at the Tham Hin office and often come into Tham Hin camp for your work duties. Of course, you often meet colleagues from other organizations in camp. Recently, you overheard another logistics officer from IRC (you are not good friends but you have known him for a long time) speaking with one of the refugees at a distribution center. Incredibly, you hear him quietly make an offer to the girl to help her obtain more food and maybe even if some money if she comes with him later to have sex. She hesitates then asks if it is safe and how she can get out of camp. He says he can arrange it. You are really surprised because you thought that the logistics officer was a good worker. You are worried for a the girl because she doesn’t seem 18 years old and you know it would have been difficult for her to say no.  You think a long time about it before deciding to report it to the IRC.


You can describe: 



· The name of the logistics officer (P’ Neung) 



· What the logistics officer said to the girl



· What the girl looked like but not her name  



· When it happened (a month ago)



· What happened inside your home 



However, you feel badly about saying anything because you are not sure if anything actually happened between the logistics officer and the girl. Also, you don’t want to make the relationship between TBBC and IRC difficult. 


· Act worried and concerned about what will happen if you make this report about a TBBC staff member.


· Ask several times about security of your own staff 



· Don’t say the person’s name unless you are sure that your own name will not get to back to the P’ Neung 
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INTRODUCTION AND OBJECTIVES



Introduction:



This training manual has been developed specifically to assist United Nations and NGO Focal Points on Sexual Exploitation and Abuse.  It covers the roles and responsibilities of Focal Points as outlined in the IASC-developed Terms of Reference and equips Focal Points with the knowledge and skills required to fulfil these responsibilities.



As international civil servants entrusted to realize the noblest aspirations of the international community, United Nations personnel and their partner organizations have a duty to perform their responsibilities in a manner that is fully consistent with the fundamental principles of human dignity and human rights. The role is to alleviate suffering and cause no further harm.  Service with the United Nations is a privilege.  It also demands the highest standards of behaviour and integrity at all times.  



Sexual exploitation and abuse by UN personnel and partners is a global problem that has cast an appalling shadow over the Organization.  The available data still does not reflect the true extent of the problem.  Lack of awareness, poor reporting mechanisms, lack of faith in investigative and disciplinary systems and a dearth in services to victims have all impacted on the Organization and its partners’ ability to prevent and respond effectively to sexual exploitation and abuse. 



All UN personnel and partners have an obligation to create and maintain an environment that prevents sexual exploitation and abuse.  The role of the Focal Point is to identify ways to enhance prevention strategies and initiate and undertake activities that support this goal.  Managers have a particular responsibility to support and develop systems that prevent and respond to sexual exploitation and abuse.  Focal Points are able to assist managers in fulfilling this responsibility.  



The focus of this training is the prevention of sexual exploitation and abuse by UN personnel and their partner organizations.  It is based on the standards and obligations prescribed in the United Nations Secretary-General’s Bulletin on Special measures for protection from sexual exploitation and sexual abuse (ST/SGB/2003/13) (the SGB).  Its aim is to ensure that, through the assistance of dedicated and trained Focal Points, all staff will translate their obligations under the SGB into actions that protect the people we serve and who place their trust in us. 



Background:


In 2002, the IASC mandated a Task Force, within the overall objective of strengthening and enhancing the protection and care of women and children in situations of humanitarian crisis and conflict, to make recommendations that specifically aim to eliminate sexual exploitation and abuse by humanitarian personnel and the misuse of humanitarian assistance for sexual purposes.  Based on the Task Force’s recommendations, the IASC adopted agreed definitions of sexual exploitation and abuse and each member committed to incorporating a set of six core principles into their codes of conduct or rules and regulations.  The Task Force also called for greater transparency and accountability and concluded that managers have a special responsibility to promote a culture of protection in which exploitation and abuse is not tolerated and reports of possible violations are treated seriously and confidentially.



In October 2003, the UN Secretary-General issued the SGB which contains the IASC agreed definitions and six standards of behaviour.  He has also declared a policy of “zero tolerance” for sexual exploitation and abuse by UN personnel.



In April 2005, the Special Committee on Peacekeeping Operations, comprised of troop and police contributing Member States and others, recommended that the standards of the SGB apply to all peacekeeping personnel (A/59/19/Add.1).  Their recommendation was endorsed by the General Assembly in June 2005 (Resolution 59/300) meaning that the SGB now applies to all UN personnel at all times.  The Security Council also requested the Secretary-General and all Member States to ensure that every measure is taken to prevent sexual exploitation and abuse by all categories of personnel in peacekeeping missions and to enforce UN standards of conduct in this regard (See Press Release SC/8400, Security Council 5191 meeting). The terms of the SGB require that its provisions are included in the terms of all cooperative arrangements with non-UN entities or individuals, ensuring that its standards apply and its obligations extend to cover all who work with the UN.



The IASC also developed five tools for implementing its conclusions, including the need for each agency to appoint Focal Points on sexual exploitation and abuse and to participate in country-level networks of Focal Points.  Building on the work of the IASC, further policy and guidance is now being developed by an expanded ECPS/ECHA and NGO Task Force on Sexual Exploitation and Abuse.  



Across the globe, prevention mechanisms have been adopted by most organizations and collective efforts are continuing to develop and implement comprehensive systems for preventing and responding to sexual exploitation and abuse by UN personnel and partners.  This training programme is part of that system.


Objectives: 



The objectives of this training programme are to: 



· Increase understanding of sexual exploitation and abuse and its consequences;



· Advance understanding of the Secretary General’s Bulletin and standards of conduct;



· Enable participants to fulfil the Focal Point role and responsibilities; and


· Develop a preliminary Plan of Action for the Focal Point network to address sexual exploitation and abuse by UN personnel and partners in a given country.


Participants:  



This training programme is devised as an inter-agency training programme.  Therefore participants should be the Focal Points from all UN bodies represented in-country, including any peacekeeping mission, as well as the Focal Points from key NGOs.  Focal Points should be a mixture of national and international staff. 



Facilitators:



It is recommended to have at least two facilitators; and where possible to have at least one male facilitator.



HOW TO USE THIS MANUAL



Agenda and timing:



The training programme is presented as eleven sessions to be delivered over two-and-a-half days.  The suggested timing for each session follows the recommended agenda, which is based on an eight-hour working day. It would be extremely difficult to conduct the training adequately over a shorter period of time.  Feedback from all pilot sessions was that more time was needed. For the training to be successful, it is extremely important that participants attend the entire programme.  The sessions link into one another and full-time attendance is necessary to participate effectively in the final session.


Facilitators will always need to be flexible on timing.  Some sessions finish earlier than predicted; some end up being overly rushed. The training requires a lot of detailed information to be shared which some participants can find overwhelming.  If time allows, facilitators should attempt to make the sessions as participatory as possible by asking participants for their views on different concepts or issues before delivering the relevant information outlined in the manual.  Given the sensitive nature of the topic, it is also important to allow adequate time for open and honest dialogue, questions, and venting of frustrations or cynicism over how instances and allegations of sexual exploitation and abuse might have been handled in the past or the poor support given to Focal Points in some offices. Therefore, facilitators should constantly read the knowledge and interest levels of the participants to determine where different balances might need to be struck.  For some sessions, alternative suggestions for time fillers or time savers are listed.  In some instances, participants may have to undertake group activities over the coffee breaks but this should be avoided if at all possible.  It is a good idea during exercises to give participants a 5 or 10 minute warning that time is nearly up.



Sessions:  


Each session described in this manual includes the following details:



· Objective – clarifies the goal or expected outcome of the session;



· Time – indicates the approximate time required for the session with a further break-down of time required for each activity as appropriate;



· Materials – lists the materials required for each session;


· References – lists the documents already provided in the participants’ folders to be referred to during the session;



· Handouts – lists the documents to be distributed during the session;



· PowerPoints – indicates the PowerPoint presentation that accompanies the session;



· Information/Exercises – provides detailed notes on information to be shared and clear and simple directions on how to conduct exercises;


· Key Messages – highlights the key messages and how to conclude each session;


· Tips for Facilitators – provides additional suggestions based on experience/observations on how to prepare for and manage activities;



· Alternative Exercises – suggests some alternatives depending on timing or other factors.



Particpants’ documents:



Each participant should be provided with a folder on arrival that contains each of the reference materials included in the section “Participants’ Documents”.


Handouts:



The handouts required for each session are listed at the beginning of the session.  Copies of all handouts are collected together in the “Handouts” section of the manual so that they can be easily located and photocopied for distribution.  Each of the handouts should be hole-punched so that participants can easily include them in their folders. 



PowerPoint presentations:



Not all sessions are accompanied by PowerPoint presentations. Seven PowerPoint presentations have been included to assist the facilitators.  These presentations do not always correspond exactly to the facilitator’s notes but sometimes only summarise the key points, i.e. the facilitator’s notes do not reflect a simple reading out of the PowerPoint presentations but contain additional information.  The notes indicate when each slide should be shown.  The PowerPoint presentations are tools only and facilitators can determine if they would prefer to use all or some of the PowerPoint presentations.  They can also adapt the presentations as appropriate. 



PowerPoints allow participants to identify the main messages when a lot of detailed information is being provided (and can be especially helpful for those whose first language is not English or who are not auditory learners).  The PowerPoint presentations can be also photocopied and distributed as handouts at the end of the relevant session.


NOTE:  In addition to this manual, it is important that the facilitators have a thorough understanding of the background and history to preventing sexual exploitation and abuse by UN personnel and partners, including being familiar with the relevant IASC documentation. Before delivering the training, it is also a good idea for facilitators to be updated on the work of the ECPS/ECHA Task Force and current inter-agency efforts to address the problem of sexual exploitation and abuse (as many of the issues discussed remain works in progress at the time of preparing this manual).



GENERAL TIPS ON DELIVERING THE TRAINING



Talking about sexual exploitation and abuse by UN personnel and partners can be difficult so it is helpful to facilitate as much group work or active participation as possible, allowing participants to air their views, doubts, fears, anxieties and discomforts. It is essential to create a safe and trusting environment for open sharing to happen. This can be done through laying emphasis on confidentiality and agreeing with participants that anything they share will not be held against them or leave the room. Throughout the training it is also important not to belittle or show contempt or shock towards anything that participants share or question. While the aim of the training is to sensitise participants, it is useful to remember that we all have blind spots and blocks to learning and that changing attitudes is a slow process.  



Cultural Sensitivities:  Some participants may be uncomfortable with the nature of the topic due to cultural or traditional backgrounds.  This should be sensitively addressed as Focal Points must be prepared and able to discuss things of a sexual nature with others when receiving allegations and doing trainings.  If an individual believes he/she cannot discuss these things in public, the facilitators should discuss how to handle this with him/her during one of the breaks.  At a later point, he/she should consider raising this with his/her headquarters Focal Point or Head of Office and asking to be replaced.


Language issues:  



The training programme is designed to be presented in English and participants should be advised of this in the letter of invitation.  Nonetheless, some participants may struggle at times with the density of information or specific terms.  Using the PowerPoint presentations can help summarise the key messages and give participants a chance to absorb them in writing.  Where terminology or understanding of key words might be an issue, one tip is to ask:  “How do you say [word] in your language?  Does it mean the same thing? Something more, something less?” so that everyone is clear on what is being discussed.



The broader context:



Although there is one session devoted to the larger context of gender-based violence, it is useful throughout the training to link the issue of sexual exploitation and abuse to the broader context of international laws and principles related to human rights, including gender equality. 


AGENDAS



Participants’ Agenda



Inter-Agency Training for Focal Points on sexual exploitation and abuse



by UN personnel and partners 



[City, Country]



[Dates]



AGENDA


Objectives:



· To increase understanding of sexual abuse and exploitation and its consequences



· To advance understanding of the United Nations Secretary General’s Bulletin and standards of conduct



· To enable participants to fulfil Focal Point role and responsibilities 



· To develop a preliminary Plan of Action for the Focal Point network to address sexual abuse and exploitation by staff and partners in Sudan  



			DAY 1









			14.00 – 14.45


			· Opening and introductions



· Overview of the training 









			14.45 – 15.30


			· Overview of the problem and consequences of sexual exploitation and abuse by UN staff and related personnel and partners: understanding power, vulnerability and violence









			15.35 – 15.50 


			Coffee break









			15.50 – 17.00


			· Problem and consequences (continued)



· What are the responsibilities of a Focal Point? 



Overview of the Terms of Reference for Focal Points



· What is the role of the Focal Point Network? 



Overview of the Terms of Reference of the Network












			DAY 2









			09.00 –



11.00


			· The UN Secretary General’s Bulletin on Protection from Sexual Exploitation and Abuse:  reviewing the definitions and standards of conduct









			11.00 – 11.20 


			Coffee break









			11.20 –



12.45


			· Definitions and standards of conduct (continued)



· Barriers to Complaint


· Introduction to reporting systems








			12.45 – 14.00


			Lunch









			14.00 –



15.20


			· Introduction to investigations and disciplinary procedures



· Receiving and documenting complaints









			15.20 – 15.35 


			Coffee break









			15.35 –



17.00


			· Receiving and documenting complaints (continued)





			DAY 3









			09.00 – 10.30


			· Communication and outreach: implementing a communications plan on sexual abuse and exploitation by staff and partners





			10.30 – 10.50


			Coffee Break









			10.50 – 12.45 


			· Ensuring support for survivors: implementing a victim support policy



· Being the Messenger









			12.45 – 14.00


			Lunch









			14.00 – 15.30


			· The Focal Point Network:  Developing a Plan of Action 









			15.30 – 15.50


			Coffee Break









			15.50 – 17.00


			· Developing a Plan of Action (continued)



· Closing












Facilitators’ Agenda 



Inter-Agency Training for Focal Points on sexual exploitation and abuse



by UN personnel and partners 



[City, Country]



[Dates]



AGENDA


			DAY 1









			14.00– 


14.20



14.20–



14.30



14.30– 



14.45






			· Opening and introductions 



· HC/VIP rep introduction



· Icebreaker



· when you were 10 years old, what did you want to be when you grew up? 



· Overview of the training 



· Agenda review



· Objectives, structure of training: context, UN standards, each aspect of FP TOR, Plan of Action (covering each issue)



· Not TOT; impart information and identify FP responsibilities



· topic is vast, several areas of responsibility but tasks are limited


· Think on 2 levels: (1) participant, (2) someone who raises awareness (e.g. might want to use some exercises) 



· “Eyes and ears”



· Ground rules – sensitive topic/confidential comments



· Assessment 



· Previous experience – 5 questions:



· How many of you have read the SGB?


· How many of you have done training on SEA?


· How many of you have done training on GBV?


· How many of you have interviewed a survivor of violence?


· In your entire working career (not just this job), how many of you have had a feeling that someone you work with might be sexually exploiting or abusing someone? 


· Assessment Test









			14.45– 15.20


15.20-



15.35


			· Overview of the problem and consequences of sexual exploitation and abuse by UN staff and related personnel and partners: understanding power, vulnerability and violence 



· Power Walk exercise



· Power Walk discussion



· For those who had power, why did you feel powerful?


· For those who did not, why not?


· Definition of power: Power is the ability to influence or control.  It includes access to decision-making processes.


· Those who have less power in relationships are always more vulnerable to abuse.


· GBV PowerPoint presentation and stats handout









			15.35– 15.50 


			· Coffee break









			15.50– 16.00



16.00-16.40



16.40-



16.55



16.55-



17.00


			· Problem and consequences of sexual violence (contd)



· Consequences of abuse (flip chart exercise)



· What are the responsibilities of a Focal Point? Overview of the Terms of Reference for Focal Points



· PowerPoint



· 3 main areas, with practical examples



· Work with senior management on all



· FP not have to do everything; make sure all in place, involve experts and others – use common sense



· Who should be a Focal Point?



· Being a champion


· What is the role of the Focal Point Network? 



Overview of the Terms of Reference of the Network



· PowerPoint


· Common efforts, avoid agency overlap


· “In the air” allegations


· Be creative – only the standards are non-negotiable


· Brainstorm re issues/concerns for Focal Points and network



· Confidentiality exercise












			DAY 2








			09.00-



09.10


			· Recap Day 1



· Ball exercise 



· What do you think might be interesting or challenging about being a focal point?









			09.10–



09.50



09.50-



11.00


			· The UN Secretary General’s Bulletin on Protection from Sexual Exploitation and Abuse:  reviewing the definitions and standards of conduct



· Scenarios (group work)



· SGB presentation








			11.00– 11.20 


			· Coffee break









			11.20–



11.50



 


			· Definitions and standards of conduct (continued)



· Q&A









			11.50-



12.00


			· Barriers to complaints



· “Restaurant exercise” (work in pairs)



· Can you remember a time when you were disgruntled or dissatisfied with something and wanted to complain but did not?  How did you feel?








			12.00-



12.45


			· Introduction to reporting systems



· Importance of system



· Principles of system



· Always ends at human resources and probably senior management



· Reporting to Head of Office and RC/HC



· Link to managerial accountability


· Reporting to HQ focal point; 



· Reporting across agencies



· Reporting to local authorities



· OCHA model, 


· FP channels reporting; not an investigator


· Formalise local system if nothing in place at HQ 








			12.45– 14.00


			· Lunch









			14.00–



14.30






			· Introduction to investigations and disciplinary procedures



· Not investigating or calling for investigations



· Solely decision of human resources for investigation (may instruct Head of Office, someone else in field or send external team or take no action)



· OIOS, DPKO, OHRM, HR, Ombudsman



· Disciplinary authority usually with human resources (discretion of SG for secretariat, different system for peacekeepers)



· Following up on progress and giving feedback








			14.30–



14.40



14.40–



15.20






			· Receiving and documenting complaints



· [Perceptions exercise]


· Principles of receiving complaints



· Respect; confidentiality; anonymity; safety & welfare


· Good interviewing practice



· Establish rapport; obtain facts; explain next steps


· Be aware of own perceptions; be careful not to judge


· Rumours are not less likely to be true


· How complainants behave – range of emotions


· Special considerations for children








			15.20– 



15.35 


			· Coffee break









			15.35–



16.25



16.25-



16.55



16.55-



17.00 


			· Receiving and documenting complaints (continued)



· Interviewing exercise



· 2 case studies (set up work in pairs, 20 mins each)


· OK to make mistakes, first time & only a case study 


· Feedback from exercise 



· Challenging, takes practice


· Beware of perceptions and judgments;


· Motivation of complainant is irrelevant 


· Recap intro to model complaints; dos and don’ts; 


· Children remember as well, therefore take as seriously as adults; 


· “What a survivor wants me to know”









			DAY 3








			09.00-



09.10


			· Recap Day 2



· ball exercise



· Name one interesting thing you learnt yesterday








			09:10 – 10:00



10.00-



10.30 


			· Communication and outreach: implementing a communications plan on sexual abuse and exploitation by staff and partners



· Poster/radio spot exercise



· Group exercise feedback



· Is message clear; is anything confusing or ambiguous?


· Who is the audience?


· Is there too much information?


· Consider responses to message; 


· Advise to report


· Training film









			10:30 – 10:50


			· Coffee Break









			10:50 – 11:35



11.35-



12.00


			· Ensuring support for survivors: implementing a victim support policy



· Introduce policy



· Is UN policy but covers all victims (wtr of staff, related personnel or partners)



· Victims don’t make distinction between agencies; one response for one UN; 



· Strategy aims high; implementation depends on context



· Categories of victims and nature of assistance; 



· Implementation through existing service providers; discrimination issue;



· Victim advocates; 



· Funding;



· Establish referral mechanism that is appropriate, practical and protects confidentiality



· Refer person even if no perpetrator identified



· Service provision matrix (work in thematic groups)



· Guest speaker









			12.00-



12.45


			· Being the Messenger



· Devil’s advocate exercise









			12:45– 14:00


			· Lunch









			14:00– 15:30


			· The Focal Point Network:  developing a plan of action (Facilitators)



· Consider additional resources that might be needed 





			15:30– 15:50


			· Coffee Break









			15:50– 16:40


			· Developing a Plan of Action


     (continued) 



· Agree on how to finalise plan and share with senior management 





			16.40-



17.00


			· Closing



· Assessment Test



· Evaluation








ADVANCE PREPARATION



This is a checklist of all the things that should be done in advance of the training.  Most of these can be arranged by the host organization(s) based in-country:



1. Develop list of potential UN and NGO participants;



2. Ensure heads of agencies are aware of the purpose of training so that appropriate persons attend;



3. Arrange for off-site venue, ideally with one large meeting room and three to four small break-out rooms;



4. Send out letter of invitation (see sample below), ideally this should be sent by the Resident Coordinator/Humanitarian Coordinator (or SRSG or DSRSG/RC/HC where there is a peacekeeping mission));



5. Send out agenda to participants;



6. Arrange for high-level representative to open training (this is an important demonstration that senior management takes the issue seriously and ideally should be the Resident Coordinator/Humanitarian Coordinator (or SRSG or DSRSG/RC/HC where there is a peacekeeping mission);



7. Invite guest speaker from a local NGO who works on violence against women or with survivors of violence (e.g. provides counselling or legal aid) to speak for 15 minutes during Session 8 (Ensuring support for survivors) about the problem in [country] and provide some statistics and background about local and national laws and customs pertaining to sexual violence and programmes in place to respond to it;



8. Consider inviting additional NGO representatives to help develop Plan of Action in Session 11 (or asking the Session 8 guest speaker to remain);



9. Prepare a handout on recent statistics regarding violence against women, children or beneficiaries for [country] or particular towns/regions in [country];



10. Prepare participants’ name tags;



11. Prepare participants’ folders;



12. Photocopy handouts (including PowerPoint presentations) and hole punch all documents;



13. Arrange for all the materials required for the training (see below) to be available at the venue;



14. Arrange seating in venue (either in large U shape or in small groups around tables;



15. Place blank name cards and participant’s folders at each place or distribute on arrival; 



16. Consider how any language issues might need to be addressed; and



17. Choose facilitators for Session 11 on Plan of Action (this cannot be done until the training has started but should be done the day before the relevant session if possible).  



Sample Letter of Invitation


Dear X,



I am very pleased to invite you to participate in a two-and-a-half-day inter-agency training, organized by [organizing agencies] for Focal Points on sexual exploitation and abuse.   



As we are all aware, UN personnel, including peacekeeping personnel, and partners are required to behave with integrity and uphold the highest standards of behaviour.  These standards are articulated in the Secretary-General’s Bulletin on Special measures for protection from sexual exploitation and sexual abuse (ST/SGB/2003/13).  It is the responsibility of each one of us to ensure that the problem of sexual exploitation and abuse is eliminated.  The Bulletin further obliges offices and missions to create and maintain an environment that prevents sexual exploitation and abuse, including by appointing focal points to receive and follow-up on complaints.  The IASC has developed Terms of Reference for Focal Points, outlining their role and responsibilities.  These include raising awareness, instituting appropriate mechanisms for receiving complaints, ensuring victims are provided with appropriate support, conducting public information campaigns, and participating in in-country networks for coordinating and overseeing response to the problem.  



The Task Force of the joint Executive Committees on Peace and Security and Humanitarian Affairs and NGO partners has developed an inter-agency training programme that particularly focuses on the roles and responsibilities of Focal Points and provides an increased understanding of the contributing factors and consequences of the problem of sexual exploitation and abuse by UN personnel and partners.  The training aims to ensure that Focal Points can confidently and proactively take measures to prevent and respond to the problem of sexual exploitation and abuse, including dealing with individual allegations from the moment of receiving a complaint to closure of a case.  The training will also assist Focal Points to mobilise in-country networks and develop a clear plan of action.  



Your agency’s Focal Point on sexual exploitation and abuse is therefore invited to attend the inter-agency training in [town, country], from [dates]. The training will be held at [location] and will be conducted in English.



Eliminating sexual exploitation and abuse is a common goal that requires concerted effort.  Your Organization’s participation in the training is highly valued.  The last part of the programme will be devoted to developing the Plan of Action for [country], based on the knowledge and skills acquired during the course. Please advise [organizer] by [date] if your Focal Point is able to attend.



Yours sincerely,



[Resident Coordinator/Humanitarian Coordinator]


MATERIALS 



The following is a complete list of the materials that will be required throughout the training:


· Laptop computer (for PowerPoint and DVD)



· Screen



· 4 flip charts



· 4 blocks of flipchart paper


· Marker pens



· Name tags



· Place cards


· Index cards



· Tape



· Stapler


· Crayons



· Coloured pens


· Ball (for recap exercises)



· Training DVD:  To Serve with Pride



THE TRAINING PROGRAMME



DAY 1



			


			SESSION 1:  OPENING AND INTRODUCTIONS





			Objective


			· To introduce participants to each other;



· To clearly outline training objectives; and



· To establish trust and respect amongst participants and with the facilitators.









			Time


			45  minutes (based on about 25 participants)





			Materials


			· Name tags



· Place cards 



· Marker pens 









			Handouts


			HO 1: Assessment Test (blank)








			Timing:


			Information/Exercises:





			


			Opening





			


			Aim:  To demonstrate the seriousness of the issue and the engagement and support of senior management.









			5minutes


			· Welcome and acknowledge individuals’ commitment to attending the training.



· Briefly introduce the facilitators and explain that there will be more detailed introductions after the guest speaker.



· Introduce the high-level representative and invite them to open the training.









			5 mins


			Guest speaker: 



[Opening remarks]









			


			Introductions





			


			Aim:  To allow participants to introduce themselves to the group and create an open environment for the training.









			10 minutes


			Explain that each person is to introduce themselves by answering the following questions:



· What is your name/how would you like to be known?



· Who do you work for?



· What is your job title?



· When you were ten years old, what did you want to be when you grew up?



Invite the other facilitators to introduce themselves first (this models the format of the introduction) and then go to the group. After each person introduces themselves, thank them by name. Finish with your own introduction. 



Invite participants to write the name by which they would like to be known on the place card in front of them (use the marker pens so easily readable).









			


			Overview of the Training





			


			Aim:  To describe the training and prepare participants for the work that they will be expected to undertake as Focal Points.









			10 minutes


			Overview:



Explain that the training is designed to detail the role and responsibilities of Focal Points, provide some skills for fulfilling these and, through developing the Plan of Action during the last half day, provide a forum for the Network to begin its work. 



The training begins with the nature of the problem and context of sexual exploitation and abuse.  It covers the UN standards and then the Focal Point terms of reference.  The rest of the training picks up each one of the main Focal Point roles and responsibilities and examines how to fulfil it in more detail.  The final session is for developing a Plan of Action for addressing each one of the main issues in [country].



The training is focused on the topic of sexual exploitation and abuse by UN staff and related personnel and our partners.  It will refer to the broader problem of sexual and gender-based violence but the focus of the training is limited to the harm perpetrated by UN staff, related personnel and our partners.



There is an expression:  “Before you go to fix you neighbour’s house, you should clean up your own.”  As UN and humanitarian workers, our mandate is to protect and assist the most vulnerable, not to increase their level of suffering.  This training is designed to equip Focal Points with the skills to assist all of us to live up to the standards that are expected of us by the world community.



Participants’ documents:



Note that each of the participants has been provided with a documents folder and explain that throughout the training, each of the documents will be referred to and their purpose explained.  The first document is the agenda for the training.



Approach to training:



Explain that the training is not a “train the trainers”.  Participants are not expected to deliver the same course or train others but to receive enough information to fulfil their own Focal Point responsibilities.



Note that some participants may be familiar with some of the exercises and that they should approach the training on two-levels: (1) as participants ready to learn; and (2) as Focal Points who may wish to use some of same tools to explain the SGB to others.



Explain to participants that it is a vast topic and they will receive a lot of information regarding several areas of responsibility and then reassure them that their own role is quite limited, i.e. the job is not as big as it might sound.  Acknowledge that being a Focal Point is an additional responsibility and that participants still have their regular job to do.



Sensitivities and respect:



Remind participants that sexual exploitation and abuse is a very sensitive topic that evokes many thoughts and emotions.  Note that people will have their own personal views with which others might agree or disagree.  Ask participants to respect one another’s views, to be sensitive and not to harshly judge or criticise.  Establish any other principles to ensure a safe and comfortable learning environment. If managers are present with their supervisees, discuss how issues raised during the training might affect working relationships after the training.



Remind participants that there may be people in the room who know someone who has been sexually exploited or abused or who have themselves been sexually exploited or abused.  If people choose to share their experiences or beliefs, ask participants to respect the confidence that has been placed in them and not to repeat it outside the training.  Emphasise that confidentiality is one of the key aspects to being a Focal Point.



Housekeeping:



Cover any other housekeeping issues such as:



· the schedule (particularly breaks) and the importance of being on time (late start means a late finish);



· location of meals and tea/coffee breaks;



· location of toilets, fire exits and smoking areas;



· turning off cell phones & limiting calls to breaks; and



· the importance of attending the entire training.



Check if there are any other important principles or questions.









			Key messages


			This is a learning environment in which people should feel comfortable about sharing their thoughts on a very difficult topic, knowing that their opinions and experiences will be treated confidentially and with respect.









			


			Assessment Test





			


			Aim:  To determine participants’ previous experience in dealing with the issue and their current level of knowledge.









			15 minutes


			Using a show of hands, ask participants to respond to the following questions:



· How many of you have read the SGB?



· How many of you have done training on SEA?



· How many of you have done training on GBV?



· How many of you have interviewed a survivor of violence?



· In your entire working career (not just this job), how many of you have had a feeling that someone you work with might be sexually exploiting or abusing someone?



Distribute the Assessment Test (HO 1).  



Ask participants to mark their copy with a personal symbol (not their name) that they will remember and can use later.  If participants are unsure about any question, ask them to make their best guess.



[Collect the completed tests for review later.]











			Tips for Facilitators


			· Suggested session time allows for late arrivals.



· To avoid delaying opening guest speaker, allow him/her to open the training before doing participant introductions but explain this will be done afterwards.



· In modelling the introduction activity, a facilitator should demonstrate how to answer the question appropriately and most importantly, within the time limit (1 minute).


· At the end of the day, do a quick review of the assessment tests to determine participants’ level of knowledge and any weak areas.









			Alternatives


			· Other icebreakers are possible.  The icebreaker should be simple and short (e.g. what was your worst job?).  The suggested icebreaker creates a sense of being able to share something potentially awkward or embarrassing and can be referred to later in the training.








			


			SESSION 2:  THE PROBLEM AND CONSEQUENCES OF SEXUAL EXPLOITATION AND ABUSE BY UN STAFF, RELATED PERSONNEL AND PARTNERS





			Objective


			· To introduce the global and local context of gender-based violence, including sexual exploitation and sexual abuse;


· to explore the concepts of gender, power and vulnerability and their relationship to sexual exploitation and abuse; and



· To examine the contributing factors of sexual exploitation and abuse and the consequences for individuals, communities and the Organization.








			Time


			60 minutes





			Materials


			· Laptop computer and screen for PowerPoint presentation


· 4 flipcharts, marker pens









			Handouts


			HO 2: Individual index cards with Power Walk characters  


HO 3: GBV Facts, Statistics & Attitudes [and local statistics if prepared]





			PowerPoint


			PP 1: Gender-based Violence:  The context of sexual exploitation and abuse by UN personnel and partners 








			Timing:


			Information/Exercises:





			


			Power Walk Exercise





			


			Aim:  To allow participants to see the relationships between gender and power and vulnerability to sexual exploitation and abuse.









			35 minutes


			Bring the participants to a large space (empty conference room or outdoor space) where they can stand side by side in a line and have room to take 25 large steps forward.



Give each participant an index card with one of the Power Walk characters written on it (HO 2).  Ask the participants not to let anyone else know the character that they are representing.



Possible Characters:



1. District Chief



2. Village Health Worker (male)



3. Traditional Birth Attendant (female)



4. School Teacher (female)



5. Ward Agricultural Officer (male)



6. Leader of a youth group (male)



7. Orphaned boy, aged 13



8. Orphaned girl, aged 13



9. Grandmother, caretaker of orphans



10. Uncle, caretaker of orphans



11. Primary school boy, aged 12



12. Primary school girl, aged 12



13. Girl with physical disability, aged 12



14. Girl in prostitution, aged 16



15. Married girl, aged 16



16. Woman whose husband died of AIDS, aged 30



17. Unemployed boy, aged 17



18. Demobilised boy soldier, aged 15



19. Girl looking after her sick mother and younger siblings, aged 17



20. International humanitarian worker



21. Adult male soldier



22. SRSG or RC/HC



23. Police Officer (male)



24. NGO leader (female)



25. Religious leader (male)



26. Community leader (female)



27. UN national staff member



28. Male Peacekeeper



29. Village elder (male)



30. Village elder (female)



31. Village chairperson



32. Village shopkeeper



* Other possibilities include: National Ministry Official, District Official, UN international staff member.



Tell participants that they will hear a series of statements. For every statement to which the character they are representing could answer “yes”, they should take one large step forward.  If a statement does not apply to their character, they should just stay where they are. Sometimes they may not be sure whether a statement applies to them, and should just take their best guess.



Statements:



1. I can influence decisions made at community level.



2. I get to meet visiting government officials.



3. I get new clothes on religious holidays.



4. I can read newspapers regularly.



5. I have time and access to listen to the radio.



6. I would never have to queue at the dispensary.



7. I have my own bank account.



8. I can speak in extended family meetings.



9. I can afford to boil drinking water.



10. I can buy condoms.



11. I can negotiate condom use with my partner.



12. I only have sex when I want to.



13. I went to secondary or I expect to go to secondary school.



14. I can pay for treatment at a hospital if necessary.



15. I can speak at a village meeting.



16. I eat at least two full meals a day.



17. I sometimes attend workshops and seminars.



18. I have access to plenty of information about HIV.



19. I am not afraid of walking on my own at night.



20. I can question expenditure of household funds.



21. I am not afraid of violence in my home.



22. I have never had to line up or beg for food.



[The characters and statements may be modified to reflect the regional/local context.]



[At the end of the statements, the participants will be fairly spread out. They should remain in place and in character for a debriefing.]



Debriefing:


Who were the characters? 



Ask everyone to stay where they are. 



Starting in the back, ask each person to say his or her character.



[Everyone states his or her character.]



Ask a few people at the back of the room:  “How did you feel? What was it like to be at the back of the room?”



Ask a few people at the front: “How did you feel? What was it like to be in the front of room?



You may also ask a few people in the middle. 



Invite the rest of the group to also comment on what has happened.



(People may mention power or vulnerability.)



State: “All of these statements are about power or access to power.



What do we mean by POWER?”



**Elicit: Power is the ability to influence or control.  It includes access to decision-making processes.



Ask: “Those who felt strong or powerful, why did you feel powerful?”



Ask: “Those who did not, why not.  For those in the back, why do you think you were in that position?”



**Elicit what things give people power: money, position, authority, gender.



**Elicit what things contribute to abuse based on power inequalities: 



vulnerability, poverty, breakdown in social structures (such as during displacement), lack of legal protection, impunity for perpetrators, culture, gender beliefs.



[Sometimes, some characters end up much further in front or remain much further behind than expected for their character. Ask the person concerned or the group to comment on the position that the character reached; e.g. if the 12-year old girl with a disability is near the front, invite some discussion about this to correct any mistaken ideas that such a person ordinarily wields a lot of power and influence.]



Ask: “Is power always bad?”



**Elicit: No. Power can be used in positive ways but the potential for abuse is there.  Those who have less power in relationships are always more vulnerable to abuse.



Ask: “In [country], are these the people [indicate the people at the front] that have power? Who else has power?”



Brainstorm: Government, men, adults, police, military etc…








			Key messages


			Explain: The reason we start with this exercise is because through the rest of the training, we will be talking a lot about power, and about abuses of power and the link to violence - specifically violence against women and children. Violence and exploitation are almost always linked to power. Those who have more power can exploit and abuse others. Those who have the least power – and very often they are women and children, especially girls – are most likely to be exploited and abused.



Today we are talking very specifically about abuses that happen at the hands of UN personnel and our partners. However, it is important to bear in mind the context in which this occurs and to realise that this is part of a much larger problem of gender-based violence.









			


			Overview of Gender-Based Violence





			


			Aim: to give participants an understanding of the broader context of gender-based violence in which sexual exploitation and abuse occurs and its underlying causes and consequences.









			15 minutes


			Explain: 



· Sexual exploitation and abuse is a form of gender-based violence.



· Although this training is focusing on the specific topic of sexual exploitation and abuse by UN personnel and partners, we need to be aware of the broader context of gender-based violence in which it occurs.



Definition: 



· (PP 1, Slide 1) What is gender based violence? Do you need to have force to have violence? What about threats? Or economic coercion? Is age relevant?



· “Gender-based violence (GBV)” is defined as violence that is committed as a result of gender-based power imbalances.  Because of their subordinate status, women and girls are the primary victims.  GBV may be physical, sexual, psychological, economic or socio-cultural. (PP 1, Slide 2)



· These concepts might not be new to you but we are going to go over them quickly as you need to be able to explain them to others. Why do we use the term “gender-based violence”? Because the term attempts to define the NATURE of the violence, and suggests that in order to address VIOLENCE, it is necessary to address issues of GENDER inequality that cause and contribute to the violence.  (PP 1, Slide 3) By recognizing the centrality of gender, the language moves beyond describing simply the type of violence, into acknowledging its nature.  The term recognizes that violence is an aspect of gender roles, power relationships, and particularly, the subordination of women and their related exploitation.  In order to address violence one also needs to address issues of gender.  



· Furthermore, by highlighting the issue of gender, the language speaks to the necessity of examining the societal and relational contexts in which violence occurs, and therefore begs the inclusion of men, women, boys, and girls.  Though women suffer the majority of gender-based abuses around the world, in situations of conflict men many also suffer tremendously as a result of their gender role expectations.  Examples might include:  forces conscription into fighting forces; forced rape of friends and neighbors as part of initiation, forced drug use, etc.    At this point, much of the research activities and programming addressing gender-based violence focuses on women—which is not entirely inappropriate since women bear the brunt of gender abuse.  However, it is important to remember that men and boys can also be harmed through GBV.


Context:



· There is a well-documented global phenomenon that men in general have power and control over women and girls and often maintain this power through violence.  This creates a cycle of oppression that causes, produces and reproduces violence against women and children.  Violence and abuse perpetuate inequalities in interpersonal relationships and reinforce structures that enable violence against women and children to continue.  This takes different forms across cultures but is perpetuated through structures that advantage men socially and economically compared to women and children.  Women and girls are disempowered through unequal access to resources and decision-making.



· Victims of GBV usually have little recourse to justice, limited access to care and support and are often forced to adopt desperate forms of livelihoods for survival. While many may argue that consent is sometimes granted by victims, most victims are living in a context of vulnerability and scarce resources. They often have no choice; the only person with choice is the exploiter. 



· It is important to realise that gender inequality is changeable. In order to address GBV - to truly address GBV - we need to address the power imbalance between women and men. The Power Walk exercise helped demonstrate the prevalence of these power imbalances in society.



Facts and statistics:



· Here are some telling statistics on gender inequality (PP 1, Slide 4):



· Women are the majority of the world’s poor:  70% of people living in poverty (less than $1/day) are women.



· Women are less likely than men to hold paid and regular jobs within the formal employment sector.



· Women represent more than two-thirds of the world’s illiterate;



· Women are almost entirely excluded from political power:  they hold 15.6% of elected parliamentary seats globally.



· Women own only 1% of the world’s land.


· Beneficiary communities often come from an environment where sexual and gender-based violence is common and community structures may collude to maintain this violence.



· Where women and children are displaced, do not have options to supplement their basic requirements and are also excluded from involvement in community decision-making or education, then it is very easy for situations to develop where they become extremely vulnerable to abuse and exploitation.



· The scope of the problem is enormous.  It is worldwide. (PP 1, Slide 5) In peace and in war, women are battered and abused.  Studies have shown that at least one in three women and/or girls have been beaten or sexually abused in their lifetime (UNFPA, 2000).  This is just a snapshot of some examples of GBV occurring throughout the world. [Read out only some of the examples, including developed and developing countries.]


· It affects women throughout their entire lives. (PP 1, Slide 6) [Summarise some of the examples]:



· Some researchers put the global number of “missing” females—those who should be living but are not because of discriminatory practices such as sex-selective abortions, female infanticide, and fatal neglect of girl children—at between 50 million and 100 million.



· Of the over half-million human beings trafficked across borders each year, an estimated 80% are female and 50% are minors.



· A projected 82 million girls around the world who are now between the ages of 10 and 17 will be married before their 18th birthdays.  Complications from early pregnancy and child-bearing are the leading cause of death for 15-19 year olds worldwide.



· Studies from the US, Europe, and Australia have concluded that violence against women by their intimate partners poses among the greatest threat to women’s health and welfare. In Canada, the yearly economic cost of responding to violence against women is over 1 billion per year.


· The problem of GBV becomes particularly acute during conflict and displacement.  Some of the war-related examples of GBV are especially daunting (PP 1, Slide 7):



· An average of 40 women is raped every day in South Kivu in the context of ongoing armed conflict in the Democratic Republic of Congo.



· By 1993, the Zenica Centre in Bosnia-Herzegovina had documented 40,000 cases of war-related rape.



· Between August 1998 and August 1999, the height of the conflict with Serbia, an estimated 23,000-45,000 Kosovar Albanian women are believed to have been raped.



· It is estimated that between 50,000 and 64,000 internally displaced women in Sierra Leone have experienced sexual violence at the hands of armed combatants.



· It is estimated that between 250,000 and 500,000 women were raped during the 1994 genocide in Rwanda. 









			Key messages



			· GBV is a world-wide problem that has reached shocking proportions.



· Remember, sexual exploitation and abuse is a specific form of GBV (PP 1, Slide 8):



· Anyone can commit sexual exploitation and abuse. 



· Those with more power are more likely to perpetrate; those with less power are vulnerable to becoming victims.



· Humanitarian aid workers and peacekeepers virtually always have more power over those we are there to serve. 



· The responsibility for maintaining proper relationships lies with those who have the power.









			


			· [If time, you can also facilitate a discussion about gender-based violence locally by asking]:



How much is known about the problem of gender based violence in [country]?


· Distribute the handout GBV: Facts, Statistics and Attitudes (HO 3) [and the local fact sheet on GBV if prepared and the PowerPoint presentation if desired].









			


			Consequences of sexual exploitation and abuse





			


			Aim:  To help participants to understand the range of consequences of sexual exploitation and abuse and the range of people affected.  Whilst the victim suffers the most, the consequences can be quite far-reaching.









			10 minutes


			Set up 4 flipcharts at different points around the room but where everyone can see them.  Ask for 4 volunteers to write on the flipcharts.  Ask the participants to call out responses to: “What are the consequences of sexual exploitation and abuse?”



[Do not tell the participants that each flipchart represents a different person or group.  These are: (1) the victim, (2) the community, (3) the perpetrator, and (4) the Organization.  Know in your own mind which chart represents which person/group.  When the participants call out a response, consider who suffers this consequence and ask the appropriate volunteer to write it on the relevant chart, e.g. “Sarah, that one is for you”.  Sometimes the consequence will apply to more than one person/group, e.g. HIV/AIDS applies to both the victim and the perpetrator as a possible consequence; shame applies to both the victim and the Organization.]


When participants have finished calling out, the flipcharts might look similar to the following:



[For the victim]:



· physical harm



· pain, trauma



· psychological harm



· STDs; HIV/AIDs



· infertility



· stigmatisation



· loss of reputation



· shame, guilt



· fear, confusion, depression



· death, self harm 



· rejection by spouse/family



· ostracised by the community



· loss of employment/income



· loss of access to education/opportunity or inability to attend school/work



· unwanted pregnancy, abortion



· breakdown of support structures



[For the community]:


· loss of trust



· unwanted children



· drain on resources



· breakdown of support structures



[For the perpetrator]:


· STDs, HIV/AIDs



· loss of employment/income



· loss of reputation



· shame



· rejection by spouse/family



· security risk



[For the Organization]:


· loss of trust from community



· loss of funding



· security risk



· loss of staff



[Note:  sometimes participants will comment that one consequence is earning money or receiving a benefit.  This should be acknowledged but the point of the exercise is to highlight the harm that is caused.  In response to this, you could note that whilst in some instances some benefit might be received, usually it is extremely small, and at the same time serious harm is being caused which outweighs any benefit.] 



Point to the flipchart that represents the victim and ask the participants to identify who it represents.  Repeat some of the consequences if necessary, to get people thinking.  Then go to the community, the perpetrator and the Organization.  (The participants might have trouble with the latter two.)








			Key messages


			Explain:  



· This exercise demonstrates that there are a large number of consequences to sexual exploitation and abuse, many of which are serious and long-lasting.  This is the reason that we must take this issue seriously – it is because harm is being caused.  



· Our role is important not to monitor the behaviour of our colleagues but to protect vulnerable people from being harmed.  



· Whilst the victim suffers the most consequences and must always be our first priority, we also need to remember that others bear the consequences of sexual exploitation and abuse, including the community and the Organization.  



· Our work relies on the trust of the local community.  When we breach this trust, we become less effective and reduce our capacity to help others.  In some instances, this can even have an impact on our security.  



· Although we are aware that the majority of staff and partners are not engaged in sexual exploitation and abuse, it does affect all of us and the work that we do.   For this reason, and to help the victims, we must respond and report when sexual exploitation and abuse occurs.








			Tips for Facilitators


			· Distribute the Power Walk characters in the order written above as even with a small group, this ensures a distribution of different types of characters.



· In addition to the handout on GBV statistics (HO 3), it is useful to distribute some statistics on GBV for [country] if these have been prepared.








			


			SESSION 3: THE RESPONSIBILITIES OF A FOCAL POINT AND THE NETWORK





			Objective


			· To encourage participants to recognize the role they can play in preventing and responding to sexual exploitation and abuse;



· To ensure participants fully understand their duties as laid out in the IASC TOR for Focal Points;



· To ensure participants can confidently and proactively undertake Focal Point duties; and



· To generate understanding about the purpose and how to establish a properly functioning in-country Network on sexual exploitation and abuse.








			Time


			60 minutes





			Materials


			· Laptop computer and screen for PowerPoint presentation (or flipchart)








			References 


			PD 3: IASC Terms of Reference for Focal Points



PD 4: IASC Terms of Reference for In-Country Network





			PowerPoint


			PP 2:  The Focal Point Terms of Reference:  Role and Responsibilities



PP 3:  In-Country Focal Point Network:  Role and Responsibilities








			Timing:


			Information/Exercises:





			


			What are the responsibilities of a Focal Point?





			


			Aim:  To briefly describe the IASC Terms of Reference for Focal Points and highlight the main responsibilities. 









			40 minutes


			Explain [using the PowerPoint if preferred]:



The IASC has developed a number of tools to assist in implementing the SGB. These include Terms of Reference for Focal Points on sexual exploitation and abuse and Terms of Reference for the in-country network of Focal Points.  Both documents are in the participant’s folders (PD 3 and 



PD 4).



·  What are the responsibilities of a Focal Point and what does this mean? (PP 2, Slide 1)



The Terms of Reference, developed by the IASC, identify a few key areas (PP 2, Slide 2):



· Raising awareness



· Receiving complaints



· Participating in the Network.



and on all these issues:



· Working with senior management



Looking at each of these separately:



Raising awareness covers (PP 2, Slide 3):


· Ensuring staff are aware of the SGB and the behaviour that is expected of them and that they know their reporting obligation;



· Ensuring partners are aware of the SGB;



· Telling communities about the standards binding on UN staff and how to report abuses; and



· Coordinating briefings and trainings.



In practical terms, in a typical office environment, this can mean:



· Working with the human resources section to make sure the SGB is included in induction package;



· Working with the human resources section to make sure the SGB is included in all local contracts;



· Arranging for all staff to watch the training video on sexual exploitation and abuse (this should be a facilitated session in line with the video training package);



· Asking senior management to brief staff on SEA, emphasising everyone’s reporting obligation;



· Putting up posters;



· Ensuring all staff attend training and refresher sessions;



· Raising the issue occasionally at staff meetings and asking senior management to do so;



· Addressing the culture of complacency and impunity: explain that responding quickly is vital to the success of a victim’s recovery; give feedback when disciplinary action is taken for acts of sexual exploitation and abuse; and



· Working with the network to develop a communication campaign.



Receiving complaints involves (PP 2, Slide 4):



· Creating a conducive environment for receiving complaints;



· Ensuring confidentiality; 



· Documenting all complaints, including “in the air” allegations;



· Reporting through the appropriate channels;



· Attending to the safety, health, psychosocial and legal needs of complainant:  know what resources are available and how to refer him/her for assistance;



· Keeping all records and information safe and locked away;



· Liaising with complainant re follow-up to the complaint and any investigation; and



· Accompanying the complainant to the local authorities, if they wish.



Again, in practical terms, this can involve:



· Identifying a place where you can confidentially receive complaints;



· Liaising with other sections who work with women and children to be aware of potential complainants;



· Setting up a system that is accessible to as many people as possible; it may be beneficial to have a number of mechanisms for receiving complaints (e.g. contact persons, complaints boxes, hotlines, dedicated email address, special open days for children to speak to staff, e.g. at health clinics);



· Knowing what services are available and setting up a system (with an implementing partner) for referring victims to receive appropriate assistance.



Participating in the in-country network involves (PP 2, Slide 5):



· Identifying actual/potential risk factors;



· Coordinating responses;



· Sharing and implementing best practice; and



· Preparing statistics and reports.



Practically speaking, this means:



· Making sure regular meetings take place;



· Developing recommendations for action; and



· Liaising with senior management on network activities.



Working with management: 



The involvement of senior management is key to the success of efforts to eliminate sexual exploitation and abuse. 



· Senior management have the main responsibility under the SGB; 



· Your efforts are to support them in living up to their responsibility; they should encourage and support Focal Point activities, including amongst other staff;



· Bring issues to their attention and help create a sense of accountability for managers (they cannot say they were not informed); 



· Make recommendations for prevention strategies; and



· Ensure additional Focal Points are appointed in field offices with a significant staff presence. 



Sound like a lot?



Know that:



· The Focal Point does not have to do everything;



· The role is to make sure that systems are in place and the activities mentioned in the TOR are taking place; this can be achieved through coordinating with or involving other colleagues, sections, agencies, partners and experts; obtaining senior management decisions to set things up or tying in to existing programmes;



· Some activities and expectations are beyond the scope of the Focal Point’s duties and should never be undertaken by the Focal Point. E.g. as instinctive or tempting as it might be:  


· The Focal Point should never investigate a complaint;



· The Focal Point should not engage in counselling complainants (unless they are formally trained to do so);


· Fulfilling the Focal Point role is largely about using common sense and drawing on available resources.



Remember: you were chosen for your ability to do the job and, despite the frustrations, you are helping.



Remember also that you have tools and support:



· The headquarters Focal Point is there to provide support and assistance;



· The IASC and ECPS/ECHA Task Forces have developed guidance; and



· The network is there to tackle issues as a team.



Who should be a Focal Point?



· It is important for the Focal Point to be accessible.



· Different people might be more skilled at different roles; someone might be a trusted listener, someone else might be a great organiser.



· Typical characteristics include someone who is open, trustworthy, responsible, friendly, sensitive to culture and genders, neutral and objective. 


· Ignore the P4 requirement in the TORs: it is more important to have the right person doing the job, whether national or international staff.  The main issue is that they have the capacity and willingness to follow-up on cases and work with management.



· The office should have at least two Focal Points, one of whom is a woman, but is not limited to this.  It is possible to have the two Focal Points act as the main contact persons for receiving information and complaints and also to have a team of people involved in different aspects of making sure that all systems are in place.  Large field offices should also have Focal Points.



· The selection of a Focal Point should be based on the individual and not linked to any particular job, although people will have certain expertise and capacity because of their experience and job (i.e. it is not automatic that the Protection Officer or the Protection Assistant or the GBV Focal Point become the Focal Point for sexual exploitation and abuse).  



· E.g. in one office the Administration Officer and the Programme Assistant might be appointed as Focal Points, with the former being easily able to make sure all staff and partners are made aware of the SGB and to liaise with headquarters to follow-up on particular allegations and the latter easily able to link in with implementing partners and other locally-based organizations to ensure proper victim assistance programmes are in place.  In another office, the Protection Officer and the Information Assistant might be appointed Focal Points, with the former being easily able to identify and monitor areas of concern and liaise with partners to encourage reporting of abuses and the latter easily able to help develop a communication campaign to raise staff awareness and outreach to the community).



· Focal Points, when acting in this role, should not have to follow normal office hierarchy but should be able to meet directly with the Head of Office if necessary.  They should also be able to have direct contact with the Focal Point at headquarters in order to share information and seek support.



Always bear in mind the overall picture and purpose of the Focal Point system:  it is about protecting the vulnerable and preventing harm.  Everyone should be engaged in this effort; Focal Points help mobilise action and response. (PP 2, Slide 6)



Part of a structure:



Remember that Focal Points have a role within a given structure:  the structure needs to work for Focal Points to be able to fulfil their responsibilities, i.e. when complaints are received, reporting mechanisms and investigative and disciplinary procedures need to be in place and a system established for assisting victims.  There are many aspects to preventing and responding to sexual exploitation and abuse and some of these systems are still being developed or improved.  However, the absence of clear systems is not an excuse for Focal Points not to take the best action they can, with the resources and systems available to them, to respond to the problem of sexual exploitation and abuse and to work with their headquarters Focal Points to see that systems are changed and strengthened.



As a Focal Point, you role is to be a champion in the cause to eliminate sexual exploitation and abuse. 



Your role is to:



· Influence staff behaviour;



· Prevent abuses from occurring; and



· Speak for those who can’t speak for themselves.









			Key messages


			Therefore: [PP 2, Slide 7 or write on flip chart]:



· Know the rules



· Tell people about them



· Report violations



· Follow-up complaints



· Work with partners



· Participate in in-country networks



· Talk to your managers



· Liaise with your headquarters Focal Point



· Be vigilant



· Listen to, support and empower survivors



· Be a role model



· Be a champion









			


			Focal Point Network:  Role and Responsibilities





			


			Aim:  To briefly describe the IASC Terms of Reference for the In-Country Network of Focal Points and highlight the main responsibilities.









			15 minutes


			Explain [using the PowerPoint presentation if preferred] (PP 3, Slide 1):



Establishing the network (PP 3, Slide 2):



· The Focal Point Network should be made up of representatives of all UN agencies with a presence in-country, any peacekeeping mission, the Red Cross/Red Crescent Movement and key NGOs. 



· It functions under the auspices of the Resident Coordinator/Humanitarian Coordinator.  (Where there is a peacekeeping mission, this person is often also the Deputy Special Representative of the Secretary-General and therefore also ensures the engagement of the mission at a senior level.) 



The purpose of the network (PP 3, Slide 3):



· Many of the actions required to prevent and respond to sexual exploitation and abuse are best achieved collectively, rather than each agency developing and implementing its own policy as this can result in overlap and further confusion for the community (e.g. it is better to have a common communication campaign and a shared system for referring victims).



· The network is therefore the primary body for the coordination and oversight on prevention and response to sexual exploitation and abuse by UN personnel and partners in a given country. 



The role of the network (PP 3, Slide 4):



The network is responsible for:



· Sharing information about potential risk factors and areas of concern;



· Developing and coordinating a common action plan for eliminating sexual exploitation and abuse;



· Discussing general “in the air” allegations and rumours and implementing appropriate responses, (e.g. increasing awareness in areas of concern, engaging senior management, discussing potential problems with local women’s organizations and similar groups and encouraging reporting);



· Developing a common communication campaign;



· Ensuring country-wide staff training is underway (whether collectively or by agency);



· Establishing a victim referral mechanism;



· Sharing best practice; 



· Making recommendations to senior management; and 



· Reporting on country-wide issues and statistics.



The network is not responsible for the following, as these remain the responsibility of individual agencies (PP 3, Slide 5):



· Dealing directly with complainants;



· Discussing the details of individual complaints;



· Investigating and following up on individual complaints; and



· Disciplining staff who are found to have committed sexual exploitation and abuse.  



“In the air” allegations:  



“In the air” allegations are allegations where no specific perpetrator is identified or no particular agency (e.g. there are rumours that UN personnel are sometimes seen picking up young girls at a particular bar or in a particular town).  These allegations must be recorded and taken as seriously as more specific complaints concerning a particular individual. This is because these kinds of rumours are often the first inkling of a more serious problem and acting on them can help prevent further harm.  Because the rumours do not attach to any particular organization, it is appropriate for the network to deal with them and develop an appropriate collective response. 



Maintaining the network:


· The network should meet regularly, at least every two months.



· The chair of the network does not have to be held by a particular organization but should be held by individuals with strong organising or chairing skills.



· Tip:  It is helpful for the network to have two co-chairs, in order to share the burden, bring different resources to managing the network and ensure continuity when one chair leaves. 









			Key messages


			· (PP 3, Slide 6) Like the Focal Points, the network does not itself have to undertake to do everything that is required but should make sure that the right mechanisms are in place.  (E.g. it can engage information officers to help with the development of an appropriate communication campaign, both for staff and the community; it can allocate certain responsibilities to the lead of a particular agency etc.).



· Most importantly, the network should be creative – only the standards are non-negotiable.









			


			Brainstorm:



Ask participants to raise any issues or concerns they have about being a Focal Point or maintaining the network in [country] and brainstorm with the group on how these might be addressed.  If necessary, these can be further discussed during the session on the Plan of Action.









			


			Confidentiality Exercise





			


			Aim:  to highlight for participants the importance of carefully preserving confidentiality as Focal Points.









			5 minutes


			Ask participants to think of an occasion when they broke a confidence.  Ask them to recall why they broke the confidence and what were the consequences.  After a couple of minutes, ask two or three volunteers to share why they broke the confidence and the consequences (they should not share the details of the confidence just they why they broke it and the consequences).



Now ask participants to think of an occasion when someone they trusted broke their confidence.  Ask them to recall how the felt, if they understood why the confidence was broken and what where the consequences?  Ask two or three volunteers to share their feelings and the consequences (or ask the group in general to call out emotions and consequences).









			Key messages


			Confidentiality and taking extra measures to preserve confidentiality will be a recurring theme throughout the training.  The aim of this exercise is to remind us to anchor the principles that we will be discussing in real life – we follow them not just because they are part of procedures but because they have real value to each and every one of us and because there are real consequences when we fail to respect them.












			Tips for Facilitators


			· If time, engaging participants at different points in the presentation helps reduces its density, e.g. first ask participants for their thoughts or ideas on different elements and add any remaining points, e.g. What could you do to raise awareness? Work with senior management? Who should be a Focal Point?









			Alternatives


			· If there is no time to brainstorm about issues or concerns regarding being the Focal Point or maintaining the network, briefly ask participants to consider any issues or concerns they might have and note them down so that they can be addressed during the session on the Plan of Action.








DAY 2


			


			RECAP EXERCISE





			Objective


			· To help participants think over some of the issues from Day 1; and



· To act as a warm-up exercise and focus participants as a group.









			Time


			10 minutes





			Materials


			Ball





			Instructions


			Ask participants to stand in a circle with the facilitators.  Explain that you will throw the ball to one of the participants who should answer the following question and then throw the ball to another participant to answer the same question and then keep going until everyone has had a turn:



· What do you think might be interesting or challenging about being a Focal Point?



[Each person should only receive the ball once. The last person to receive the ball is the facilitator of the exercise.]








			


			SESSION 4:  THE SECRETARY-GENERAL’S BULLETIN – DEFINITIONS AND STANDARDS OF CONDUCT





			Objective


			· To ensure that participants are fully aware of the SGB definitions and expected standards of behaviour for UN personnel and partners;



· To provide insight on the variety of ways incidents of sexual exploitation and abuse may present;



· To provide participants with an opportunity to apply the SGB standards in practice; and



· To improve participants’ ability to explain the SGB and expected standards of behaviour to others.








			Time


			150 minutes



(See “Tips” below re timing) 





			Materials


			· Laptop computer and screen for PowerPoint 



· Flipchart and marker pens



· Space for participants to work in small groups









			References


			PD 1: Secretary-General’s Bulletin on Special measures for protection from sexual exploitation and sexual abuse (ST/SGB/2003/13)



PD 10:  Zeid Report (A/59/710) 





			Handouts


			HO 4:  IASC Scenarios (blank) 


HO 5:  IASC Scenarios (completed)


HO 6:  Agree/Disagree Statements





			PowerPoint


			PP 4:  Protecting from Sexual Exploitation and Abuse:  The Secretary-General’s Bulletin on Special measures for protection from sexual exploitation and sexual abuse (ST/SGB/2003/13)








			Timing:


			Information/Exercises:





			


			IASC Scenarios





			


			Aim:  To improve participants’ ability to apply the SGB in practical contexts.









			40 minutes


			Divide the participants into small working groups and distribute the IASC Scenarios (blank) (HO 4).  Nominate 2 or 3 of the scenarios for each group to consider and determine whether they think the scenario described constitutes misconduct and if so why.



[Make sure each of the scenarios is allocated to at least one of the groups.  There will be some overlap.  If some groups finish before others, direct them to consider additional scenarios (especially scenario 7.)]


When all groups are finished or time is up, ask for feedback on each scenario.  [If more than one group dealt with the same scenario, the additional groups should be asked only if they have anything to add to the first answer. For each case study, record the relevant sections of the SGB on a flipchart.]


Thank the groups for their work and explain that the scenarios and their answers will be reviewed in the next session, with time for questions after that.



 





			


			Review of the SGB





			


			Aim:  To provide participants with a detailed understanding of the SGB and allow an opportunity for questions.









			70 minutes


			[This presentation should be made with the accompanying PowerPoint presentation (PP 4).  If that is not possible, the definitions of “sexual exploitation” and “sexual abuse” should be written on flipcharts in advance, with the different elements highlighted with a coloured marker pen at the appropriate places in the presentation.  The presentation is also designed to explain why the IASC Scenarios (see HO 5) constitute misconduct.]



Explain (PP 4, Slide 1):



This presentation will cover the SGB in detail.  Refer participants to the copy of the SGB in their folders (PD 1).  Even those of you who have read the SGB and are familiar with the SGB might discover a new way of considering it and explaining it to others.



The crux:



The crux of the SGB is the two definitions.  They are the key to the SGB and to determining what behaviour constitutes sexual exploitation and abuse.  If you complete this training knowing nothing else, leave with a full understanding of the two definitions.



Background:  



When reports of sexual exploitation and abuse by humanitarian workers emerged from West Africa in 2002, the IASC developed the two definitions and some key standards of behaviour for each IASC member to include in their own code of conduct.  The definitions draw on the ICTR definition of rape from the Akayesu case and the Palermo Protocol definition of trafficking in persons.  The SGB is the UN’s fulfilment of the commitment it made to the IASC to include the definitions and standards in a code of conduct.  Other IASC members abide by the same standards and for ease, often also refer to the SGB. 



Scope – Who is covered by the SGB? (PP 4, Slide 2)


· UN staff: The SGB applies to all UN staff, including staff from agencies, funds and programmes (s2.1).  



· Related personnel: Initially, the SGB did not formally apply to uniformed personnel although it refers to another Bulletin prohibiting UN forces from committing acts of sexual exploitation and abuse (s2.2).  In April 2005, the UN Special Committee on Peacekeeping Operations agreed with the proposal in the report of the SG’s Special Adviser on Sexual Exploitation and Abuse (the “Zeid report”, see PD 10) that the terms of the SGB should be binding on all UN personnel, that there should be one standard for one UN. On 22 June 2005, the GA endorsed this recommendation and since then, the SGB applies to all uniformed personnel serving with the UN, including civilian police and military observers.  



· Partners: When the UN enters into a contract with a non-UN entity, that entity must also agree to apply the SGB standards as part of the terms of the contract (s6.1).  The SGB should therefore apply to all partners, including NGOs, consultants, contractors, day labourers, interns, JPOs, UNVs etc.  The scope of the SGB is therefore very broad and sets out a common standard for everyone working in some way with the UN.  (In the Scenarios, the SGB therefore also applies to Carlos, Darlene, Stanislas and Sven.)


[A note on the Zeid report:  this was a groundbreaking report in addressing the problem of sexual exploitation and abuse in peacekeeping operations and is well worth reading for its recommendations on preventative strategies.  A copy is in the participants’ folders (PD 10) and on the OCHA website.] 



What is sexual exploitation and sexual abuse? (PP 4, Slide 3)


The SGB notes that sexual exploitation and abuse have always been unacceptable behaviour and prohibited conduct under the Staff Regulations and Rules. (s3.1).  Its purpose is elaborate what is meant by sexual exploitation and abuse and to set out some clear standards. 



The definitions:  Section 1 states that (PP 4, Slide 4) -



““sexual exploitation” means any actual or attempted abuse of a position of vulnerability, differential power, or trust, for sexual purposes, including but not limited to, profiting monetarily, socially or politically from the sexual exploitation of another.”



Going through this definition: 



· see that it refers to any “actual or attempted” abuse (PP 4, Slide 5).  This means it is not necessary for a sexual act to have occurred, it is sufficient if an attempt or a proposition is made.  (In the Scenarios, Joey’s conduct constitutes sexual exploitation because he asked the girl for sex, even though it is not clear if sex occurred.)


· “abuse” is a key word in the definition (PP 4, Slide 6)


· of a “position” of “vulnerability”, a position of “differential power”, or a position of “trust”. (PP 4, Slide 7).  An abuse of any of these three elements can lead to sexual exploitation.  Note that the definition is not simply describing someone being in a position of vulnerability or differential power or trust and having sex but is covering the situation when that position is ABUSED…. 



· “for sexual purposes” (PP 4, Slide 8)


In short, this is the definition.  Any act that falls within these terms constitutes sexual exploitation.  But the definition provides further elaboration by saying:



· “including, but not limited to” – so this is an addition…



· “profiting” “monetarily” or profiting “socially” or profiting “politically” (PP 4, Slide 9)


· from the sexual exploitation of another. 



This means that even if someone is not directly involved in the sexual act (or the attempted sexual act) but profits from it in one of these 3 ways, then his/her conduct also constitutes sexual exploitation.  (In the Scenarios, this means that the behaviour of Darlene and Stanislas constitutes misconduct even if they are not personally involved in the prostitution at the bar because they are profiting monetarily from this activity.)


Section 1 also states that (PP 4, Slide 10)-



““sexual abuse” means the actual or threatened physical intrusion of a sexual nature, whether by force or under unequal or coercive conditions”.



Going through this definition: 



· again see that it refers to “actual or threatened” (PP 4, Slide 11).  This means it is not necessary for a sexual act to have occurred, it is sufficient if it has been threatened or an attempt has been made;



· “physical intrusion” – the definition requires some kind of physical element (PP 4, Slide 12);



· “of a sexual nature”



· whether by “force”, or whether under “unequal conditions” or whether under “coercive conditions” (PP 4, Slide 13) – the definition covers any one of these 3 circumstances.  This means it does not have to be a situation of force; sexual abuse can also occur where there is psychological coercion or there are simply unequal conditions, which again highlights the notion of power and vulnerability. 



This is the essence of the SGB (PP 4, Slide 14).  Any acts that fall within these definitions constitute misconduct and are prohibited.  They are prohibited under the UN Staff Regulations and Rules, as noted in s3.1, and again expressly in s3.2(a) which states that sexual exploitation and abuse “constitute acts of serious misconduct and are therefore grounds for disciplinary measures, including summary dismissal”.



Specific standards (PP 4, Slide 15):



The definitions are the key reference point.  Section 3 then goes on to elaborate specific standards, to spell out particular behaviours that constitute sexual exploitation and abuse and are therefore prohibited.



Children:



The first of these is in s3.2(b) which states that sexual activity with children is prohibited.  “Children” are defined as persons under the age of 18. The provision specifically states that “mistaken belief in the age of the child is not an offence”.  It therefore doesn’t matter what a staff member thought was the child’s age or what the child told the staff member, sexual activity with children is prohibited.



Exchange:



The next standard is in s3.2(c) which states that the “exchange of money, employment, goods or services for sex… is prohibited”.  This covers prostitution.  Under the SGB, engaging the services of a prostitute is prohibited.  It doesn’t matter if prostitution is legal in the country where the sex takes place or is legal in the staff member’s own country, it is absolutely prohibited for UN staff, related personnel and partners to use the services of prostitutes.  It is also prohibited to offer someone a job in exchange for sex, to offer someone additional assistance for sex, or to exchange any kind of money, goods or services for sex, including sexual favours or other forms of humiliating, degrading or exploitative behaviour.   Asking beneficiaries for sex in exchange for the assistance that is due to them is a clear breach of this provision and is specifically mentioned as an example.  (It is also an abuse of UN property and further grounds for disciplinary procedures.)



A further comment on prostitution: many people have commented that adult women may freely choose to offer sex in exchange for money and in fact receive some benefit from prostitution.  The lack of economic options for women in vulnerable circumstances may result in prostitution and exploitative sex being one of the few avenues they have for obtaining money to meet basic needs.  The vast majority of women in prostitution don’t want to be there and most are desperate to leave it.  It is not a lifestyle or career choice.  It comes from a lack of choice.  Recall the opening exercise when people talked about what they wanted to be when they grew up … no one mentioned being a prostitute.  Also recall that it is well documented that in many countries, when a peacekeeping mission is established the level of prostitution increases dramatically, often with women who have been trafficked.  We create the demand and are part of the problem.   And it is a serious problem.  Few activities are as brutal and damaging to people as prostitution. Field research in nine countries concluded that 60-75% of women in prostitution were raped, 70-95% were physically assaulted, and 68% met the criteria for post-traumatic stress disorder in the same range as treatment-seeking combat veterans and victims of state-organised torture. 



[See Farley, Melissa et al. 2003. "Prostitution and Trafficking in Nine Countries: An Update on Violence and Posttraumatic Stress Disorder." Journal of Trauma Practice, Vol. 2, No. 3/4: 33-74; and Farley, Melissa. ed. 2003. Prostitution, Trafficking, and Traumatic Stress, Haworth Press, New York; and Ramsay, R. et. al. 1993. "Psychiatric morbidity in survivors of organized state violence including torture." British Journal of Psychiatry. 162:55-59.]


Relationships with beneficiaries:


Section 3.2(d) states that “sexual relationships between UN staff and beneficiaries of assistance… are strongly discouraged”.  Who is a beneficiary of assistance means different things to different agencies and departments.  For peacekeeping missions, who are mandated to provide peace and security, the entire population in a given country are “beneficiaries of assistance”.  For other agencies and organizations, it is defined more narrowly and may only include the persons in a particular refugee or IDP camp, or the people on a certain distribution list.  In fact, it doesn’t really matter.  The purpose of the SGB is to protect people from sexual exploitation and abuse.  All acts of sexual exploitation and abuse are prohibited, whether they are with a beneficiary of assistance or someone else.  



The purpose of this provision is to highlight that sexual relationships between UN staff and beneficiaries of assistance (however small or large the group) are generally based on inherently unequal power dynamics.  Where there is an unequal power dynamic, there is a strong potential for abuse.  The SGB is requiring UN personnel to show good judgment, to think about their actions and the consequences of their actions.  Because of the unequal power dynamic in sexual relationships between UN staff and beneficiaries of assistance, because of the risk of abuse, they are strongly discouraged.  



They are also discouraged because they can undermine the credibility and integrity of the UN’s work.  In thinking of the consequences, we also need to think of the Organization and our fellow workers.  However, if a sexual relationship is exploitative or abusive, as defined in the SGB, there is no discretion and no question of judgment: it is absolutely prohibited. 



Not exhaustive:



Section 3.3 notes that these standards “are not intended to be an exhaustive list”; that “other types of sexually exploitative or sexually abusive behaviour may be grounds for administrative action or disciplinary measures”.  This means that we should always turn to the definitions to clarify what behaviour constitutes misconduct.



Focus on staff behaviour (PP 4, Slide 16):



Here it is worthwhile noting what is not included in the definitions:



(a) Consent.  “Consent” is not mentioned in the definitions and is irrelevant.  It does not matter if someone agrees to have sex (even if they are an adult). If the behaviour falls within the definitions and standards outlined in the SGB, it is prohibited.



(b) Reference to the person who is sexually exploited or abused. The SGB is setting standards of behaviour for UN personnel and partners.  The focus is on staff behaviour and ensuring that we uphold the highest standards of integrity. The purpose of the SGB is not to prevent sexual relationships; it is to prevent exploitation and abuse.  If a UN staff member engages in an act of sexual exploitation or sexual abuse as defined in the SGB, whether it is with a beneficiary of assistance, someone else from the local community or even another staff member, it constitutes misconduct and is grounds for summary dismissal.



However, the main focus of the SGB is to further protect the most vulnerable populations, especially women and children (see s3.2).  Therefore, even though anyone can be a victim of an act of sexual exploitation or abuse, our main focus is to protect those members of the community who most need our care and assistance.  Why?  Because they are the people we are mandated to serve.  



Note that the SGB applies to UN personnel and partners at all times.  It is a condition of employment and applies throughout the entire period that someone is under contract with the UN.  This means the standards apply during and outside “office hours” and during leave or mission breaks.  They apply globally and not just at a particular duty station.


Reporting obligation (PP 4, Slide 17):



Section 3.2(e) requires any UN staff member who “develops concerns or suspicions regarding sexual exploitation and abuse by a fellow worker… [to] report such concerns via established reporting mechanisms”.  This is an obligation on all UN personnel and partners and it applies to all UN personnel and partners.  This means the reporting obligation applies even if the alleged perpetrator is from another agency or from one of the UN’s partner organizations or is a member of uniformed personnel.  



The reporting obligation exists so that sexual exploitation and abuse can be prevented and harm can be stopped.  It is not about playing Big Brother, but about protecting the vulnerable.  It has been widely demonstrated that if sexual exploitation and abuse is stopped quickly, the victim has a stronger chance of making a complete recovery.  If sexual exploitation and abuse is allowed to continue, there is a greater chance of life-long damage being caused.  



Note that the obligation is to report “concerns or suspicions”.  It is not necessary to be sure or to have proof before reporting a concern.  Like Focal Points, staff members should not take it upon themselves to investigate allegations.  However, all concerns or suspicions must be reported in good faith.  Making a bad faith allegation is itself subject to disciplinary procedures.  



Most importantly, the report should be made via established reporting mechanisms.  The reporting obligation is not an excuse to spread rumours.  Confidentiality is one of the key aspects to making and receiving a complaint about sexual exploitation and abuse, both to protect the alleged victim and the alleged perpetrator, who also has a right to due process.



Note that it is not necessary for Focal Points or staff members to distinguish whether a particular act constitutes sexual exploitation or sexual abuse.  Many acts may constitute both.  Similarly, some acts may breach more than one of the standards, such as a sexually exploitative relationship in exchange for money with someone under the age of 18.  There is no hierarchy between the provisions.  Most important is that if a staff member develops concerns or suspicions of any kind regarding sexual exploitation and abuse, he/she must report it through the appropriate channels.  It will then be up to the investigation process and the human resources section to determine what has occurred and the appropriate action to be taken.



Maintaining an environment:



Section 3.2(f) requires staff to “create and maintain an environment that prevents sexual exploitation and sexual abuse” and places a particular responsibility on managers “to support and develop systems that maintain this environment.”  This creates an obligation on all UN personnel and partners to be proactive.  Other sections in the SGB detail some of the ways in which managers must fulfil this obligation, including providing staff with copies of the SGB and informing them of its contents (s4.1), taking appropriate action when there is reason to believe that sexual exploitation and abuse has occurred (s4.2), appointing focal points and advising the local population how to contact them (s.4.3), handling reports of sexual exploitation and abuse confidentially (s4.3), and keeping the Department of Management informed on actions that have been taken (s4.6).   Again, this list is not exhaustive.  The efforts required will depend on circumstances and on the development of further policy and practice for combating sexual exploitation and abuse.  



The involvement of managers is extremely important to the success of addressing the problem and more work is being done on how to hold managers specifically accountable for implementing the SGB.  There are already examples in peacekeeping contexts of commanders being sent home for having failed to prevent their troops from engaging in sexual exploitation and abuse when they could have taken steps to address the problem.



Limited managerial discretion:



Section 4.5 gives senior managers some discretion, in very limited circumstances, when applying the standard in s3.2(d) that strongly discourages relationships with beneficiaries of assistance.  Remember that relationships with beneficiaries are not prohibited per se but are strongly discouraged because of the inherently unequal power dynamic and the risk for exploitation and abuse that this creates.  When the standards were being drafted, there was much debate over whether all relationships with beneficiaries should be prohibited.  However, we are all aware of colleagues who have formed non-exploitative and non-abusive relationships with beneficiaries in some contexts and many marriages have resulted from these relationships.  A blanket prohibition was seen as casting judgment on these relationships when the aim is not to prevent relationships but to prevent sexual exploitation and abuse.  S4.5 is a further acknowledgement that there may be circumstances when it is not necessary for managers to take action when a staff member engages in a sexual relationship with a beneficiary of assistance.  However, the section stresses that in all such cases, the beneficiary must be over 18.  And clearly, the relationship cannot be sexually exploitative or sexually abusive as this remains absolutely prohibited.



Marriages:



Section 4.4 creates an extremely limited exception to the prohibition on sex with children and applies when a staff member is legally married to someone under the age of 18 but over the age of consent in their country of citizenship.  This section was very hotly debated during the drafting process.  It was included as an acknowledgement that in some cultures, marriages occur with people below the age of 18 and that the Secretary-General could not issue a document that prohibited sex within a marriage.  This section is very strictly interpreted.  It only applies where there is a legal marriage in accordance with the laws of the staff member’s country of citizenship and it only applies when that marriage has actually occurred.  It does not allow sexual relationships with persons under the age of 18 with a view to marriage or when a marriage has been promised and cannot be used as an excuse in this way.



Administrative and legal standards:



Remember that the SGB is an administrative document and creates an administrative standard and not a legal standard.  It forms part of the conditions of employment that all persons working with the UN must respect.  There can be many labels for the one act.  In some cases, acts that breach the standards of the SGB may also constitute crimes in the countries where they occur, such as rape or sexual assault.  Many countries also have extraterritorial jurisdiction for sex crimes committed by their nationals abroad. Section 5 acknowledges this and states that allegations of acts which might also constitute crimes may be referred to the appropriate national authorities.  This should only be done with the consent of the alleged victim.  (For example, the case of Sven might constitute rape and could, if Amanna gives consent, be referred to the national authorities where the act occurred or in Sven’s own country if there is a relevant extraterritorial jurisdiction.) 



UN personnel are obliged to comply with local laws.  Where the SGB establishes a stricter standard than local laws, the standards of the SGB will prevail.  “Respect” for culture should never be used as an excuse for ignoring abuses of women and children.


Sexual harassment (PP 4, Slide 18):



Some acts that constitute sexual exploitation and abuse might also constitute sexual harassment.  “Sexual harassment” is defined in another Administrative Instruction (ST/AI/379 of October 1992) as “any unwelcome sexual advance, request for sexual favours or other verbal or physical conduct of a sexual nature, when it interferes with work, is made a condition of employment or creates an intimidating, hostile or offensive work environment”. 



Sexual harassment has a connection to the workplace and there are some slightly different procedures for following up on such cases. The decision on how to respond to allegations of sexual exploitation and abuse, just like allegations of sexual harassment, are ultimately made by the human resources section or equivalent and senior management.  Therefore, as Focal Points or as staff members, it is not necessary to worry about trying to determine into which category a particular act falls.  Sexual exploitation, sexual abuse and sexual harassment are all wrong and should all be reported.  If you mistakenly report an act of sexual harassment as an act of sexual exploitation and abuse, it is not a problem:  the human resources section will sort this out and ensure the appropriate follow-up.  There is only a problem if you don’t report.



Protecting the community (PP 4, Slide 19):



Whilst sexual exploitation and abuse can also occur in the office, most reports originate from the local community.  It is here that we need to focus our efforts to combat this problem as this is the very same population that we are mandated to serve and protect.  Our role is to prevent further suffering and we must report any concerns about sexual exploitation and abuse to stop further harm from being caused.



The scenarios:



Coming back to the scenarios, each case constituted an act of sexual exploitation and abuse as defined in s1 of the SGB and therefore breached s3.2(a).  Each person also failed in their obligation under s3.2(f) to create and maintain an environment that prevents sexual exploitation and abuse.  In each case other specific standards were breached and you will find the answers in the handout of the completed IASC Scenarios (Distribute HO 5 for participants to include in their folders).  You will note that although this training is only focused on sexual exploitation and abuse, the scenarios provide additional examples of misconduct that can lead to disciplinary procedures, such as misuse of UN property and having unauthorised passengers in UN vehicles.








			Key messages


			When in doubt, always remember the key to the SGB is the definitions and have a full understanding of these.









			


			Questions and answers





			


			Aim:  To give participants an opportunity to raise questions and discuss experiences in dealing with allegations of sexual exploitation and abuse.









			30 minutes


			[By this stage of the training, participants usually have a large number of questions regarding the SGB and its application.  Consult the Frequently Asked Questions for further guidance on how to answer these.  If you are not sure of an answer, state that and offer to come back with one after consulting with headquarters.]



Encourage participants to ask questions.  



When a number of questions have been raised, ask participants if there are any local customs that are considered acceptable or tolerable that might constitute sexual exploitation and abuse.  [Seek examples.] Explain that this is not about judging the customs but being aware that UN personnel and partners should not engage in sexually exploitative or abusive behaviour even if it is tolerated by the community. 



Comment that sometimes people use cultural practice as an excuse for accepting or engaging in certain prohibited behaviour, often without really being aware of the culture.  The power of ignorance and misunderstanding about what certain religious or ethnic groups believe can often contribute to the failure to protect women and children.  As does fear of racism. Even from within a given culture there can be different opinions about what is acceptable.  As UN personnel and partners, our guide must always be the SGB. 



Comment also that sometimes people behave very differently in another country than they would in their own country.  They do things when they are away that they would never consider doing when they are at home – as though they have an increased sense of impunity (and where family and friends aren’t watching).  When we are working with vulnerable populations, we need to hold ourselves to a higher and not a lower standard.












			Tips for Facilitators


			· The timing of this session is important.  The explanation of the SGB also acts as feedback and debriefing for the scenarios exercise, therefore they must be held consecutively on the same day.  If there is some time to begin the topic but not enough to run the entire session, facilitators can use the Agree/Disagree exercise as an introductory exercise (see alternatives).



· Some participants may be familiar with the IASC Scenarios.  Remind everyone that even if they are familiar with the exercise, they may wish to pay attention to a new way of presenting it to others.  If the group seems very knowledgeable, time for the scenarios can be cut short and more time devoted to the review of the SGB and questions.









			Alternatives


			Agree/Disagree Exercise 


Divide the participants into small working groups of 4/5 people.  



Distribute the Agree/Disagree Statements (HO 6) and ask each group to consider whether they agree or disagree with the statement.  This is about their own personal opinions and not the Organization’s rules and regulations.  Each group should see on how many items they have consensus.



The aim of this exercise is to demonstrate that people may hold strong personal opinions on this issue which may differ from others.  It also allows participants to examine their own beliefs about behaviour that may constitute sexual exploitation and abuse.  The key message is that whilst we must respect one another’s opinions, our personal morals or views are irrelevant.  We need to differentiate between subjective personal values and the Organizational values. We are all bound by the SGB as the Organization’s code of conduct:  the standards are non-negotiable.












			


			SESSION 5:  REPORTING SYSTEMS, INVESTIGATIONS AND DISCIPLINARY PROCEEDINGS









			Objective


			· To inform participants about the administrative and technical side of reporting complaints and to provide a basic understanding of the investigation and disciplinary process.









			Time


			75 minutes





			Handouts


			HO 7: Draft OCHA Reporting System








			Timing:


			Information/Exercises:





			


			Introduction to reporting systems





			


			Aim:  To encourage participants to identify the reporting system for their Organization and to think about the best methodology in their office for reporting complaints.









			45 minutes


			The need for reporting systems:



Why is it important to establish and implement an appropriate reporting mechanism for allegations of sexual exploitation and abuse?



[If time, briefly seek the group’s thoughts on this before mentioning some of the following.]


A formally established confidential reporting mechanism ensures that:



· The system is transparent and known to all;



· There is a consistency of approach;



· Staff will know what to do if they observe or hear of inappropriate behaviour on the part of others.  This removes the anxiety that arises in trying to decide what is best.  There is only one answer and that is to report;


· Beneficiaries, particularly women and children are protected;



· Staff and partners are protected (a clear reporting and investigative process can also help protect against false allegations);


· The Organization’s reputation can be upheld.  This will assist in the longevity of programs and organizational funding; and



· The Organization makes clear its commitment to protecting the rights of women and children thereby minimizing sexual exploitation and abuse in the community.


All UN personnel and partners are required to voice their concerns regarding allegations of sexual exploitation and abuse.  Therefore, all organizations must act responsibly when those concerns are received.  A clear and confidential reporting system enables staff to voice concerns at the earliest opportunity and the organization to address issues before they worsen and avert potentially larger problems in the future.  Implementing such a system can also help deter potential abusers as it eliminates the culture of complacency and impunity. 



Explain:


· The purpose of this session is more to discuss possibilities than existing reporting systems as (as at December 2006) this is an area where more work remains to be done.



· The SGB requires all allegations to be reported via “established reporting mechanisms”.



· Each agency is responsible for establishing its own system for reporting allegations of sexual exploitation and abuse, however very few have specific systems in place.



· Focal Points should contact their own headquarters to determine if a specific system has been established or what channel they are expected to use when reporting allegations.



· If nothing is in place, Focal Points might wish to work with their headquarters Focal Point to propose an appropriate system, based on the following guidelines.



General principles:



· In general, all reports of sexual exploitation and abuse end up with an organization’s human resources section or equivalent, and possibly also the senior management, because it is this section that makes decisions regarding any investigative follow-up and any consequent disciplinary action.  For the UN Secretariat, even when the allegation is reported to OIOS for further action, the human resources section or executive office of the relevant department is still likely to follow progress regarding the case and will be making decisions or implementing decisions based on the OIOS report, OHRM recommendations or decisions of the Secretary-General.



· The guiding principle when reporting an allegation is to preserve confidentiality to the extent possible.  It is never possible to promise absolute confidentiality to a complainant because of the requirement to report the allegation through the established channels so that it may be dealt with appropriately.



· Confidentiality is best preserved by having as few people as possible involved in dealing with the allegation.



· For this reason, the ideal is to channel the complaint to the executive office or human resources section as directly as possible.



· In the field, where it is often challenging to preserve confidentiality, reporting should be limited to the Head of Office and the RC/HC.  This does not mean it is compulsory to report to the Head of Office or RC/HC and it should be possible, and sometimes will be necessary, for Focal Points to report directly to headquarters.



· In all cases, the normal reporting hierarchy for an office should not apply because of the sensitive nature of the information.  Focal Points, when acting in this role, should be able to access the Head of Office or report directly to headquarters with no questions asked.  They do not have to first report to the person who supervises their regular duties.



· It is also possible for Focal Points to report to the headquarters Focal Point if this is more convenient or comfortable but again, this is not necessary or compulsory.



Focal Point as channel: 



· Remember:  The Focal Point is the channel for allegations on sexual exploitation and abuse reaching the appropriate office at headquarters.  The Focal Point is a channel only; not an investigator or a decision-maker regarding the allegation.



· Nor is it the role of the Focal Point to assess the veracity of any allegation.  The human resources section will determine the response to all reports made in good faith.  (Reports made in bad faith by any staff member may result in disciplinary consequences for that staff member.) 



· Remember that all staff have a reporting obligation and all staff should be open to receiving and reporting complaints, including directly to headquarters.  The role of Focal Point is to increase access and the possibilities for receiving complaints, not to limit them.  If other staff members choose to report allegations directly to the appropriate section at headquarters, without first going through the field-based Focal Point, this is perfectly acceptable.



Cross-agency reporting:



· Sometimes Focal Points (or other staff members) will receive allegations regarding someone from another organization.  Again, the chief principle is confidentiality (both for the sake of the complainant and the alleged perpetrator) and the ideal remains to have as few people as possible involved in following-up.  



· The aim is for the allegation to reach the appropriate section of the relevant organization as quickly and as confidentially as possible.  In most cases, this is best achieved by reporting directly to your own headquarters and asking them to pass the information to the headquarters of the relevant organization. Alternatively, you can pass the information to the field-based Focal Point or Head of Office of the relevant organization if appropriate.



Local authorities:



· In some instances, the alleged act of sexual exploitation and abuse might also constitute a crime.  In such cases, the Focal Point should ask the complainant if they would like assistance in reporting the allegation to the appropriate local authorities.  Complainants should not be pressured into doing so but assisted if they so wish.  The role of the Focal Point is not to represent the complainant with the local authorities but to help the complainant access the local authorities.



Formalising a system:



· The ECPS/ECHA Task Force is currently developing guidelines for appropriate reporting systems.  In the meantime, OCHA has drafted a reporting proposal, which although not yet formally adopted, provides some useful guidance and contains elements that you might wish to adopt in your own office or organization if nothing is yet in place. 



· In practical terms, it is a good idea for Focal Points to consider how they will channel reports in their own organization.  Consider in advance to whom and how you will report allegations.  Consider how information is generally transmitted in your office before establishing a reporting mechanism for allegations of sexual exploitation and abuse, as it might be necessary to circumvent normal procedures.  



· E.g. If the Personal Assistant to the Head of Office usually opens and reads all his/her mail, the Focal Point will need to make a special arrangement for sharing written reports with the Head of Office directly or agree to inform the Head of Office orally of any allegations and to send written reports only to headquarters. 



· E.g. If an office only has a shared email system which anyone can access, a different system will need to be used for sharing allegations with headquarters.  



· Once an appropriate reporting channel is identified, discuss your recommendation with your Head of Office or headquarters Focal Point or human resources section.  It might be helpful to write a short memo (two or three lines) about the reporting system that you are going to adopt in your office so that when you are passing on a complaint, everyone understands (and has agreed in advance) why you are not using the regular reporting channel.


· E.g. “The Focal Point will confidentially record all allegations and share them by secure email or secure fax directly with the human resources section at headquarters within 24 hours of receiving the allegation.  The Focal Point is not required to share the information with the Head of Office before contacting headquarters but will notify the Head of Office as soon as possible that an allegation has been forwarded.”  



· This will also help protect the Focal Point from any pressure to share sensitive information with other people when they receive an actual allegation.



Managerial responsibility:



· Remember also that under the SGB, managers have a particular responsibility to support and maintain environments that prevent sexual exploitation and abuse.  Creating and supporting systems that give people confidence that their complaints will be taken seriously and addressed appropriately is an important element of this and managers should be reminded of this.



Protecting information: 



· All information regarding allegations of sexual exploitation and abuse should be kept in a secure location, such as a locked filing cabinet, to which only the Focal Points have access.  It is also useful for Focal Points to keep regular statistics of allegations made and follow-up, bearing in mind the RC/HC has an obligation to share statistics quarterly with the ERC.  This is also an important aspect of managerial accountability.









			Key messages


			· As Focal Points, it is important to identify if your organization has established a reporting mechanism for allegations of sexual exploitation and abuse.  



· If not, consider what might be an appropriate system in the circumstances of your office and discuss this with your headquarters Focal Point and the in-country network, i.e. seek examples of good organizational practice, and then with your Head of Office. 



· If helpful, make a formal note of the agreed procedure for your office.



· You might even be part of a push for change at the organizational level. 









			


			Distribute the Draft OCHA Reporting System (HO 7), explaining that the final version may not be adopted in this form but that it may provide a useful guide for developing and agreeing your own reporting systems in your Organization.









			


			Introduction to investigations and disciplinary procedures





			


			Aim:  To provide participants with sufficient information so that they understand the investigative process and can explain it to others, whilst highlighting that Focal Points should not undertake any investigative activities.









			30 minutes


			Explain:



· This session will not go into much detail on the procedures for investigations and disciplinary action as they do not fall within the responsibility of a Focal Point.



· Focal Points should not investigate complaints.  Their role is to channel the information to the appropriate authority, usually the human resources section.



· It is useful for Focal Points to have some basic information about investigative and disciplinary procedures so that they can explain to complainants the possible next steps in the process and how long these are likely to take.



· Each organization has its own system for conducting investigations and determining disciplinary consequences.  Focal Points should contact their human resources section to gain an understanding of the procedures for their organization.



· Although they should not become involved in any investigations, Focal Points should remain sufficiently abreast of the investigative process to be able to inform complainants of progress and the outcome of any investigation.



· To the extent that it is within their power to do so, Focal Points should try and ensure that the complainant is not repeatedly interviewed in a manner that is distressing for the complainant and detrimental to any subsequent investigation. 



For investigations:


· In general, it is solely the decision of the human resources section whether an investigation should be undertaken and how.  The human resources section may consult with the Executive Head of the organization before making a decision, (or make recommendations to the Executive Head for their decision) depending on the nature of the case and internal procedures. 



· The human resources section may:



· Instruct the Head of Office or someone else in field office to make some enquiries;



· Send an external team to investigate; or 



· Decide to take no further action.



· In the UN system, some agencies, such as UNHCR, have their own Inspector-General’s office to undertake investigations.  



· For the Secretariat, the General Assembly has reaffirmed the role of the Office of Internal Oversight Services (OIOS) to investigate all allegations of serious misconduct, including allegations of sexual exploitation and abuse (A/RES/59/287 of 21 April 2005).  UN agencies may also request the services of OIOS to undertake independent investigations of allegations made against their staff.  



· The Secretariat’s Office of Human Resources Management (OHRM) also plays a role in following any investigations of UN staff. 



· The office of the Ombudsmen can also act as a channel for complaints but will not become involved in the actual investigative process.  



· Because it deals with both civilian and military personnel, DPKO has different procedures for the different categories.  National contingents remain under the authority of the troop-contributing country and may be the subject of Boards of Inquiry. 



For disciplinary procedures:



· Again, in general, disciplinary authority usually rests with the human resources section, often in consultation with the senior management.  



· For the UN Secretariat, disciplinary action is at the discretion of the Secretary-General.  This discretion applies in each individual case which means it is not formally possible for the UN to make a blanket pronouncement that all cases of sexual exploitation and abuse will result in summary dismissal.  In practice, OHRM makes recommendations to the Secretary-General regarding disciplinary action. 



· As the Secretary-General has no disciplinary authority over uniformed personnel serving with the UN, he can only request the immediate repatriation of peacekeepers who have been found to have committed acts of sexual exploitation and abuse.  There is provision for Member States to inform the UN of the disciplinary action that is taken against such personnel.









			Key messages


			· Focal Points should keep abreast of the outcome of any decisions regarding the allegation and the alleged perpetrator and inform the victims of any disciplinary action that is taken.



· Most important is to let complainants know that these processes take time and there is no certain outcome.












			Tips for Facilitators


			· If there is time, engaging participants for ideas on establishing an appropriate reporting mechanism in their office and how to overcome any obstacles helps break the density of the session. 





			Alternatives


			· This can be a long session of talking following the presentation of the SGB and Q&A.  To break this up, one possibility is to first do the “Barriers to Complaints” exercise (from Session 6) and then deliver this session.








			


			SESSION 6:  RECEIVING AND DOCUMENTING COMPLAINTS





			Objective


			· Identify barriers to complaints and investigations;



· Outline the principles and practice of good interviewing; and



· Identify and practise core skills used in receiving complaints.









			Time


			135 minutes





			Materials


			· Laptop computer and screen for PowerPoint presentation


· Flipchart and marker pens



· Space for participants to work in pairs









			References


			PD 5:  IASC Model Complaint Form



PD 7:  Model Complaints and Investigation Procedures and Guidance Related to Sexual Abuse and Sexual Exploitation





			Handouts


			HO 8:  Case Study 1 – Chantal’s Story



HO 9:  Case Study 2 – Mrs Kwazemara’s Story


HO 10:  What a survivor wants you to know





			PowerPoint


			PP 5:  Perceptions Exercise



PP 6:  Receiving Complaints:  Interviewing with care and respect








			Timing:


			Information/Exercises:





			


			“Barriers to Complaints” exercise





			


			Aim: to demonstrate the obstacles and why it is very difficult for people to come forward to complain.









			10 minutes


			Ask participants:



· Can you remember a time when you were disgruntled or dissatisfied with something and wanted to complain but did not?  



Explain that the example does not have to have any thing to do with sexual exploitation and abuse.  For example, it could be a time when they were in a restaurant and the meal they were served was not the one they ordered but they did not complain. 



Then ask participants to think about:



· How did you feel at the time?  Why didn’t you complain?



Ask participants to turn to the person sitting beside them and share how they felt and why they didn’t complain.  Explain that they do not have to share the details of the story (although they are free to do so if they wish) but should focus on how they felt and their reasons for not complaining.



After 10 minutes, invite the group to share some of the feelings and reasons for not complaining (their own or their partner’s) and write the responses on the flipchart.  At the end, the flipchart might look similar to the following:



Barriers to complaints:



· would not change anything/not worth the effort



· liked the person involved/didn’t believe they would do it



· didn’t think anyone would believe me



· fear of getting it wrong or misinterpreting situation



· didn’t want the person to get in trouble or lose their job



· would create a lot of trouble/attention for me



· fear of losing own job or status



· didn’t want to create a fuss or be seen as a troublemaker



· thought too trivial to complain about in the context or would be seen that way



· it’s not done to complain about things/people would look badly at me for complaining



· not my role to complain, no right to complain



· cultural issues and norms (seen as acceptable practice in the country) 



· nervous about/embarrassed to speak out



· fear of revenge or retaliation



· felt ashamed



· felt guilty or that it was my fault



· worried that people would think it was my fault/fear of being blamed



· didn’t want to look like a fool



· didn’t think anyone could do anything about it



· didn’t know how or where to complain



[Sometimes participants do not come up with feelings of embarrassment, guilt or shame.  If so, ask questions to elicit these options and write them up.]



Remind the group that these are responses to general situations and ask:



· Do you think any additional feelings or obstacles would arise if the complaint was about sexual exploitation or abuse?



[and after a minute or so…]


·  What might stop people from coming forward in [country]?



Add any additional responses to the list.



[If time] Ask what would have made it easier to complain and elicit some responses from the group about what would help someone who wishes to make a complaint of sexual exploitation and abuse to come forward in [country].  



If not suggested by the group, mention some of the following as important elements for creating an accessible environment and helping people come forward to complain:



· Having a clear reporting mechanism in place;



· Not making judgements on validity or credibility of complaint - ensuring all allegations that come forward are passed through the reporting mechanism;



· A safe and private space for individuals to make a complaint without being interrupted.  This space should not, however, be solely related to receiving allegations;



· Trained staff - ensuring that staff understand their responsibilities to report;



· Raising awareness with the communities regarding appropriate and expected staff behaviour;



· Raising awareness with the communities on how to report;



· Helping staff and communities understand how reporting protects them and is positive and not negative;



· Having organizational policies that protect staff from harassment and false allegations from fellow staff members;



· Accessibility - ensuring that communities and staff have different ways to access to the reporting structure at both the capital and field level, including anonymous access;



· Confidentiality – having a confidential/”need to know” protocol in place to protect individuals who make an allegation;



· Safety - having systems in place to ensure the safety and security of persons who come forward to complain;



· Inclusiveness – involving communities in awareness raising activities on the rights of women and children; and



· Having access points particular to the special needs of children.



Ask:  What would be most important in [country]?









			Key messages


			Explain:



· The point of this exercise is to highlight that there are a number of obstacles that victims have to face even before they come forward to make a complaint; they have already gone through a lot in just making the decision to complain.  



· Many of these feelings apply even when making a simple complaint.  They are magnified enormously when the complaint is regarding sexual exploitation and abuse. 



· All of these feelings and reasons can make it extremely difficult for people to come forward to complain, particularly feelings of shame and embarrassment and somehow feeling guilty or responsible.  Add to this cultural norms that make it difficult to talk about sex or to complain about someone more senior or powerful than you or just to complain in general and not deal with your problems on your own, and it can become very daunting to come forward.  This is even more so when the victim feels that there is probably very little that will be done and they risk being ostracised or punished for complaining.  



· All of these factors lead to the severe problem of underreporting of cases of sexual exploitation and abuse.  



· Therefore, when a victim does come forward, they should immediately be made to feel comfortable, thanked and acknowledged for their courage, and told that they have done the right thing.



· The exercise also highlights that there are steps the Organization can take (and that the Focal Point can initiate) to help overcome some of these barriers.









			


			“Perceptions” exercise





			


			Aim:  To demonstrate how observations will be influenced by our own attitudes, beliefs and personal experiences and highlight the importance of being neutral and putting our own perceptions and judgments to one side.









			15 minutes


			Explain that participants will see a sequence of pictures from the Guardian newspaper.



· Display PP 5, Slide 1 (young man running along street) and ask participants to write down and keep private what they see and what they think it means.  Ask them if it makes them feel anything.  



· Display PP 5, Slide 2 (young man wrestling man in hat) and again ask participants to write down what they see and anything they feel. 


· Ask them to turn to their partner and compare notes.


· Display PP 5, Slide 3 (larger view with construction load falling).  



· Ask the group if anyone had interpreted what they saw in this way.  



· Ask if anyone had misjudged the situation or jumped to conclusions when they saw the second slide.









			Key messages


			Explain:



· Personal biases can colour the way we see things.  



· The point of this exercise is demonstrate that we all carry our own perception of events and how easy it is to make judgments or jump to conclusions.  



· Our observations are influenced by our attitudes, beliefs and personal experiences.  This needs to be recognised and managed to receive complaints objectively.  



· When receiving complaints, we have to be very careful to remain neutral and simply listen to and record the facts as they are presented, without making assumptions or jumping to our own conclusions.  



· When we let our own perceptions and judgments get in the way, we distort the facts and do not get the real story.









			


			Principles of receiving complaints and good interviewing practice





			


			Aim: to enable participants to sensitively, accurately and confidently receive and respond to allegations of sexual exploitation and abuse from adult and child complainants and correctly document all allegations.








			30 minutes


			Explain (PP 6, Slide 1):



The next session is about good interviewing practice.  It will first cover some basic elements of principle and practice for receiving complaints and then the rest of the session will be spent in mock interviews.



(PP 6, Slide 2) Remember that you role is to encourage reporting and receive complaints, explain to complainants what happens next and then to report the complaint through the appropriate channels.  You should not investigate the complaint any further. 



Principles (PP 6, Slide 3):



There are four key principles to bear in mind: 



· Respect;



· Confidentiality;



· Anonymity; and



· Safety & welfare. 



Respect:  



Respect is an obvious one to say but not always easy to display.  We do have our own thoughts and judgments and when interviewing someone, we need to put these aside and listen to them with respect, being careful with our own words and body language. 



Confidentiality:  



Complainants, witnesses and subjects of a complaint all have a right to confidentiality.  Preserving confidentiality also ensures a better investigation.  Ensure that you are in a quiet, private setting to receive the complaint. 



Informed consent and “need to know”:



Because of the reporting requirement, it is not possible to promise absolute confidentiality.  Focal Points should make it clear to the complainant that they need to report the complaint through established channels in order for there to be appropriate follow-up.  Here the guiding principle is “informed consent”.  Explain the reporting and possible follow-up process to the complainant, let them know who will have access to the information and ask if they agree to going ahead.  



· E.g. This is an example of what to do:  Reassure the complainant that you take their complaint seriously and will treat it confidentially but cannot promise absolute confidentiality.  Explain that you do not make the decisions regarding any follow-up and that you need to share the complaint with [whomever you need to share it with, e.g. your Head of Office, your human resources section, your headquarters senior management] so they can take a decision about next steps.  Reassure the complainant that the information will only be shared on a “need to know” basis and explain that it will only be shared with these 3/4/5/X people who will also treat the complaint seriously and confidentially.  Also let the complainant know that if a decision is made to investigate the complaint, the investigators may require further information.  Ask the complainant if they agree to go ahead on this basis.



Note that everyone to whom the complainant tells his or her story should keep the complaint confidential but the complainant does not have to keep it confidential.  It is their story and it might be important or therapeutic for them to discuss it (though the Focal Point could advise on any safety concerns that might arise in the particular circumstances).  



Anonymity:  



Not all complainants may be willing to reveal their identity.  This does not necessarily have any bearing on the truth of the complaint but may be an indication of fear of reprisal.  Anonymous complaints should be treated just as seriously as complaints where the identity is known.  Sometimes a person may come forward to make a complaint but does not wish their identity to be passed on any further.  This wish must be respected.  



Because of the reporting obligation, the substance of the allegation should still be reported through the proper channels, along with the identification of the alleged perpetrator, if known.  This is sometimes a difficult issue to address because of the inherent tension between confidentiality and reporting.  The reporting obligation should be made clear to the complainant from the outset.  



· E.g. The Focal Point could explain that he/she will keep the complainant’s identity private but must report the information about the allegation (i.e. set the parameters). The Focal Point could discuss the request for anonymity further with the complainant and determine the barriers and see if he/she can create an environment in which the complainant feels comfortable recording his/her identity or the Focal Point could agree on other means for ensuring proper follow-up.  



· E.g. You could explain that anonymous complaints are more difficult to investigate.  You could agree to respect the complainant’s wishes for anonymity and then ask if you personally may contact the complainant again, should an investigation proceed and the investigators require additional information. i.e. offer services, attempt to create options.  



In addressing anonymity, it is extremely important not to place any pressure on the complainant so that they feel compelled to record their identity.  This is a very fine line and requires care.  It is a good idea to know in your mind how you would address this issue with a complainant before going into an interview.



Note the wish for anonymity applies to the complainant and not to the subject of the complaint.  The SGB is about staff behaviour and preventing sexual exploitation and abuse.  If a staff person is named in the complaint, this information should always be reported.


Safety & welfare:  



The needs of complainants, particularly women and children, should be paramount during the process. 



Safety:



Focal Points should determine if the complainant is in any kind of danger and what can be done to help.  Help the complainant think through their own security and who might be able to help them or what might work in the community/country context.  This is difficult as sometimes there is very little that the Focal Point can offer to assist.  However, it is extremely important to think through this issue and explore all possible options. Consider the following:



· How the individual may be at risk and from whom?


· Any relevant support structures that currently exist for the individual (family, friends, community leaders) that he/she feels comfortable approaching;


· Are there any community safety mechanisms that have been established that he/she can use?


· Any available accommodation away from the alleged perpetrator (family, friends located in another town or village)?


· Available transport to relocate the individual as and when necessary?


· Are there children that must be provided for?  If so, what do they need and who can assist?


· Does the individual need to be relocated immediately?  If so, where can he/she go?


· Should another organization (child protection/UNHCR) be involved to provide immediate safety?


· Does the survivor want police involvement?


Welfare:



This is also the moment for ensuring that any health and psychosocial needs are met by arranging for medical intervention or counselling etc. if necessary.  Where there is a report of sexual abuse within the previous 72 hours, the complainant should be referred immediately if medical treatment for HIV post-exposure or emergency contraception is to be effective.  It might also be necessary to assist the complainant in reporting to the local authorities or accessing legal aid.



If the complainant is a witness or some other person and not the alleged victim, it is still important to obtain as much information as possible on the immediate needs of the alleged victim and attempt to meet them.  This can be difficult if the alleged victim is unaware that a complaint has been made.  If appropriate, work with the complainant to provide the alleged victim with the information that he/she needs to access assistance.  Remember, that the individual cannot be forced to do something in response to his/her needs.  It must remain their decision whether or not they would like to take action.  



Anticipating the needs that an individual may present with before any complaints are made and establishing referral mechanisms in advance will ensure that the needs of complainants can be met in an appropriate and timely manner.


Good interviewing practice (PP 6, Slide 4):  



There are a number of elements to good interviewing practice and it is helpful to consider the interview in three separate parts: 



· Establishing rapport; 



· Obtaining facts; 



· Closure and explaining next steps.



Establishing rapport:



· Introduce yourself and welcome the complainant, make them feel comfortable and reassure them that they did the right thing in coming.  This does not mean you are agreeing with what they are saying but you are acknowledging their bravery in coming forward.  



· Explain the role that you are playing in taking the complaint; explain that you are not making any decisions but are simply gathering information.



· Explain the boundaries of confidentiality and obtain their consent to your sharing the information on a “need to know” basis.



Obtaining facts (PP 6, Slide 5):  



· The best way to obtain the facts is to let the complainant do the talking.  Let them tell their story in their own words, in a free narrative, with as little interruption as possible (i.e. they talk more than you).  



· If necessary, ask open-ended questions to encourage the complainant to talk but do not ask leading questions or make assumptions.  Closed questions do not yield as much information and impact the dynamic of the interview: you will get shorter answers.  



· When necessary, ask any questions of clarification in order to make sure that you have properly understood the complainant’s story. Again these should not be leading questions like “did you mean X?” but should be open like: “what did you say?” “what did you mean?”   



· It is important not to make any judgments; a good tip is to avoid “why” questions.  



· Use simple language and ask only the number of questions required to gain a clear understanding of the complaint so that it can be passed on to the investigator.



· Without interrupting, demonstrate to the complainant that you are listening by concentrating on what they are saying and remaining attentive and focused.  Remember silence is OK; allow the complainant time to think and choose his/her words.



Explaining next steps:



· This is important to reassure the complainant that their complaint is being taken seriously and to let them know what is likely to happen next and how long the whole process might take.  



· Explain that you will be in touch again and who to contact if they have questions. 



· Check if there are any safety or security concerns; consider the complainant’s need for medical attention or counselling. 



· Be careful not to make any promises that you cannot fulfil.  



· Be honest about what you know and don’t know.  



· Explain that someone else will be taking the decision about what happens next and it could one of a number of options.  Explain that it might take some time for any decision to be made or for the process to be completed.  Do not guarantee any outcome.  



· Tell the complainant that you will attempt to make sure that the allegation is followed up and will let the complainant know of any outcome but cannot guarantee that you will be informed throughout the process [or whatever situation applies in your organization].  



Again, it might be a good idea to prepare a few lines on how you would summarise all this in advance of any interviews.



Throughout the interview (PP 6, Slide 6):



· Show respect.



· React calmly and listen carefully to what is being said.



· Remember the unthinkable is possible.  Do not discard what the complainant is saying because it seems unbelievable to you. 



· E.g. you can’t believe such a thing could happen, you can’t believe a particular person would do such a thing etc. 



· Let the person know it is OK to say that they don’t know the answer to something or are unsure or can’t remember.



· Be aware of your own perceptions and biases; it is important to put these aside and remain neutral; be careful not to judge.



· Your role is also to protect the alleged perpetrator, remain fair and impartial whilst still showing concern for the complainant.



· Treat “in the air allegations” as seriously as allegations where more information is provided; bear in mind that “rumours” are not less likely to be true; rumours are often an indicator that there is a problem.



· Take careful notes.  It is a skill to listen carefully and write at the same time, so practice!  Become familiar with the IASC Model Complaints Form so that you are aware of the kind of information that is useful to know.



· Remember you are not investigating or seeking proof. Your aim is to obtain as much information as possible in order to pass it on through the appropriate channels.



· Good faith complaints:  All complainants should be treated as though they are reporting in good faith. 



Emotional reactions:



Note that for some people, one of the biggest causes of concern and anxiety about receiving a complaint is fear of not knowing how to talk to a complainant.  There is a fear that the complainant might be too emotional and reactionary or too angry.  Understanding how a person may respond to a stress incident and understanding how to communicate with a complainant can help decrease a Focal Point’s own anxiety and improve their focus on listening to and supporting the complainant. 


It is important to remember that there is a whole range of emotional and physical reactions to allegations of sexual exploitation and abuse and the complainant might display several different emotions and behaviours during the course of the interview. There is no “one” response to trauma and people will react quite differently from each other.  Individuals who were only associated with the event but were not themselves exploited or abused might also have strong emotional reactions to what happened.  


Some common emotional and physical reactions include crying, fidgeting or nervousness or an inability to make eye contact.  Sometimes a complainant might not display any emotional reaction at all but seem cold or distant.  This is not a sign the allegation is false; the complainant may be numb or traumatised. 


Feelings associated with traumatic events usually go away with time but there are other factors that determine for how long a survivor will experience stress responses. It is therefore impossible to predict how someone will be when he/she makes a complaint.  The survivor may re-experience the emotions from the incident just by telling the story and the closer they are in time to the incident, the stronger these reactions are likely to be.  


Avenues of access (PP 6, Slide 7):



Remember that complainants are most likely to first report to people with whom they feel comfortable; they might not come directly to you.  You can receive complaints from anyone: the person who allegedly suffered the abuse, witnesses, community members, staff, peacekeepers, partners, etc.  You are more likely to receive complaints second- or third-hand from other colleagues and partners. The role of Focal Point is to encourage as many avenues of access as possible and to make it as easy as possible for whoever comes forward to complain.  Your role is then to record as much information as you are told and report this through the appropriate channels.  



Documenting complaints (PP 6, Slide 8):  



There is also a certain bureaucracy to reporting. Allegations should be recorded in a clear and concise manner, but with as much information as possible.  Record the details during the interview or as soon as possible afterwards.  To the extent possible, use the complainant’s own words when describing what happened.  Include a description of any visible signs of abuse or other injuries.  Note any of your own observations. 



The IASC has developed a Model Complaints Form (PD 5).  Focal Points should take a look at the Form before undertaking any interviews.  But remember, the Form is very much a model only.  It is quite detailed and provides guidance as to the kinds of information that should be recorded.  It is not compulsory to complete every question in the Form.  Remember that the Focal Point is not an investigator and the complainant should not be pushed to provide more information than they want to share.



Model Complaints Protocol:



Draw attention to the Model Complaints and Investigation Procedures and Guidance Related to Sexual Abuse and Sexual Exploitation (Model Complaints Protocol)  (PD 7). Explain that the Model Complaints Protocol is a comprehensive document that provides extremely helpful guidance on dealing with allegations of sexual exploitation and abuse and will be a good reference for participants. 



Note that the Protocol covers the investigation process but the principles and practice also apply to Focal Points receiving the first report (see especially pp 15-25).  Focal Points are not investigators.  Investigating is a special skill and a separate role. (For those interested in developing this skill, ICVA offers an excellent training through their Building Safer Organizations project; their contact details are in the participant’s folders.)



Also draw attention to the Communication Dos and Don’ts (PD 8) and the Checklist for Child Complainants (PD 9) in the participants’ folders, which are helpful tools on interviewing practice.



Child complainants (PP 6, Slide 8):



[If time] Explain: 


Children are a special population with special needs.  In many circumstances they are neither listened to nor encouraged to speak out against elders or those in positions of power.  As such special considerations need to be established to ensure that children and their families have access to the reporting structure.  



For the most part, children are to be interviewed in the presence of their parents/caretakers.  This ensures that the children receive adequate support and that the family understands the process that will follow after the report.  Additionally, children are not always considered old enough to give informed consent or to comprehend what giving the information will mean.  Therefore, having parents and caretakers present is generally preferred.  



However, not all children are supported by their families to make a complaint e.g. the family is colluding with the perpetrator and/or encouraging the relationship; the family is embarrassed and does not want to cause a problem; the child does not have a family to support him/her (child soldier, separated child, orphan). In such instances it is better to interview the child alone or with a supportive adult who is not a parent or caretaker.  



The Focal Point should determine whether parents, a relative or other person should be present when the child makes a complaint.  If a parent comes with the child and is disruptive, this should be noted on the complaints form that is forwarded to headquarters to aid the planning of the investigative team.








			Key messages


			Remember (PP 6, Slide 10):



During all interviews, you only need to record what you are told as accurately as possible.  You do not need to assess the veracity of the statements or undertake any additional investigations.









			


			Case studies: Interviewing practice 





			


			Aim:  To develop interviewing skills and have experience conducting interviews in a secure environment.









			80 minutes






			Setting up the exercise:



Explain:



· Participants will be divided into pairs to practice interviewing.  Each person will take it in turns to be the interviewer and to be the complainant (so that their partner can interview them).  It doesn’t matter who plays what role first as each person will have a chance to do both.



· There are 2 different case studies.  Each partner will have a different case study.  This means that their partner’s story will be different to their own story and when they are playing the role of interviewer, they will have no idea what their partner is going to say (just like in real life).  They should not share their case study with the other person before the interview.



· Participants should use their case study as a guide.  They should pretend to be the person that is described and are free to invent their own story and add further details in keeping with their character.  For example, if they are asked “what is your mother’s name?” or “how old are you?” or “where did this happen?”, they can make up an appropriate answer.



· Each person will spend 15 minutes interviewing the other person.  After the first 15 minutes, they should stop the interview and swap roles.  When everyone is finished, they should return to plenary session for feedback.



Split the participants into pairs.  [If some people would find it easier to be in same-language pairs, swap people around to achieve this.] Indicate in each pair who will play Case Study 1 and who will play Case Study 2.



Before beginning the exercise, ask all of the participants playing Case Study 1 to move to one corner of the room and all of the participants playing Case Study 2 to move to the other.  A facilitator should spend a few minutes with each group to distribute the relevant case study and quietly explain the role that is expected of them and make sure that everyone understands the exercise.  Remind participants that they are free to add any details that they wish but that they must remain in character.  Remind them that they should not share their story with their partner before the interviews are finished.



Participants should then find their partner and begin the interviews.



Remind them that it is OK to make mistakes.  For many this is the first time interviewing someone.  Be pleased that you are getting the chance to practice and make mistakes when it is only a case study and not the real thing. 



Tips on providing feedback:



Bring the participants back into plenary session.



Before discussing the interviewing exercise, explain:



· You are about to share comments on what you learnt from exercise; this might include comments on what your partner did;



· Remember this is a learning exercise. Feedback is important for learning and we learn best when criticism is constructive; and



· Sometimes it is as hard to provide feedback as it is to receive it.



Here are some general tips on providing and receiving feedback.



· When providing feedback: 



· Provide it in a manner that will help someone to learn and improve; 



· Be clear about what you want to say so that your message does not become confused; select priority areas;



· Highlight the positive as well; where possible, preface each comment with a positive one and end the feedback on a positive note; 



· Make specific rather than general comments; give examples of what you saw and heard and the effect it had on you;



· Own your comments by using “I think” or “in my opinion” phrases;



· Offer alternatives, i.e. turn negative feedback into positive suggestions.



· When receiving feedback, 



· Be willing to receive it, both positive and negative;



· Listen to it carefully rather than immediately reacting or arguing with it;



· Be clear about what is being said, that you have understood the message;



· Decide what you will do, whether to accept it or reject it and how you might change as a result of the feedback – make it positive for you; and



· Thank the person for their feedback; it is not easy to give.



· When providing and receiving feedback, remember it is only an opinion:  it is not fact or truth; 



· Give an example such as “I don’t like the way [name famous actor] acts, I think he/she is melodramatic and would be better if he/she played things more realistically.”



Debriefing from the exercise:


Ask participants to provide feedback from the exercise.  



In your comments during the debriefing you may need to remind them: 



· Interviewing is challenging, it takes practice;



· Beware of perceptions and judgments;



· Keep in mind the principles and practice for interviewing [if necessary, recap some of these points and the dos and don’ts];



· The motivation of the complainant for coming forward is irrelevant (e.g. it doesn’t matter if he/she comes forward because they thought they would get money);



· Children remember as well as adults and should be taken as seriously as adults.



Encourage discussion by asking some of the following:



· Was something missing?



· Did you feel the right environment was created?



· Were you made to feel welcome and comfortable?



· Was rapport established?



· Did you understand the confidentiality issue?



· Did you feel pressured/led/judged?



· Did you feel like the interviewer was listening?



· Do you feel like you were understood?



· Do you feel like there will be follow-up?


Congratulate participants on their efforts.  Remind them it was a short period of time to do an interview with a lot to keep in mind. Normally they would have as much time as they needed.



Advise that a number of survivors of sexual violence were asked about how they wanted to be treated during an interview.  Here is an excerpt of some of their answers, which you might find interesting.  Distribute “What a survivor wants you to know” (HO 10). 












			Tips for Facilitators


			· When putting participants into pairs for the case studies exercise, move them around first so that people are more likely to end up beside someone that they don’t know well or have not already worked with.



· If there are any language difficulties, swap some of the pairs around so that participants are able to conduct the interviews in a language that is most comfortable for them.



· The suggested time for interviews is 20 minutes each.  Depending on time available and the ability of the group, this can be lengthened.





			Alternatives


			· Because Session 5 can be a very long session of talking following the presentation of the SGB and Q&A in Session 4, one possibility to break this up is to first do the “Barriers to Complaints” exercise from this session at the beginning of the Session 5 and begin this session with the “Perceptions” exercise.



· If limited time, the Barriers to Complaints exercise can be done in plenary only. This alternative session should take about 10 minutes.



· Each of the case studies may be adapted to suit the local context in [country].








DAY 3


			


			RECAP EXERCISE





			Objective


			· To help participants think over some of the issues from Day 2; and



· To act as a warm-up exercise and focus participants as a group.









			Time


			10 minutes





			Materials


			Ball





			Instructions


			Ask participants to stand in a circle with the facilitators.  Explain that you will throw the ball to one of the participants who should answer the following question and then throw the ball to another participant to answer the same question and then keep going until everyone has had a turn:



· Name one interesting thing that you learnt yesterday



[Each person should only receive the ball once. The last person to receive the ball is the facilitator of the exercise.]








			


			SESSION 7:  COMMUNICATIONS AND OUTREACH





			Objective


			· To increase participant’s ability to create clear, concise and appropriate messages about sexual exploitation and abuse; and



· To highlight the range of possibilities for awareness raising campaigns.









			Time


			80 minutes





			Materials


			· Flipcharts, marker pens, crayons, coloured pens


· Laptop computer and screen for DVD



· Training DVD:  To Serve with Pride



· Space for participants to work in small groups









			References


			PD 6: IASC Model Information Sheet 








			Timing:


			Information/Exercises:





			


			Implementing a communications plan on sexual exploitation and abuse by staff and partners





			


			Aim: to have participants prepare an information campaign (poster or radio spot) to highlight the importance of clear and consistent messaging.









			50 minutes


			Explain that the purpose of this exercise is to prepare one element of an information campaign on sexual exploitation and abuse.  You will be divided into 4 groups:  2 groups will prepare a poster campaign; 2 groups will prepare a radio spot.  One each of the posters and radio spots will target staff members; the other two will target the local community.  Each group should think carefully about the key messages that they want to deliver and how best to reach their particular target audience.



Divide participants into groups of 5/6 people.  (If this produces more or less than 4 groups, see tips below).  



Advise the poster groups that they have flip charts, crayons and coloured pens at their disposal.  Advise the radio groups that they can choose how long they would like their spot to be:  15 seconds, 30 seconds, one minute, two minutes etc.  Remind them that two minutes is a long time in radio.  



Let all participants know that they have 30 mins to complete their projects and are otherwise only limited by their imaginations.



When time is up, call participants back to present their work to the group.  [Don’t let the poster groups explain what they were trying to achieve; they should simply present their work.  If it is hard to see, they can describe what is written but not explain it.] After each presentation, thank the group and ask the rest of the participants:  



· Is the message clear? 



· Do you think it is appropriate for the target audience?  



· Do you have other comments/suggestions?



[When moderating this session, to the extent possible, invite the presenting group to respond to comments received from the rest but deflect any criticism that is too harshly expressed in the circumstances.]



Keep the participants focused on the following issues and discussing ways that the project might be improved:



· Is the message clear; is the context clear?



· Is anything confusing or ambiguous?



· Is there an attempt to relay too many messages or too much information?  



· Explain that posters and radios spots should be clear and concise:  less is more.  There is usually only room for one or two messages.  Both the context and the message should be clear. Too much information can drown the message; sometimes the context can be understood from the message and doesn’t need elaborate explanation (e.g. keep your children safe, drink clean water).



· Is the message understandable for the target audience?  If not, how could it be changed?  Is it more appropriate for a different audience? (e.g. staff as opposed to community or vice versa)



· What are the possible responses to the message? 



· Explain the importance of considering all the possible consequences of the message (e.g. people misunderstand it and everyone comes to make a report because they think they will automatically get assistance). 



Remind participants that everyone only had a very short and pressured time to prepare their campaign.  Normally, you would take much more time and care to develop an information campaign and might use a combination of posters and radio spots as part of an overall package, with each one delivering a specific message.  You might use other forms of information appropriate to the context, such as songs, stories, plays.



Consider the aim: 



Remind participants to consider what we are working to achieve overall:



· We want to stop sexual exploitation and abuse; 



· We want people to report; 



· We want people who need it to get help



and then consider how these issues might be addressed through an information campaign. 



For example:



· What do we want staff to do: (1) not abuse; (2) be aware; and (3) report.  



· What do we want the community to do? If we want people to report, we need to tell them how to do so (and make sure a system is actually in place). Encouraging communities to report will generally only be successful if community members understand that it is for their benefit and that the community will be better protected as a result.


· Do we want to talk about assistance in a public campaign?  



· What message do we want to give to communities about supporting and not re-victimising or ostracising the victim? 



Consider the target audience:



· To ensure that the correct message is being received at the community level, it is a good idea for all messages to be sampled by focus groups, or designed by the women or community leaders themselves. 


· For staff, ask participants to consider how information is generally shared with staff and what other avenues could be adopted to ensure better staff understanding of how to prevent sexual exploitation and abuse?  



Keep all this in mind when preparing the Plan of Action and when back in your offices.


Refer participants to the IASC Model Information Sheet for Local Communities (PD 6).  This sheet is probably a bit dense for communities and might be more appropriate for staff members in certain aspects but it gives some idea of possible messaging.









			Key messages


			· Remind participants that developing an information campaign is not always as simple as it first seems; it takes time and careful thought.  



· Because we want the UN system and its partners to send clear and consistent messages to the community, developing an information campaign is an important task for the in-country network.  



· The network should consider what expertise they require to develop the most appropriate campaign and should involve the community in the process.









			


			Training Film





			


			Aim:  To present participants with a tool that they can use in their awareness-raising efforts with staff and partners.









			30 minutes


			Screen the training film: “To Serve with Pride”.



Advise participants that the video is a useful tool that they can use in their own awareness-raising activities and is likely to become compulsory viewing for all staff.  A Facilitator’s Guide is being developed to assist Focal Points when screening the video for staff (not completed as at December 2006).



[Give participants the opportunity to discuss the film or raise questions should they wish.]








			Tips for Facilitators


			· It is a good idea to put everyone in groups only after they have heard all of the instructions and are ready to begin the exercise.



· The communications campaign exercise is based on 4 groups but can be adjusted for less or more groups, by adjusting the medium and target audiences (see alternatives below). 





			Alternatives


			· The campaign exercise can be done differently if there are more or less than 4 groups.  E.g. If only 2 groups, ensure that at least one does a poster and one a radio spot and have different audiences for each.  If more than 4 groups, ask additional groups to prepare a poster for national NGO partners or for a refugee/IDP camp (as opposed to the community at large).  It is possible to choose very specific target audiences for the exercise, e.g.



· A community group where literacy is very low and most individuals can neither read nor write;



· A large group of separated children in an interim care centre;



· A closed community group where things of a sexual or personal nature are never discussed in public;



· A community group that has already undergone a poorly conducted investigation into an allegation of sexual exploitation and abuse that left the community very angry with international groups.



· Alternatively, groups might wish to choose a medium other than posters or radio, e.g. a story, a play, a song, running a group discussion with community leaders.








			


			SESSION 8:  IMPLEMENTING A VICTIM ASSISTANCE STRATEGY 









			Objective


			· To introduce the draft UN victim assistance strategy; and



· To explain how a victim referral system can be established in-country.









			Time


			70 minutes





			Materials


			· Laptop computer and screen for PowerPoint presentation



· Space for participants to work in small groups









			References


			PD 11: Draft United Nations Policy Statement and Draft Comprehensive Strategy for Assisting and Supporting Victims of Sexual Exploitation and Abuse by UN Staff and Related Personnel (A/60/877)





			Handouts


			HO 11: Service Provision Matrix





			PowerPoint


			PP 7:  Assisting Victims:  A strategy for responding to harm








			Timing:


			Information/Exercises:





			


			Introducing the victim assistance strategy





			


			Aim:  To outline the purpose, scope and elements of the draft UN comprehensive strategy for assisting and supporting victims of sexual exploitation and abuse by UN personnel and partners.  








			25 minutes


			Present the proposed strategy, referring participants to the copy in their folders (PD 11) (PP 7, Slide 1):


Background:


· The strategy was developed over more than 12 months of consultation with agencies, NGOs, Member States and other experts in the field.



· At the beginning of 2005, the UN Principals agreed on the need to provide assistance to victims.  Member States, in both the Special Committee on Peacekeeping Operations and in the World Summit Outcome, then called for the Secretary-General to present a comprehensive strategy for providing assistance to victims.  For this reason, the strategy has been prepared as a General Assembly document. 



· [As at December 2006, the strategy is still being considered by Member States.  If possible, make one point about the current state of deliberations at the time of delivering the training. E.g. the Member States will next debate it in XX.  OCHA and UNICEF are leading on these discussions and can provide further information.]



· The document is written as a policy statement and a comprehensive strategy; the policy statement effectively works like an executive summary of strategy and the two documents should be read as one.


Overview of the proposed strategy (PP 6, Slide 2):


· The main purpose of the strategy is to outline a comprehensive and consistent response to victims of sexual exploitation and abuse by all UN personnel, including staff, peacekeepers, civilian police, consultants etc.



· This is important for assisting victims and for restoring the credibility of the Organization.  Responding adequately to the needs of victims is also a means of prevention.



· A common approach is important because victims do not necessarily make a distinction between different categories of UN personnel and individually implemented agency programmes would only result in confusion, discrepancies and a perceived unnecessary discrimination.  It is important that the policy is clear and consistent from the victim’s point of view. In the same way that there is one standard for one UN, there should also be one response.


· The proposed strategy sets out what the Organization will do to assist victims of sexual exploitation and abuse by UN staff or related personnel.  It does not suggest that Member States set up parallel structures but, on the contrary, requests their support so that the Organization can implement a single, common approach to victim assistance.  This ensures that the strategy is truly comprehensive, by requiring a coordinated response on behalf of the entire system to all victims of sexual exploitation and abuse by UN staff or related personnel, in each country where there is a UN presence.



· The strategy addresses: 



· The problem of sexual exploitation and abuse and why the Organization must respond; 


· The categories of victims and nature of assistance; 



· How the strategy should be implemented; and



· How the strategy should be funded.



· The Organization has no legal responsibility to provide assistance to victims but all agree that it has a moral imperative to respond.  The strategy represents a formal commitment to assist and support victims of sexual exploitation and abuse by UN personnel.



· There is currently no system or mechanism for addressing the needs of people who have been sexually exploited or abused at our own hands and the strategy aims to formally address this gap.



· The strategy acknowledges that the perpetrators of acts of sexual exploitation and abuse hold responsibility for those acts and makes clear that the provision of assistance by the UN should not in any way diminish or replace that individual responsibility.



Categories of victims (PP 6, Slide 3):



The strategy defines three categories of victims:



· “Complainants” (persons who come forward to complain but whose complaint is not yet fully processed);



· “Victims” (persons whose complaint has been formally processed and substantiated); and



· “Children born as a result of sexual exploitation and abuse by UN staff or related personnel”.



· “Complainants” are persons who have come forward to complain but whose complaint is not yet fully processed and so the allegation has not yet been formally substantiated.  This category was created because very often, persons who have been sexually exploited or abused need immediate emergency assistance, which cannot wait for the formal investigation process to occur.  This category allows such people to be assisted without prejudicing the outcome of the investigation. 



· “Victims” are persons whose complaint has been processed and formally established, either through a UN administrative process or through a national administrative, civil or criminal process.  The term “complainant” and “victim” might be used to describe the same person at different stages of the process.



· Children born as a result of sexual exploitation and abuse are also referred to in the policy as “children fathered by UN staff or related personnel” to highlight the individual parental responsibility of the perpetrator.



Nature of assistance (PP 6, Slide 4):


The kind of assistance to be provided under the strategy depends on the category to which a person belongs, their needs and the circumstances of the case.



Complainants: 



· Complainants would only receive very basic emergency assistance depending on actual need.  



· Generally this will be medical assistance and might also include referral to someone for counselling or referral to an appropriate body to pursue the issue legally.  



· Assistance is not automatic but is based only on need.  



· It is known that some of the more damaging consequences of sexual exploitation and abuse can be greatly reduced or even prevented if medical assistance is provided within 72 hours of the abuse occurring, such as preventing STIs, HIV.  However, this is not usually sufficient time for a full investigation to take place.  It is to allow such assistance to be provided that the category of “complainant” was created.  



· At the time of providing assistance, it must be made very clear to the complainant that the provision of assistance is in no way an acceptance of the truth of their claim; an investigation must still take place.  In effect, the assistance is being provided on emergency humanitarian grounds.  



· The strategy notes that the provision of assistance to complainants might cause some people to come forward and falsely claim that they have been sexually exploited or abused by UN staff or related personnel.  This risk is acknowledged but is likely to be very small.  It is a very brave act and an extremely difficult decision to come forward and make an allegation of sexual exploitation and abuse.  It is not something that people do lightly.  



· Furthermore, the assistance offered is extremely basic and would only be provided to someone actually in need.  People are not likely to seek medical attention or rape counselling if they have not actually been hurt or raped.  



· It is possible that someone who has been sexually exploited or abused by non-UN personnel might come forward and make a claim.  Although they do not fall within the terms of the strategy, they do fall within the existing mandates of several UN agencies and NGO partners.  Assisting such a person is a “risk” the Organization is prepared to take as the only way to avoid it is to do nothing, and the importance of assisting someone who has been harmed by UN personnel far outweighs this “risk”. 



Victims:



· Victims, because their claims have been formally substantiated, receive more comprehensive assistance depending on their individual circumstances and need. 



· In addition to health and psychosocial assistance, victims may be assisted with education, income generation, training or job opportunities to help redress some of the harm that has been caused.  



· In extremely limited circumstances, some victims might also receive financial compensation but most will be provided with assistance in kind.



Children:



· Children fathered by UN personnel will be provided with assistance to help address the consequences of being born as a result of sexual exploitation and abuse.  



· Primarily, the UN will assist the child or guardian in pursuing paternity and child support claims in the appropriate jurisdiction.  This might include helping the child or guardian to access such processes or obtaining blood or DNA samples to share with the appropriate national authorities.  



· The determination of paternity or child support is solely a Member State competence; the UN’s role is simply one of facilitation.



Implementation of the strategy (PP 6, Slide 5):


The strategy sets out two important principles for implementation:



· Implementation through existing service providers; and



· Implementation through victim advocates.



Existing service providers:



The strategy notes that sexual exploitation and abuse by UN personnel occurs in a broader context of gender-based violence. There is a need to assist victims of sexual exploitation and abuse by UN personnel as well as to avoid discriminating between them and other victims of gender-based violence.  This is best achieved by providing assistance though existing service providers that already have programmes for victims of sexual violence.  Such an approach helps preserve the confidentiality of the victim and helps strengthen the services for others, as the UN will support those organizations that provide assistance under the terms of the strategy.



Victim advocates:



The strategy also outlines a system of victim advocates.  Access to UN premises can be difficult or awkward for victims and many may feel more comfortable approaching local organizations that they know and trust.  Under the strategy, the UN will engage an appropriate implementing partner, such as a local women’s organization, to provide victim advocate services.  These services include referring the victim to those organizations that can provide assistance, accompanying the victim if necessary, and acting as a liaison with the UN for any administrative processes.  Arrangements would be made with a network of service providers in advance so that victims can be referred to them confidentially and in safety.



Funding:



The strategy outlines some possible funding mechanisms, including the establishment of a headquarters based trust fund or an inter-agency pooled funding mechanism at the local level under the auspices of the RC/HC.  When the strategy is formally adopted, it will most likely be piloted under a locally-based funding mechanism.









			


			Implementing a victim support policy: what to establish in practice





			


			Aim: To explore the modalities and principles for providing assistance and support for victims of sexual exploitation and abuse.








			10 minutes


			Explain:



· The proposed strategy aims high and sets the parameters for what the UN should achieve in assisting victims. 



Context appropriate:



· Implementation depends on the context and the level of assistance provided will therefore vary from country to country and possibly within countries (e.g. because of the services available in the capital versus remote areas).



· It is necessary to establish a referral mechanism that is appropriate to the context, practical and efficient, and protects the confidentiality of the victim.



· One possibility is to engage an international or local NGO that is already providing services to victims of violence to act as an implementing partner.  That implementing partner would be the first port of call for all victims.



· UN agencies and NGOs with expertise and mandates on GBV should be involved in developing an appropriate referral mechanism.



Creating a referral network: 



· The implementing partner would make arrangements in advance with other service providers, such as local clinics, counselling services, legal aid services, whereby it can easily refer or accompany victims to those services, when necessary without further questions being asked (i.e. those service providers would automatically accept all victims referred to them by the implementing partner under the agreed arrangements). 



· Complainants should also be provided with full information and advice on existing legal means of redress, including contact addresses where claims may be filed and any networks helping complainants to file claims or which provide other types of support.  In a properly established system, the implementing partner should be able to provide this information.



· Some individuals may not be emotionally ready to accept immediate services and may refuse anything that is offered to them until another time.  If possible and appropriate, complainants should be provided with simple written information on possible services if they need time to consider what they want to do.


· Complainants in need of assistance should still be referred, even if they cannot identify the perpetrator, (e.g. they complain of sexual exploitation and abuse by an unidentified UN person).


· Establishing a referral system is a job for the Focal Point network.  The organizations represented on the network should work with programming colleagues and partners to identify an appropriate NGO to act as the implementing partner.  Either the network or the selected implementing partner can establish contacts with other service providers to create the referral system.  The network should determine whether they want to pay the implementing partner a lump sum for their services or a “per client” fee or a combination of both.



Ensuring standards:



· The network should ensure that the implementing partners and service providers who make up the referral system are able to meet the strict criteria required by the UN for assisting complainants, including confidentiality and putting the needs of the complainant first.  This involves but is not limited to: 



· Including the complainant in all decisions made about his/her care;



· Respecting his/her wishes to withdraw from any form of service provision;


· Not making assistance contingent on helping with an investigation; and


· Only forwarding any information to outside parties on a “need-to-know” basis and obtaining the complainant’s consent before doing so.


Referral guidelines:



The network should also agree on referral guidelines with the implementing partner and service providers.  These guidelines should address:



· Releasing information between Focal Points and service providers and obtaining the complainant’s consent;



· The amount of information that is shared and for what purpose (e.g. sufficient to ensure that the victim is receiving the care he/she needs);



· Who determines the length of care necessary;



· Accessibility of service provider documents (e.g. many psychosocial service providers will not release information regarding someone that has been referred to them); and



· Appropriate documentation of referral information for adequate case notes for the file.


Confidentiality: 



It is especially important to discuss confidentiality with the implementing partner and how this will be preserved, in their own systems and in dealing with the service providers to whom they refer complainants.  In some instances (e.g. where the implementing partner is a local women’s NGO), complainants might go directly to the implementing partner without first making a complaint to a UN or NGO Focal Point.  Some NGOs have strict confidentiality requirements when dealing with survivors of GBV. They might not be able to maintain their usual level of confidentiality for allegations of sexual exploitation and abuse by UN personnel or partners because of the reporting obligation and this will need to be carefully discussed and agreed upon with them in advance.









			Key messages


			Remember:  it is a management responsibility to ensure that a clear and accessible system is established in each setting so that all members of the community (particularly women and children) know where to go to make a complaint and receive assistance.  Senior management should be called on to ensure that the necessary referral system is properly established and supported. 









			


			Guest speaker





			


			Aim:  To provide participants with relevant information about the current situation in [country] and the local and national laws pertaining to sexual violence and the programmes in place to respond to it.








			25 minutes


			Introduce guest speaker (e.g. representative of local NGO working on violence against women).



Invite participants to ask questions.





			


			Providing assistance and support to victims





			


			Aim:  To identify potential resources for assisting and supporting victims in [country].









			10 minutes


			Explain that you are going to do a short exercise to identify potential resources in [country] for assisting and supporting victims.  



· Divide the participants into groups of 5/6.  Ensure that people with relevant backgrounds for the exercise are relatively evenly spread across the groups, e.g. before dividing participants into groups, ask all the people dealing with health issues to raise their hands and divide them across the appropriate number of groups.  Do the same for people dealing with psychosocial issues, legal or protection issues, safety and security, and then divide the rest evenly. 



· Distribute the Service Provision Matrix (HO 11). 



· Allow the groups 10 minutes to complete the matrix.  In doing so, participants should be as creative as possible as sometimes the expected service provider may not be readily available and alternative sources must be identified (e.g. community health workers, faith based/spiritual alternatives to meet emotional needs, and other appropriate figures in the cultural context). They should bring the completed forms to the Plan of Action session at the end.



Debrief the participants quickly by asking if they believe there are sufficient resources in [country] to create a referral network for assisting and supporting victims of sexual exploitation and abuse?  If not, ask participants to identify the gaps and consider ways to address these when developing the Plan of Action.












			Tips for Facilitators


			· There may not be sufficient time to listen to a guest speaker and go through the Service Provision Matrix.  The latter can be distributed during the Plan of Action session as a resource.





			Alternatives


			· Depending on the number of people from different backgrounds, another option is to divide people into thematic groups to complete one section of the Service Provision Matrix.  They can share the results with one another during the Plan of Action session.








			


			SESSION 9:  BEING THE MESSENGER





			Objective


			· To highlight the role of Focal Point as messenger





			Time


			45 minutes





			Materials


			· Index cards and pens



· Space for participants to work in small groups












			Timing:


			Information/Exercises:





			


			Presentation





			


			Aim:  To recap the basis of the role of Focal Point as messenger and how to present it to others.









			10 minutes


			Explain:



As Focal Points, one of the key roles is to be the messenger and raise awareness of the standards expected of staff and partners and how to respond when exploitation and abuse occur, in particular the importance of reporting.  This can sometimes be challenging.



It is important to bear in mind and explain to others:



· The Focal Point is just the messenger: 



· Your role is to raise awareness, not to set policy.  



· Your role is to channel complaints, not to investigate or adjudicate.  



· The role is born out of protecting the vulnerable and preventing harm.  Everyone is mandated to do this; everyone has a reporting obligation, including the Focal Point.



· You could ask senior management to deliver this message for you to highlight that it is a limited role that you are being asked to take on; that you are taking it on under authority of senior management.



· If you experience problems in fulfilling the role, share this with your Head of Office or headquarters Focal Point.



· If your organization or senior management is not supportive, approach your headquarters Focal Point, or work with the other Focal Points in the network.  Engage the support of colleagues working in areas that are similar or related (e.g. colleagues dealing with gender-based violence, protection).



It won’t always be easy, because of……..



· limited resources and capacity



· unclear procedures



· the sensitive subject matter



· language and communication barriers



· getting managerial attention



· peer pressure



· your busy “other life” (your REAL job!)



· In some circumstances, the role might be difficult (e.g. you might be blamed for the complaint being made).  Remain calm and carefully explain the nature of your role or ask someone to do this on your behalf. 



But remember:



· you have support



· you have tools



· you were chosen for your ability to do the job



· you are helping









			


			Devil’s Advocate Exercise





			


			Aim:  To give participants the experience of having to field questions as Focal Points.









			35 minutes


			Put participants into small working groups of 4/5 people. 



Ask each group to think of one or two difficult questions that a Focal Point might be asked when explaining the UN standards to a group and to write the question on an index card.  The questions should be challenging but not too obscure, i.e. they should be questions that a group is likely to ask. 



Collect the cards and share them with the other groups, making sure that a group does not receive its own question.  



Ask each group to develop answers to the questions that they have been given.



Collect the cards and as facilitator, play the role of participant and ask the questions on the cards.  As groups answer, if desired, ask follow-up questions or elaborate the circumstances to continue challenging the group to come up with the appropriate response.  



After each response, ask the other groups if they would have added anything or answered differently.












			Tips for Facilitators


			· If there is limited time for the devil’s advocate exercise, the facilitator can prepare questions in advance for the groups and distribute them



Possible questions (or see other FAQs): 



Q: Why should we have to follow UN rules when the laws of [country] say something different?  Shouldn’t the UN respect local customs?



A: The SGB sets out the standards of behaviour expected of UN personnel and partners and forms part of our contractual obligations.  The UN should respect local customs.  Having an additional set of standard does not mean that the UN does not respect local laws and customs, it simply means it has adopted a higher standard and requires its staff to behave in a particular way.  The two are not contradictory.



Q:  If someone is in the field for a long time, it’s not fair to prevent them from having sex.



A:  The SGB does not prevent people from having sex.  It prohibits UN personnel and partners from engaging in acts that are sexually exploitative or abusive (as defined in the SGB).  These rules are in place to prevent people from being harmed.  It is not a question of fairness.



Q: If the driver of a partner organization does not know the standards, why should he be fired for having sex with his 17-year old girlfriend? It’s not fair.



A:  Sexual activity with children is a breach of the UN standards of conduct.  The driver should have been made aware of the standards when he joined the Organization he works for or when it entered into a contract with the UN.  Ignorance is not an excuse.  The aim of the SGB is to protect people from being sexually exploited or abused.  It is not a question of fairness.








			Alternatives


			The aim of this exercise is to give participants some practice at being Focal Points and fielding questions.  Instead of the facilitator playing the role of participant, the groups could challenge one another, or alternate roles within their own groups.  The exercise is more successful if there is play between the groups (as this also allows the facilitator the opportunity to correct/guide any answers).  Participants should always be encouraged to consider how they would have answered the question first.








			


			SESSION 10:  DEVELOPING A PLAN OF ACTION





			Objective


			· To apply learning to the situation in [country]; and



· To develop a Plan of Action for [country].








			Time


			2.5 hours





			Materials


			· Flipcharts and marker pens



· Space for participants to work in small groups









			Handouts


			HO 12: Possible Elements of a Plan of Action


HO 11: Service Provision Matrix (if not used earlier)








			Timing:


			Information/Exercises:





			


			Developing a Plan of Action





			


			Aim:  To have participants effectively work together as an in-country network and begin to develop a plan of action for [country].









			2.5 hours


			Explain that the training element of the workshop is now finished and the rest of the session will be devoted to real work.  



For the rest of the session, the group will effectively act as the in-country network and develop a Plan of Action for [country].  The session will be facilitated by people working in [country] and the trainers will be available as resource people.  



Reassure participants that this does not mean that they are now automatically the in-country network and that the selected facilitator(s) are now automatically the (co)chair(s).  You may have other colleagues and partners who should join the network and the network itself (or the RC/HC) will select the co-chairs.  (It is recommended that the network have co-chairs rather than a single chair).  But for today’s purposes, you are acting as the network.



· Introduce the person(s) chosen to be facilitator(s).



· Advise participants that it is up to them and the facilitators how they wish to structure the next session.  They can work together in plenary or break into small groups to deal with particular topics or a combination of both.



· Distribute the handout on Possible Elements of a Plan of Action (HO 12) and briefly outline the different sections.  Explain that the sections follow the different issues that have been discussed during the training.  The facilitators and participants may wish to use the handout as a guide but are free to develop their own.  They should consider whether there are additional activities that should be included and also what additional resources they might need in each case. 



· Remind participants of the exercise completing the Service Provision Matrix (HO 11); they can incorporate this in the Plan of Action.



· Remind participants that this is not an exercise.  This is a process for developing the actual plan of action to be used in [country].  They will probably not have sufficient time to complete the plan in detail in this session so their discussion should include how it will be finalised.  They should also consider sharing the plan with senior management once finalised.



· Welcome the new facilitators and hand over the floor.








			Tips for Facilitators


			· If the Service Provision Matrix exercise was not used earlier, the handout (HO 11) can be distributed with the Possible Elements of a Plan of Action (HO 12) as an additional resource.  Briefly explain the handout when doing so.


· Well before the Plan of Action session begins, identify and brief the new facilitators on the exercise.  If possible identify two facilitators to work together. Advise them that they can choose how to facilitate (whether in plenary or with small working groups taking different sections of the plan with a final discussion in plenary), reassure them that this does not mean they have automatically become co-chairs of the network.  Explain that the task is large and the group is unlikely to finish but they should be able to come up with a skeletal plan of action and more importantly, agreement on how to complete it. Reassure them that you can be used as resource people if necessary.



· When the floor has been handed to the new facilitators, move to the back of the room to give them some space.  Once work begins, it is helpful to leave the room for a short period so that the group finds their own rhythm.  Return periodically or work quietly in the background to be available as a resource person.  



· Give 5 and 10 minute reminders when the session is about to finish so that the group can wind the work up and plan how to complete it at a later stage.





			Alternatives


			· Representatives of NGOs with expertise in preventing and responding to sexual exploitation and abuse in general could also be invited to assist with this session.








			


			SESSION 11:  CLOSING AND ASSESSMENT





			Objective


			· To bring a conclusion to the training and thank participants;



· To assess what participants have learnt; and



· To obtain evaluations of the training.








			Time


			20 minutes





			Materials


			· Flip chart (with the address for OCHA’s web page on sexual exploitation and abuse noted)



· Contact details sheet









			Handouts


			HO 1: Assessment Test (blank)


HO 13: Assessment Test Answers


HO 14: Evaluation Form








			Timing:


			Information/Exercises:





			


			Summing Up





			


			Aim: to provide final information and cover any remaining questions.









			5 minutes


			Congratulate participants on completing the training.  



Comment that they have received an enormous amount of information during the training. They should not feel overwhelmed.  



· Being a Focal Point is an important role but you do not have to shoulder the burden alone.  



· Enlist the help of your colleagues, other members of the network and other actors to see that what needs to be done gets done.  



· Consider the additional resources that might be needed and ask for these.



· Share the finalized plan of action with senior management and gain their commitment and support to seeing it fulfilled.  



Resources:



· You have a number of resources and references in your folders.  OCHA maintains a website with a dedicated page under Humanitarian Issues that contains all the documentation relevant to dealing with sexual exploitation and abuse by UN staff and partners, including the SGB, the IASC tools and reports, GA reports etc. (http://ochaonline.org).  Official documents are in all 6 UN languages.  



· OCHA will also post unofficial translations of the SGB in other languages.  So if you translate the SGB into local languages, please share that with OCHA so that it can be included on the website and save others from having to repeat the process. 



· Share other materials that you develop with the OCHA Focal Point for possible inclusion on the website. 



Don’t forget to make contact with your own headquarters Focal Point for support and guidance and updates on policy development.  Share the finalised Plan of Action with them and keep them posted on progress.



[Add any additional points.]



Ask if there are any final questions.








			Key messages


			· All of us have an obligation under the SGB to prevent and respond to sexual exploitation and abuse.  



· We all need to address the culture of complacency and impunity. 



· Your role as Focal Point is to initiate action; to be the champion of change.









			


			Assessment Test





			


			Aim:  To measure how much participants have learned during the training.









			10 minutes


			Distribute the Assessment Test (HO 1).  Ask participants to mark their copy with the personal symbol that they used on the previous test.  Participants should complete the test.  Once again, if they are unsure about any question, they should make their best guess.



When everyone has finished, read out each question and ask the group to call out the answers.  If there is a mixed response, ask the people calling out the wrong answer to justify their response, e.g. “For those who say ‘False’, why is it ‘False’?”  Explore and correct the answer [people might self-correct; the rest of the group might also participate in this].  



When finished, collect the completed tests for later comparison with the participant’s earlier test.



Distribute the correct answers (HO 13).









			


			Evaluation





			


			Aim:  To gain participants’ views on the training programme.









			5 minutes


			Ask participants to assist you in improving the training by completing the Evaluation Form.



Distribute the forms (HO 14) and collect them when completed.









			


			Thank you and closing





			


			Congratulate and thank everyone for participating.  Ask people to make sure that they have included their contact details on an attendance sheet so that a participants list can be created and shared with everyone.



Close the training.












			Tips for Facilitators


			· Throughout the training, keep a list of points that you might want to highlight at the end.



· The Evaluation Forms (HO 14) can be distributed at the same time as the Assessment Tests (HO 1); earlier finishers will start on the evaluation.  Ask everyone to complete the Assessment Test first.



· Ask someone from the hosting organization to arrange for the contact sheet to be distributed and completed (this can be done at any time during the training) and to prepare and distribute the final participants list.








PARTICIPANTS’ DOCUMENTS


The following documents should be placed in advance in the particpants’ folders, along with a copy of the agenda and a list of the following:



PD 1:  The Secretary General’s Bulletin on Special measures for protection from sexual exploitation and sexual abuse (ST/SGB/2003/13)



PD 2:  IASC Implementation Guidelines for the Field



PD 3:  IASC Terms of Reference for In-country Focal Points on Sexual Exploitation and Abuse



PD 4:  IASC Terms of Reference for In-country Network on Sexual Exploitation and Sexual Abuse



PD 5: IASC Model Complaints Form



PD 6: IASC Model Information Sheet for Local Communities



PD 7:  Model Complaints and Investigation Procedures and Guidance Related to Sexual Abuse and Sexual Exploitation



PD 8:  Communication Dos and Don’ts: A Quick Guide



PD 9:  Checklist for Taking a Report from a Child Complainant



PD 10:  “The Zeid Report”:  A Comprehensive strategy to eliminate future sexual exploitation and abuse in United Nations peacekeeping operations (A/59/710)



PD 11:  Draft UN Policy Statement and draft UN Comprehensive Strategy on Assistance and Support to Victims of Sexual Exploitation and Abuse by UN staff or Related Personnel of 5 June 2006 (A/60/877)



Note: If facilitators are able to obtain an up-to-date copy of the list of different agency headquarters Focal Points from the ECPS/ECHA Task Force, this should also be included in the participants’ folders. 



HANDOUTS


The following handouts are to be distributed during the training.  Each should be hole-punched in advance so that participants may include them in their folders.



HO 1: Assessment Test (blank)



HO 2: Individual index cards with Power Walk Characters  


HO 3: GBV Facts, Statistics & Attitudes


HO 4:  IASC Scenarios (blank) 


HO 5: IASC Scenarios (completed)



HO 6: Agree/Disagree Statements



HO 7: Draft OCHA Reporting System



HO 8:  Case Study 1 – Chantal’s Story



HO 9:  Case Study 2 – Mrs Kwazemara’s Story


HO 10:  What a survivor wants you to know



HO 11: Service Provision Matrix



HO 12: Possible Elements of a Plan of Action



HO 13: Assessment Test Answers



HO 14: Evaluation Form


Note:  If facilitators intend to distribute the PowerPoint presentations at the end of the relevant session, they should also be copied in advance in handout form.


POWERPOINT PRESENTATIONS


The following PowerPoints have been prepared for presentation during the training.  It is at the facilitator’s discretion whether any or all of the PowerPoint presentations are used and they may be adapted as appropriate.  Facilitators should also determine if they wish to distribute copies of the presentations in handout form at the end of the relevant session.



PP 1:  Gender-based Violence:  The context of sexual exploitation and abuse by UN personnel and partners



PP 2:  The Focal Point Terms of Reference:  Role and Responsibilities



PP 3:  In-Country Focal Point Network:  Role and Responsibilities



PP 4:  Protecting from Sexual Exploitation and Abuse:  The Secretary-General’s Bulletin on Special measures for protection from sexual exploitation and sexual abuse (ST/SGB/2003/13)


PP 5:  Perceptions Exercise



PP 6:  Receiving Complaints:  Interviewing with care and respect



PP 7:  Assisting Victims:  A strategy for responding to harm



FREQUENTLY ASKED QUESTIONS


These FAQs are designed to assist facilitators with questions that commonly arise regarding sexual exploitation and abuse by UN personnel and partners.  They are grouped into various categories to assist facilitators in providing responses throughout their sessions.  Facilitators should use good judgment when answering questions.  If they do not know or are unsure of an answer, they should say so and offer to check it and get back to the questioner. 



General application of the SGB:



1. To whom does the SGB apply?



The SGB applies to:



· All internationally-recruited and locally-recruited UN staff, including staff of separately administered organs, funds and programmes of the United Nations;



· All categories of UN peacekeeping personnel (see General Assembly Resolution 59/300 of 22 June 2005), including military members of national contingents, experts on mission, including police officers, corrections officers and military observers; and members of national formed police units;



· Personnel or employees of non-United Nations entities or individuals that have entered into a cooperative arrangement with the UN, including interns, JPOs, international and local consultants, and corporate and individual contractors, including day labourers; and



· United Nations Volunteers.



2. Where and when does the SGB apply?



The SGB is not location-specific and applies to all UN personnel at all times, including while they are off duty or on leave.



UN personnel are obliged to comply with the standards of the SGB as well as with local laws.  Where the SGB establishes a higher standard than local laws, the standards of the SGB will prevail.



· Example: A staff member engaging the services of a prostitute – whether in a peacekeeping mission, in New York (where prostitution is illegal) or in the Netherlands (where prostitution is legal) – is in violation of SGB which prohibits the exchange of money, goods, or services for sex. 



3. Does the SGB apply outside my duty station/mission country?  Does it apply when I travel for work to New York or Europe, or to a neighbouring country?



Yes, the SGB applies to all UN personnel at all times, wherever they are, for as long as you are on assignment with the United Nations.  As long as you are working for the UN, you are expected to abide by its conditions of employment and policies, including the SGB.  Your behaviour always reflects on the United Nations.  



4. “Sexual exploitation and abuse is a problem that exists primarily in the Democratic Republic of Congo.  It is not likely to happen in my duty station.”



Sexual exploitation and abuse, in a variety of different forms, have been found to exist to a greater or lesser extent in all duty stations.  Regardless of your perceptions of the problem in your duty station or the likelihood of it occurring, all UN personnel and partners have an obligation to create and maintain an environment that prevents sexual exploitation and abuse and to uphold the standards of conduct.



5. Aren’t the rules on sexual exploitation and abuse an intrusion into my private life?  Isn’t what I do in the privacy of my own home, or outside of office hours, my own business?



When you are serving with the UN, you are a representative of the Organization during your free time as well as during your working day.  You do not have the same freedoms in your “private life” as you do when you are in your home country or working for another organization.  You accept this when you accept the job.  You are held to a very high and very strict standard of conduct because your behaviour, both professional and personal, is always associated with and reflects on the image of the Organization.



6. Are UN personnel expected to be celibate for the entire time they are on mission?  



No, you are not expected to be celibate.  However, working with the UN is not a “normal” job.  Not everyone is suited for it.  If you do not feel that you can meet the high standards of conduct required, then you should not be working with the Organization.  You are not completely prohibited from having sexual relations at your duty station, but they must not violate the SGB.



7. We wish to respect the rules of SEA, but mission life is often lonely and not always easy. WE are targeted by prostitutes and constantly solicited by them.  What is the UN doing to protect me from this constant harassment?



Once again, working with the UN in some areas can be a very difficult occupation and it is not for everyone. You must have a great deal of personal discipline.  You will be subject to a wide variety of dangerous, frustrating and awkward situations, including desperate people soliciting you to violate the UN standard of conduct.  Your response is to continue to say no.


8. After all you have said, why doesn’t the UN simply prohibit sexual relationships for mission staff?



The UN is not concerned with preventing sexual relationships but with preventing abuse, particularly of vulnerable populations.  As long as a sexual relationship does not violate the SGB (or other UN policies), it is allowed.



9. If someone is in the field for a long time, it’s not fair to prevent them from having sex.



The SGB does not prevent people from having sex.  It prohibits UN personnel and partners from engaging in acts that are sexually exploitative or abusive (as defined in the SGB).  These rules are in place to prevent people from being harmed.  It is not a question of fairness.



10. Why should we have to follow UN rules when the laws of [country] say something different?  Shouldn’t the UN respect local customs?



The SGB sets out the standards of behaviour expected of UN personnel and partners and forms part of our contractual obligations.  The UN should respect local customs.  Having an additional set of standards does not mean that the UN does not respect local laws and customs, it simply means it has adopted an additional higher standard and requires its staff to behave in a particular way.  The two are not contradictory.



11. Is the SGB implying that everyone in the host country is vulnerable?  Isn’t this insulting?



No.  The SGB does not imply that everyone in the host country is vulnerable (which would be insulting). The SGB is concerned with the behaviour of UN personnel and partners and prohibits them from engaging in sexual exploitation and abuse with anyone.   Sexual exploitation includes abusing a position of vulnerability for sexual purposes.  The SGB acknowledges that we frequently work amongst vulnerable populations and that there is an inherently unequal power dynamic between staff and beneficiaries of assistance.  The SGB requires all UN personnel and partners to show good judgment and to be conscious of the impact of our actions.  If there is any risk that a sexual act might constitute exploitation or abuse, it is better to err on the side of caution.   



12. Does sexual exploitation and abuse apply to staff members?



Sexual exploitation and abuse can be committed against staff members, as well as members of the community.  The definitions are concerned with staff behaviour and not with the person against whom the act is committed.  The sexual harassment policy also covers staff members.  Any act that constitutes sexual exploitation, sexual abuse or sexual harassment is serious misconduct and should be reported.  The person reporting does not have to specify which category applies; they just need to report the relevant information.



Specific standards:



13. Do sexual exploitation and sexual abuse constitute serious misconduct?



Yes. Sexual exploitation and sexual abuse are considered acts of serious misconduct (SGB, section 3.2(a)) and constitute a basis on which:


· All staff members, whether internationally or locally recruited, may be summarily dismissed by the Secretary-General (staff regulation 10.2 and ST/AI/371 (Revised disciplinary measures and procedures), paragraph 9(c)).



· A military member of a national contingent, an expert on mission (including police officers, corrections officers and military observers), a member of a national formed police unit or a United Nations Volunteer may be repatriated.



· A cooperative arrangement with a non-United Nations entity or individual, including contractual arrangements with an intern, international or local consultant, or individual or corporate contractor, may be terminated.


14. Can I have sex with a national from the host country?



Yes, as long as it is not exploitative or abusive and in violation of the SGB.



15. So you are saying no sex with prostitutes and no sex with under 18 year olds – then is it OK to have sex with a national who does not fall under the previous categories and she/he consents?



The focus is not on the individual or whether there is consent, but on the nature of the relationship.  If the relationship is an abuse of a position of vulnerability, differential power or trust for sexual purposes, it is sexual exploitation and is prohibited. UN personnel are often in a position of considerable power over the local population.  They have money, food and shelter whereas the local population is often very vulnerable and does not have easy access to these essentials.  Because of the risk of abuse of power, sexual relationships between UN personnel and the local population are strongly discouraged.


16. How can I know if the person I am having sex with is over 18 or not?



That is your responsibility.  People lie and even have false birth certificates or identity documents.  If you are not sure, don’t do it.



17. Are there any exceptions to the prohibition on sexual activity with children?



Sexual activity with persons under the age of 18, regardless of the age of majority or age of consent locally is prohibited (section 3.2(b) of the SGB).  Mistaken belief in the age of the child does not constitute a defence.



The prohibition on sexual activity with children does not apply where the member of the United Nations staff or UN-related personnel is legally married to someone under the age of 18 but over the age of majority or consent in their country of citizenship (section 4.4 of the SGB).  The legality of a marriage for the purposes of the SGB is to be determined by reference to the law of nationality of the member of the United Nations staff or UN-related personnel.


18. In some countries, people under the age of 18 are married.  Can staff marry someone under the age of 18?



The prohibition on sexual activity with children does not apply where a member of UN personnel is legally married to someone under the age of 18 but over the age of majority or consent in their country of citizenship (SGB, s.4.4).  The legality of the marriage is determined by reference to the law of the staff member’s nationality.  However, sexual activity with persons under the age of 18, regardless of the age of majority or age of consent locally is prohibited (section 3.2(b) of the SGB).  This means that the exception only applies when a legal marriage has taken place.  An intention to marry or a promise to marry is no excuse for sex with children.


19. What does it mean to “strongly discourage” sexual relationships with beneficiaries of assistance? 


Sexual relationships between United Nations staff or UN-related personnel and beneficiaries of assistance are “strongly discouraged” (SGB, section 3.2(d)). Sexual relationships between UN staff and beneficiaries of assistance are strongly discouraged because they are based on inherently unequal power dynamics.  The interpretation of the term “beneficiaries of assistance” should be guided by and adjusted according to the particular mandate of the United Nations office or programme, peacekeeping operation, political or peace-building mission or humanitarian operation in question. Where a UN peacekeeping operation has a mandate to serve the population at large, “beneficiaries of assistance” should be broadly interpreted to cover the local population.  


However, the focus should not be on whether someone is a “beneficiary of assistance” but on whether the relationship is an abuse of a position of vulnerability, differential power or trust for sexual purposes. Because of the risk of sexual exploitation occurring, relationships between UN staff and beneficiaries are strongly discouraged.  The SGB does not impose a blanket prohibition on such relationships but by discouraging them, it requires UN personnel to show good judgment and vigilance to ensure that a relationship with a beneficiary of assistance is not sexually exploitative or abusive. Any relationship that is sexually exploitative or sexually abusive is prohibited by the SGB. The determination of whether a relationship with a beneficiary of assistance is sexually exploitative or sexually abusive is made by the employing organization on a case-by-case basis.



The standards in the SGB are minimum standards of behaviour.  If there is any doubt, the relationship should not be entered into. UN personnel are expected to uphold the highest standards of conduct. Even the perception of sexual exploitation and abuse can result in damage to the credibility of the individual and the Organization. 



20. I am a national staff member in a country where the legal age of consent for sexual activity is lower than 18 years of age.  Do the UN standards apply to me?



Yes.  The UN standards of conduct still apply to you.  There is one standard of conduct for UN personnel regardless of what country or culture they are from and regardless of the country or culture in which they are serving.  The SGB is the minimum standard of conduct, irrespective of local laws. When you agree to work for the UN, you agree to abide by its standards of conduct. Because of the nature of our work, the UN is held to a high standard of conduct.  



21. I am a national contractor working for the mission.  Do the UN standards of conduct apply to me?



Yes.  Under the SGB, the UN should receive a written undertaking from all contractors that they agree to abide by the standards.  In case of breach of these contractual conditions, the contract may be terminated.



Prostitution:



22. What is wrong with having sex with a prostitute if the person is an adult and fully consents to it?  I’m not harming anyone and in my home country/culture as well as the mission country/culture, prostitution is legal and using the services of prostitutes is accepted.



There is one standard of conduct for UN personnel regardless of what country or culture they are from and regardless of the country or culture in which they are serving.  The SGB is the minimum standard of conduct, irrespective of local laws.  When you accept an assignment with the UN, you accept to abide by its standards of conduct. Because of the nature of our work, the UN is held to a high standard of conduct.  Furthermore, prostitution in war-ravaged societies, developing countries and in countries hosting a peacekeeping mission frequently involves extremely vulnerable women and children, including persons who have been trafficked for sexual exploitation. The vast majority of women in prostitution don’t want to be there. Few seek it out or choose it, and most are desperate to leave it. The lack of economic options for women in vulnerable circumstances may result in prostitution and exploitative sex being one of the few avenues they have for obtaining money to meet basic needs.  It comes from a lack of choice; the only person with choice is the exploiter.


23. Prostitution with an adult is a victimless crime. Why is the UN interfering with consensual sex between adults?



Prostitution is not a victimless crime. On the contrary, it is well documented that prostitution is inherently harmful and dehumanizing, and fuels trafficking in persons, a form of modern-day slavery.  The vast majority of women in prostitution don’t want to be there. Few seek it out or choose it, and most are desperate to leave it. Field research in nine countries concluded that 60-75 % of women in prostitution were raped and 70-95 % were physically assaulted.  A recent study has revealed high rates of post-traumatic stress disorder (PTSD) in prostitutes stemming from physical and sexual assault. The study included male and female prostitutes aged from 12 to 61 who worked on the street and in brothels in Africa, Thailand, Turkey and the United States. In the study, the measure of PTSD severity of prostitutes was higher than that of Vietnam War veterans. 


24. Is it possible to enforce a prohibition on sexual activity with prostitutes?  Is it realistic to have such strict rules on sexual conduct?  How will the UN be able to enforce them?  



Strictly upholding the UN standards of conduct is both realistic and necessary, including the prohibition against sex with prostitutes. Standards of conduct are now being applied, investigations are being stepped up and colleagues involved in sexual exploitation and abuse are facing disciplinary action, and where appropriate, also criminal action.  



25. Is the solicitation of a prostitute also a violation of the Secretary-General’s SGB?



Yes, the definition of sexual exploitation refers to actual or attempted abuse and thus includes solicitation.



Reporting:



26. When are staff members and UN-related personnel obliged to report sexual exploitation or sexual abuse?



Always. Staff members and UN-related personnel are obliged to report concerns or suspicions regarding sexual exploitation or abuse to the appropriate office within their organization or to OIOS.  It is for the appropriate UN authorities, and not the individual, to investigate and confirm those concerns or suspicions. 



However, reports should be made in good faith. The submission of allegations with knowledge of their falsity constitutes misconduct.  Persons who report allegations that subsequently prove to be untrue will not face repercussions where the reports were made in good faith.



Sexual harassment:



27. What is the difference between sexual harassment and sexual exploitation and sexual abuse?



In the UN Secretariat, ST/AI/379 (Procedures for dealing with sexual harassment) defines “sexual harassment” as any unwelcome sexual advance, request for sexual favours or other verbal or physical conduct of a sexual nature, when it interferes with work, is made a condition of employment or creates an intimidating, hostile or offensive work environment.  Similar definitions exist in the UN Funds and Programmes.


The SGB defines the term “sexual exploitation” as any actual or attempted abuse of a position of vulnerability, differential power, or trust, for sexual purposes, including, but not limited to, profiting monetarily, socially or politically from the sexual exploitation of another.  It defines the term “sexual abuse” as the actual or threatened physical intrusion of a sexual nature, whether by force or under unequal or coercive conditions.


There is often confusion about whether a particular action or conduct would constitute sexual harassment, sexual exploitation or sexual abuse.  Sexual harassment is associated with the workplace.  Not all sexual harassment involves an abuse of a position of vulnerability, differential power or trust or the actual or threatened physical intrusion of a sexual nature.  If it does, it also constitutes sexual exploitation or sexual abuse.  Sexual harassment and sexual exploitation and abuse are all considered serious misconduct.  All three should be reported.  The person reporting does not have to specify which category the conduct falls into.



Zero-tolerance:



28. What does zero-tolerance mean?



Zero-tolerance means that the culture of impunity and complacency toward sexual exploitation and abuse will no longer be tolerated.  Zero-tolerance for impunity means that active measures are being introduced to prevent sexual exploitation and abuse and appropriate disciplinary action will be taken against all persons who are found to have violated the UN standards of conduct.  


29. You talk about zero tolerance for sexual exploitation and abuse, but we know that nothing happens to people who violate the SGB.



People have been sanctioned for violating the standards of conduct on sexual exploitation and abuse.  UN staff have been summarily dismissed, UNVs have had their contracts terminated and uniformed personnel have been repatriated and faced courts-martial.  Commanders have also been sent home for failing to take preventative action in relation to troops under their command.  We still have a lot to do to eradicate the problem and the UN is currently improving the system for receiving and investigating complaints and ensuring appropriate action against everyone who is found to have violated the standards.  



HIV/AIDS and condoms:



30. Why does the UN provide condoms in peacekeeping missions and at the same time tell us not to have sex?



The availability of condoms is a health and safety issue and not a license for sexual abuse. Condoms are made available to all peacekeeping personnel – international and national staff and uniformed personnel – to prevent the transmission of HIV/AIDS.



Reporting obligation:



31. What if I report of rumour of sexual exploitation that is revealed to be false?



Under the SGB, all staff are required to report their concerns and suspicions regarding sexual exploitation and abuse.  All reports should be made in good faith.  If you have made a report in good faith which turns out to be false, there will not be any consequences.  If you maliciously made a false report, you will be subject to disciplinary consequences.



Rumours must be taken seriously. If left unchecked, rumours may damage the individual(s) concerned and the mission.  Rumours can serve as early warning of a greater problem. All rumours must therefore be reported and investigated.  However, you should not conduct any investigations or try and find out more information; your obligation is only to report your suspicions or concerns.



Victim assistance:



32.  What is the victim assistance policy statement and comprehensive strategy and why is it important?



Although the need is widely recognized, there is currently no comprehensive UN policy or system for providing victim assistance. The proposed strategy issued in June 2006 aims to address this gap.  Responding adequately to the needs of victims is also a means of prevention.  Support to victims allows them to participate more actively in the investigation process, enhancing the ability of the United Nations to hold perpetrators accountable and inform the design and implementation of better prevention measures.  It also restores the reputation of the UN as an organization that acts responsibly towards the communities it serves.  


33.  Where did this strategy come from?



On 7 January 2005, the Executive Committees on Peace and Security and on Humanitarian Affairs (ECPS/ECHA) requested a dedicated task force to develop, among other things, a system-wide policy on assistance to victims of sexual exploitation and abuse by UN staff or related personnel.  In April 2005, the Special Committee on Peacekeeping Operations recommended that the Secretary General develop “a comprehensive strategy for assistance to victims of sexual exploitation and abuse, including means for financial compensation”. This recommendation was endorsed by the General Assembly in June 2005.  In the September 2005 World Summit Outcome, the Secretary-General was encouraged to “submit proposals to the General Assembly leading to a comprehensive approach to victims' assistance by 31 December 2005”.



The proposed strategy was developed over a period of more than one year through numerous consultations with UN departments and agencies, NGOs and Member States, at headquarters and in the field.  



34.  What is the scope of the strategy?



The proposed strategy applies to all victims of sexual exploitation and abuse perpetrated by UN staff or related personnel, including uniformed personnel.  From the victim’s perspective, the distinctions between UN staff members, consultants and contractors, peacekeepers and other related personnel are confusing and irrelevant.  It would also be confusing and inappropriate to have a situation on the ground where victims exploited by civilian staff were treated differently to those exploited by uniformed personnel.  Therefore, the proposed strategy requires the Organization to provide assistance to all victims of sexual exploitation and abuse perpetrated by UN staff or related personnel (as defined in the strategy), irrespective of whether the perpetrator is a staff member, a consultant or a peacekeeper etc.  



In the same way that there is one standard for one UN, there should also be one response.  The proposed strategy sets out what the Organization will do to assist victims of sexual exploitation and abuse by UN staff or related personnel.  It does not suggest that Member States set up parallel structures but, on the contrary, requests their support so that the Organization can implement a single, common approach to victim assistance.  This ensures that the strategy is truly comprehensive, by requiring a coordinated response on behalf of the entire system to all victims of sexual exploitation and abuse by UN staff or related personnel, in each country where there is a UN presence.



35. The proposed strategy talks about each county where the UN has a presence.  Does it really apply everywhere, e.g. including in New York, or only where there is a humanitarian crisis?



The strategy applies globally.  Its purpose is to assist victims of sexual exploitation and abuse by UN personnel and partners.  These abuses can take place anywhere, meaning victims can be anywhere.  The strategy talks about providing assistance through existing service providers.  Therefore, if a country already has well-established systems for assisting victims of sexual violence, the UN can refer victims of UN personnel to those same services.  It does not have to set up any new arrangements.  If such services do not exist, the UN will work with local partners to help ensure their creation and functioning.



36.  Who will be assisted?



The proposed strategy identifies three categories of people requiring support:


(a) “Complainants”: persons who allege that they have been, or are alleged to have been, sexually exploited or abused by UN staff or related personnel but whose claims have not been fully processed;



(b) “Victims”:  persons whose allegations of sexual exploitation and abuse have been fully processed and substantiated (either through a UN administrative process or through an administrative, civil or criminal process of a Member State); and



(c) “Children born as a result of sexual exploitation and abuse”, who are also referred to in the strategy as “children fathered by UN staff or related personnel”.



Note:  Because of the nature of the harm caused, persons who have been sexually exploited or abused may require the provision of urgent treatment and care before there is time to fully process a claim.  The category of “complainant” was created specifically to address this concern and to allow for basic emergency assistance to be provided depending on the actual need when a complaint is made.    In effect, the terms “complainant” and “victim” may apply to the same person at different stages of the process.  


37.  What assistance will be provided?  



Overall, the proposed strategy provides for basic health, psychosocial, legal and administrative assistance, in-kind compensation in certain cases and financial compensation only in very extreme cases.  The nature of the assistance provided depends on the category to which a person belongs, their needs and the circumstances of the case.



The strategy is a general strategy which states the nature of assistance to be provided and sets out some parameters for what the UN hopes to achieve.  It is not a blueprint as situations vary within and between countries and actual implementation will depend on the reality and capacity on the ground. It is envisaged that UN agencies with expertise and mandates on gender-based violence will develop more comprehensive guidance to assist with implementation in the field. 



38.  What assistance is provided to children born of sexual exploitation and abuse?



The proposed strategy provides for assisting children fathered by UN staff or related personnel (or the child’s mother or guardian) to pursue paternity or child support claims.  Such claims are only dealt with by the relevant national authorities.  The UN’s role is simply to facilitate access to those processes by helping the child or guardian to make or forward a claim to the relevant authorities.  The UN may also assist by obtaining information to be used in such cases (e.g. by paying for blood or DNA testing to help establish paternity).  It is hoped that Member States would be willing to work with the UN to help facilitate the processing of such claims, in accordance with their national laws and procedures. 


39. Doesn’t the strategy create an unfair distinction between victims of sexual exploitation and abuse by UN personnel and other victims of gender-based violence?



The proposed strategy notes that sexual exploitation and abuse by UN personnel occurs in a broader context of gender-based violence and requires that assistance be provided in a manner that does not isolate complainants, victims and children born of sexual exploitation and abuse or unnecessarily exclude or discriminate against other victims of gender-based violence.  For this reason, the strategy requires that the existing social, political and economic circumstances be taken into account and assistance and support be provided through existing organizations that provide similar services to other victims of gender-based violence.



40.  What is the role of victim advocates?



The role of victim advocates is to help victims access all the services that they need in accordance with the strategy.  They do not necessarily have to provide the services themselves but will help identify the appropriate service providers, make arrangements in advance for victims to be able to approach those services safely and confidentially and will accompany victims to those services, as appropriate, or provide them with any necessary information.  For most victims, it is easier to approach a local organization to seek assistance than to access UN offices for help.  Therefore, the proposed strategy recommends that an implementing partner, such as a local women’s organization, be engaged to provide victim advocate services on behalf of the UN.



41.  What is the relationship between the victim assistance strategy and investigative procedures?



The victim assistance strategy only covers the nature of assistance to be provided to victims and is completely separate from all policies regarding investigative procedures.  The strategy states that victims should be advised about the investigative process at the appropriate time and informed of the outcome of any investigative procedures. 



42.  What does the strategy say about DNA testing and victim assistance?



The proposed strategy provides for the UN to pay for DNA testing of children allegedly fathered by UN staff or related personnel, their mothers and UN staff members in appropriate cases, and share the results with relevant national authorities making determinations regarding paternity or child support in accordance with their national laws and procedures.  This is possible under existing rules and regulations.  There are already cases where DPKO is liaising with Member States and OIOS to assist in collecting DNA samples. 


During the strategy’s development, many discussions were also held with UN departments and agencies, NGOs, Member States and scientific experts on a proposal to collect DNA samples from all UN staff for very limited purposes as part of the strategy.  The proposal for comprehensive DNA sampling still requires further discussion and was therefore not included in the strategy submitted by the Secretary-General to the General Assembly.


43.  How will the strategy be funded?



The proposed strategy recommends that for a twelve-month trial period, in each country where it has a presence, the UN implement a system for providing assistance to victims in accordance with the strategy, using a localized funding mechanism based on a budget of USD20,000.  Because of severe underreporting, it is difficult to estimate the scope of the problem.  The trial period is proposed to gain a clearer understanding of the costs of implementation.  



The proposed strategy highlights that the individual perpetrator bears responsibility for acts of sexual exploitation and abuse and should also bear the related financial responsibilities.  The strategy notes that disciplinary fines could be imposed and used to provide assistance to victims.  It also proposes that such fines could be deducted from the staff member’s salary and/or final emoluments but this proposal requires the General Assembly to promulgate changes to the Staff Regulations and authorize the Secretary-General to promulgate consequent changes to the Staff Rules. 
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PSAE PROJECT Key concepts


Sexual exploitation and abuse of power occur in many different situations. In humanitarian settings, the dependency of affected populations on humanitarian agencies for their basic needs creates a particular ethical responsibility and duty of care on the part of organizations and their staff. It is essential to ensure that proper mechanisms exist to prevent and respond to sexual exploitation and abuse, and that there is collaborative agreement amongst agencies on zero tolerance of such practices. This is especially necessary in view of the fact that:



· the lack of economic opportunities for displaced populations may oblige them to resort to commercial and exploitative sex as a way of generating income to meet basic needs.



· Beneficiary communities have often come from environments which distort community structures and practices may compound potential for such incidences to occur.



· In refugee camps or settlements, the usual social protections are not in place of are no longer functioning. Levels of protection and security are generally poor, and justice systems may be weak. Without proper safeguards in place, patterns of abuse and exploitation can be exacerbated.



For the purposes of this project, some key definitions and terms are outlined below:



“Accountabilty” : refers to the moral and legal responsibility of a humanitarian worker for his or her duties and actions in a proper and responsible manner. It also includes institutional measures and systems established to maintain appropriate standards of behaviour and effective performance of duties by workers.



“Affected populations” : are the individuals or groups for whom the humanitarian activities of the respective agencies are intended.



“Beneficiary” : a person to whom the humanitarian agencies or their workers are required to provide one or another form of protection, assistance, service, or other intervention.



“Code of Conduct” : a set of standards about behaviour that staff of an organization are obliged to adhere to.



“Complainant” : a person making a complaint, including the alleged survivor of the sexual abuse or exploitation or another person who becomes aware of the wrongdoing.



“Complaint mechanism/procedure” : a process to allow individuals to report concerns such as breaches of organizational policies or codes of conduct. Examples of mechanisms include, but are not limited to, suggestion boxes, whistle blowing policies, designated focal points, etc.



“Discrimination” : means exclusion, treatment, or action against an individual based on social status, race, ethnicity, colour, religion, gender, sexual orientation, age, marital status, nationality, political affiliation, or disability.



“Focal point” : a person designated by his/her agency to receive complaints of cases of sexual abuse and exploitation, and refer survivors to appropriate services for care and protection.



“Gender” : cultural or societal differences between males and females in terms of roles and responsibilities, expectations, power, priveleges, rights and opportunities. It also refers to the differences between males and females rooted in culture, tradition, society or religion. Due to their unequal status, women and girls are particularly at risk for sexual abuse and exploitation, though it should be noted that young and even adult males can also be vulnerable to these violations.



“Human Rights” : the agreed international standards that recognize and protect the dignity and integrity of every individual without any distinction.



“Humanitarian standards of behavior” : the professional and moral attributes established which must be demonstrated by humanitarian workers in fulfilling their assigned tasks, without exploiting or abusing their positions of authority.



“Humanitarian worker” : includes all workers engaged by humanitarian agencies, whether international or national, formal or informal, retained from the beneficiary community, sub-contracted, permanent or temporary, to conduct the activities assigned by the employing agency. Any worker that is directly or indirectly involved with refugee communities is considered to fall under this definition, including police and security personnel, community leaders, local authority representatives, immigration officials, etc.



“Investigation procedures or protocols” : a clear framework which assists organizations to conduct quality, confidential, safe and transparent investigations into allegations of staff misconduct.



“Minor” : a person under the age of 18 years of age and corresponds to the definition of a child according to the Convention on the Rights of the Child (CRC).



“Power” : the authority or decisive ability to materially affect various forms of rights, entitlements, or relationships. Power arises from, among others, position, rank, influence, status, or control of resources. Unequal power relationships provide the most critical settings for sexual abuse and exploitation to occur in a refugee environment. 


“Protection” : measures that are necessary or are actually taken to ensure that individual basic human rights, welfare, and physical security and integrity are recognized and safeguarded in accordance with international standards.



“Sexual abuse” : actual or threatened physical intrusion of a sexual nature, by force or under unequal or coercive conditions.



“Sexual exploitation” : sexual coercion or manipulation, whereby a person in a position of power, authority, or in control of resources seeks or accepts to provide protection, assistance or service in exchange for sexual acts of favours. Sexual exploitation also includes taking advantage of a position of vulnerability, differential power, or trust for sexual purposes. Examples can include but are not limited to:


· monetary, social or political gains derived from the sexual exploitation of survivors



· demand or acceptance of sex in exchange for protection, material assistance, favors, or other services or privileges



“Sexual abuse and exploitation prevention strategy” : plans and actions designed and implemented by organisations to reduce the risk of SAE. Common measures include awareness raising, staff training, improved recruitment policies, whistle blowing policies, complaint mechanisms, investigation procedures, and codes of conduct. 



“Sexual and gender based violence” : or SGBV, includes actual or threatened physical, sexual and psychological violence occurring in the family or community. SGBV may take the form of battering, sexual abuse, dowry related violence, marital rape, female genital mutilation, and other traditional practices harmful to women.
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CCSDPT project for the Prevention of Sexual Abuse and Exploitation 



PSAE Assessment Quiz



Date: _____________


Personal Symbol: ____________



1. The Code of Conduct is a guide for staff to determine if an allegation of misconduct is true or false before forwarding it onto their head office for action.



True


False



Answer: Trick question. False. Staff in the field do not take it upon themselves to determine if an allegation is a breach of the Code of Conduct, rather, are responsible for forwarding the report onwards to their Head Office for determination. At that point, then the Code of Conduct is used as a guide.



2. There must be physical harm for an act to constitute sexual abuse.



True 


False




False. Sexual abuse can be actual or threatened, physical or psychological.



3. Sexual relations with a child under the age of 18 is prohibited for all staff.



True


False



True. Absolutely true, with the rare exception of a legal marriage between two persons from the same cultural and ethnic background.



4. One act of sexual abuse and exploitation can have long-term consequences not only on the survivor, but also the community, the perpetrator and the organization where the perpetrator works.



True 


False


TRUE.



5. Which of the following are contributing factors to sexual abuse and exploitation? (circle all that apply)



a) vulnerability



b) being a member of the refugee population



c) poverty



d) lack of legal protection



e) cultural beliefs



f) gender stereotypes



ALL OF THE ABOVE


6. If field based staff are available to take reports, most people will automatically come forward to report.



True 


False



FALSE. Just because the complaints mechanism is in place does NOT mean people will automatically use it. Many barriers will remain which prevent people from coming forward to making a complaint, including cultural issues, gender issues, language issues, fear of retaliation, etc. Attention needs to be paid to proactively addressing PSAE and instilling confidence in the systems with staff and our beneficiary communities.



7. Field based staff receiving complaints should always promise absolute secrecy to complainants making a report.



True 


False



FALSE. There is a difference between assuring confidentiality and promising secrecy. You cannot promise the information will be kept a secret, as the report will need to be forwarded on and action taken. However, you can assure complainants that only those who NEED to know will be informed of the details of the case for purposes of investigating the report and making an informed decision.



8. Once a report is forwarded to the agency’s head office, the focal points’ duties are over.



True 


False



FALSE. The focal point is responsible for following up with the survivor in order to ensure referral and support services are being accessed, as well as keeping communication consistent about status of the case.


9. The field based staff receiving the complaint should make a preliminary assessment as to whether an allegation is founded before passing it onto their head office.



True


False



FALSE. The field based staff is not responsible for making any judgment or determinations of the report, rather to take the complaint and forward it on immediately to Head Office for action. 



10. A staff member is not required to report concerns or suspicions of SAE against fellow humanitarian staff members.



True


False



FALSE. As per the Code of Conduct undertakings, humanitarian staff are obligated to report all VALID concerns or suspicions of SAE, as well as create and maintain an environment that prevents SAE from occurring. 


11. Gossip and rumours of SAE should not be treated seriously.



True 


False



FALSE. Gossip and rumours might be an indication of something more serious or a trend in conduct. These should still be treated seriously and looked into.



12. A child’s parent or caretaker must always be present when a child is making a complaint. 


True


False


True, to every extent possible considering the best interests of the child. If having the parent or guardian present would put the child at further risk, then careful consideration should be made and alternate options explored (such as having a UNHCR protection officer or child protection advocate present instead).



13. The safety and security of the complainant/victim is the responsibility of the community, not the agency receiving the report of SAE.



True


False


FALSE. The agency is responsible for following up with the complainant and/or survivor and ensuring that the appropriate referral and support services are being provided.



14. The staff member receiving the report of SAE should provide counseling and psycho-social support to the victim/complainant.


True


False


FALSE. Unless the staff member is a trained, professional therapist they should NOT take it upon themselves to provide counseling but rather ensure the complainant/survivor is referred to the appropriate agency providing those psycho-social support services.



15. Sexual abuse and exploitation could not possibly happen in Thailand.



True


False




A BIG FALSE.
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PSAE TRAINING OBJECTIVES



· To familiarize and understand the content of  the CCSDPT code of conduct 



· To increase awareness among staff and understand the zero tolerance for SEA



· To understand the context under which SAE occurs and how to address prevention and response in our programmes


1.0 DEFINITION OF TERMS



In small groups – participants are asked to tell their neighbours what they understand by the  terms sexual abuse and sexual exploitation. After a few minutes ask the group to share their understanding of the terms with the larger plenary. Clarify to the group that the definitions mean (have written on flip chart to hang on wall):


1.  Sexual Exploitation



The exchanging of money, shelter, food or other goods for sex or sexual favors from someone in a vulnerable position



2. Sexual abuse



Threatening or forcing someone to have sex or provide sexual favours under unequal or forced conditions.


Ask participants to brainstorm with their neighbours what might be examples of sexual abuse or sexual exploitation in the camps in which we work. Have participants write down their responses on post it notes and tape the notes to flip chart under each category. Give participants 10 minutes to discuss in the pairs, after which the facilitator reviews the responses in the larger plenary.



Examples of this can include:



· Teacher exchanging sex for good grades



· Refugee leader exchanging sex for privileges 



· Security worker demanding sex for entry to compounds or other assistance



· Driver exchanging sex for a ride



Make sure to clarify the difference between Gender Based Violence (GBV) and SAE. Remember, sexual exploitation and abuse is a specific form of GBV. Stress to participants that:



· Anyone can commit sexual exploitation and abuse. 



· However, those with more power are more likely to perpetrate; those with less power are vulnerable to becoming victims.



· Humanitarian aid workers virtually always have more power over those we are there to serve. 



· The responsibility for maintaining proper relationships lies with those who have the power, i.e. US.



2.0 UN SECRETARY GENERAL’S BULLETIN



(If equipment is available, the To Serve With Pride DVD can be shown as an overview to the history of the initiative.)



Facilitator to provide very brief overview of the background of the Secretary General’s Bulletin, how it came into effect following the alarming discovery of reports of sexual exploitation and abuse by UN, security and peacekeepers, and NGO workers providing humanitarian assistance to refugees in West Africa in 2002 and later in Nepal. 



· It applies to all staff and all programs affiliated to the UN



· SAE violates human rights 



· SAE is a serious act punishable by disciplinary action, including termination of employment


· Sexual activity with children is prohibited



· Exchange of gifts, goods or services for any sexual favours is prohibited



· Sexual relationship with beneficiaries is strongly discouraged. 


· Suspicion on the part of a fellow worker should always be reported to management



· A focal point is important for reporting cases, supporting the survivor, and ensuring confidentiality while the agency deals with the SAE report


· Legal action may be taken if it is revealed the incident of SAE was of criminal nature


3.0 PREVENTION OF SEXUAL ABUSE and EXPLOITATION (PSAE)



In October 2007, the member agencies of the Committee for Coordination of Services to Displaced Persons in Thailand (CCSDPT) started an inter-agency collaborative project to address the Prevention of Sexual Abuse and Exploitation (PSAE) on the Thai-Burma border operations. This includes agency collaboration from all 20 agencies operating in refugee operations along the border, and as such all organizations are committed to working jointly to improve current systems in place. All agencies are responsible to designate focal points for PSEA issues at their project sites, and any beneficiary is free to approach any of these contacts with concerns at any time.



4.0 CCSDPT inter-agency CODE OF CONDUCT



Facilitator to explain:



The respect and dignity of people and upholding good practices in humanitarian work are integral to the goals of all the CCSDPT agencies working on the Thai-Burma border. 


Conflict and displacement inevitably erode the structures that protect individuals and communities. 


Displaced and refugee populations are often the result of the breakdown of social and political structures and protection mechanisms. There are often insufficient resources provided to these affected populations, resulting in extreme poverty and desperation for many. These factors can lead to situations which provide opportunities for abuse of power and corruption by the very people designated to provide those essential services and protection.



In an effort to address this issue, the CCSDPT Code of Conduct was jointly initiated among humanitarian agencies operating on the Thai-Burma border and outlines the expected standards of conduct for humanitarian workers. The Code was developed in 2008, and signed into effect by the Directors of the CCSDPT agencies in August 2008. 



Explain to participants that the Code serves as a tool to prevent and combat sexual abuse and exploitation and aims to reinforce the ethical behavior of humanitarian aid workers.



Have participants review and read together the Code document, highlighting in particular the 15 key principles and standards of conduct expected of staff.



By signing onto the Code of Conduct, the employee therefore is agreeing to uphold the following principles:



· Respect and promote the fundamental human rights of all



· Treat all beneficiaries and others fairly in accordance with the international and national law



· Never commit any act or form of harassment that could cause physical, sexual, psychological harm or suffering



· Never exploit vulnerability of beneficiaries or allow them to be put in compromising situations



· Never engage in sexual activity with children – persons under 18 years. A mistaken belief is not a defense.



· Never engage in sexual exploitation and abuse of beneficiaries in any circumstances



· Never condone or participate in corrupt or illegal activities 



· Never accept or exchange money for services, employment, goods or services for sex for services which are to be provided for free



· Never engage in humiliating, degrading or exploitative behavior



· Never abuse their position to withhold protection, humanitarian assistance, services or provide preferential treatment to solicit sexual favors/gifts.



· Ensure all breaches of the Code are reported to senior management or HR managers through established reporting systems



· Uphold highest standards of accountability, efficiency, competence, integrity and transparency in executing responsibilities



· Create and maintain an environment that prevents sexual exploitation and abuse



· Not purposely make false accusations against a fellow worker 



“Humanitarian worker” refers to all levels of agency staff, including international staff, national staff and incentive staff. The Code therefore applies to all those working on refugee programs, including:



· Refugee staff



· Volunteers and interns


· Casual laborers



· Drivers



· Warehouse guards



· Senior managers in Headquarters



Essentially, all humanitarian staff working for the CCSDPT agencies are committed to the concept that all beneficiaries should be treated with courtesy and dignity. There should be no preferential treatment and transparency observed in the provision of assistance. There should be no use of power to obtain favours or abuse the beneficiary community. 


SEXUAL RELATIONS WITH BENEFICIARIES



Humanitarian workers hold positions of power, authority and control of services and resources. There should be concern over sexual relationships between aid workers with beneficiaries. Agencies have a responsibility to prohibit sexual relationships between aid workers and beneficiaries and abide by the following principles:



· In principle, sexual relations between humanitarian workers and beneficiaries prohibited



· However, given that refugee workers are covered by the code, consensual and proper sexual relationships are not prohibited, as long as they are not abusive in any way as outlined in the code. 



· While strongly discouraged, any humanitarian worker in such a relationship must inform his/her supervisor



** IMPORTANT: Survivors may appear to have consented to these acts have still been exploited if they were led to believe they had no other choice.



5.0  POWER WALK EXERCISE 



Bring the participants to a large space (empty conference room or outdoor space) where they can stand side by side in a line and have room to take 20 large steps forward.



Give each participant an index card with one of the Power Walk characters written on it.  Ask the participants not to let anyone else know the character that they are representing.



Possible Characters:



1. Camp leader


2. Traditional Birth Attendant (female)



3. School Teacher (female)



4. Leader of a youth group (male)



5. Orphaned boy, aged 13



6. Orphaned girl, aged 13



7. Grandmother, caretaker of orphans



8. Uncle, caretaker of orphans



9. Primary school boy, aged 12



10. Primary school girl, aged 12



11. Girl with physical disability, aged 10


12. Demobilised boy soldier, aged 15



13. Girl looking after her sick mother and younger siblings, aged 17



14. Head teacher of primary school (male)


15. Or Sor


16. Food distribution committee member


17. Camp commander


18. Religious leader (male)



19. member of Camp Justice Committee


20. UN national staff member



21. International NGO staff member


22. Male section leader


23. 15 year old girl in vocational training program


24. Child Protection Committee member (female)


25. Translator working for IOM resettlement operations (male)



Tell participants that they will hear a series of statements. For every statement to which the character they are representing could answer “yes”, they should take one large step forward.  If a statement does not apply to their character, they should just stay where they are. Sometimes they may not be sure whether a statement applies to them, and should just take their best guess.



Statements:



1. I can influence decisions made at community level.



2. I get to meet visiting government officials.



3. I get new clothes on religious holidays.



4. I can read newspapers regularly.



5. I have time and access to listen to the radio.



6. I would never have to queue at the dispensary or medical clinic.



7. I have my own bank account.



8. I have access to safe, boiled drinking water.



9. I can buy condoms.



10. I can negotiate condom use with my partner.



11. I only have sex when I want to.



12. I went to secondary or I expect to go to secondary school.



13. I can pay for treatment at a hospital if necessary.



14. I can speak at community meetings.



15. I eat at least two full meals a day.



16. I sometimes attend workshops and seminars.



17. I am not afraid of walking on my own at night.



18. I can question expenditure of household funds.



19. I am not afraid of violence in my home.



20. I have never had to line up / queue for food.



Debriefing:



Ask everyone to stay where they are. 



Who were the characters? 



Starting in the back, ask each person to say his or her character.



Ask a few people at the back of the room:  “How did you feel? What was it like to be at the back of the room?”



Ask a few people at the front: “How did you feel? What was it like to be in the front of room?



You may also ask a few people in the middle. 



Invite the rest of the group to also comment on what has happened.



**Elicit: Power is the ability to influence or control.  It includes access to decision-making processes.



Ask: “In our operations and the environment we work in, who holds the power?”



Brainstorm: Government, men, adults, police, military etc… Acknowledge those more vulnerable members of the community, as revealed in the exercise.


6.0  Consequences of sexual exploitation and abuse 



Pose the following questions to the participants: 



1. In our work environment, who is most vulnerable? Who needs particular protection considerations?



2. What might they be vulnerable to?



3. Who is then responsible for providing the protection?



Engage participants in plenary discussion, note responses on flip charts. Follow on to stress these key points:



· Beneficiary communities often come from an environment where sexual and gender-based violence is common and community structures may collude to maintain this violence.



· Where women and children are displaced, do not have options to supplement their basic requirements and are also excluded from involvement in community decision-making or education, then it is very easy for situations to develop where they become extremely vulnerable to abuse and exploitation



Break into groups, ask the participants to brainstorm for 10 minutes on “What are the consequences of sexual exploitation and abuse?”



When participants have finished, bring them back together and elicit the groups’ responses. Note responses from each group on flip charts. Encourage discussion amongst the plenary as key points are highlighted. By end of the session, the flipcharts might look similar to the following:



[For the survivor]:


· physical harm



· pain, trauma



· psychological harm



· STDs; HIV/AIDs



· infertility



· stigmatisation



· loss of reputation



· shame, guilt



· fear, confusion, depression



· death, self harm 



· rejection by spouse/family



· ostracised by the community



· loss of employment/income



· loss of access to education/opportunity or inability to attend school/work



· unwanted pregnancy, abortion



· breakdown of support structures



[For the community]:


· loss of trust



· unwanted children



· drain on resources



· breakdown of support structures



[For the perpetrator]:


· STDs, HIV/AIDs



· loss of employment/income



· loss of reputation



· shame



· rejection by spouse/family



· security risk



[For the Organization]:


· loss of trust from community



· loss of funding



· security risk



· loss of staff



Note:  sometimes participants will comment that one consequence is earning money or receiving a benefit.  This should be acknowledged but the point of the exercise is to highlight the harm that is caused.  In response to this, you could note that while in some instances some benefit might be received, usually it is extremely small, and at the same time serious harm is being caused which outweighs any benefit.


Make sure before wrapping up this session that you explain these key points:  



· The exercise demonstrates that there are a large number of consequences to sexual exploitation and abuse, many of which are serious and long-lasting.  This is the reason that we must take this issue seriously – it is because harm is being caused.  



· Our role is important not to monitor the behaviour of our colleagues but to protect vulnerable people from being harmed.  



· While the survivor suffers the most consequences and must always be our first priority, we also need to remember that others bear the consequences of sexual exploitation and abuse, including the community and the Organization.  



· Our work relies on the trust of the local community.  When we breach this trust, we become less effective and reduce our capacity to help others.  In some instances, this can even have an impact on our security.  



Although we are aware that the majority of staff and partners are not engaged in sexual exploitation and abuse, it does affect all of us and the work that we do.   For this reason, and to help the survivors, we must respond and report when sexual exploitation and abuse occurs.



7.0  PSAE Case Studies 



Divide the participants into groups of four. Each group is assigned one of the following case studies to read through, discuss, and answer the follow on questions. After completion they are asked to report back to the rest of the participants:



CASE STUDY ONE (1):



Mary is a small girl of 12 years living in Nupo camp. She has four younger brothers and sisters. Her parents do not have much money and find it difficult to send them to school, provide clothing and food for all the children. There had been some discussions about Mary dropping out of school to help her mother with some small business to earn some extra income for the family. However, all their problems now have been solved because Mary has started a relationship with an NGO worker who is a teacher at her school. He has promised to pay all costs associated with her education, in addition to extra support to assist the rest of her family. Mary’s parents are relieved and are thankful that this opportunity has been provided. They encourage her to be good to the teacher and to maintain the relationship. 



Questions:



1.  Do you think the relationship between Mary and the teacher is right or wrong and why?



2. What would you do, in your position as a humanitarian worker, about such a situation?


CASE STUDY TWO (2)



Somsak works for an agency supporting the camp management committee in Umpiem camp. It has come to his attention through one of his refugee workers that Bleh Htoo, the Secretary of the camp management committee, spends his free time with Saengchen and her ten year old daughter. Saengchen is a single mother, having lost her husband in the conflict in Burma. Bleh Htoo spends hours in Saengchen’s house where he says he counsels them from the trauma they faced when fleeing from attacks on their village across the border. Recently Saengchen’s daughter was complaining of pains and was taken to the AMI camp clinic where she was diagnosed with a sexually transmitted disease. She received treatment by the medical staff and was discharged. Somsak heard about this through his refugee staff colleagues and was concerned that maybe Bleh Htoo has become involved with the child. However, because he has no proof and does not want to get Bleh Htoo into trouble, he decides to keep quiet about his conerns.



Questions:



1.  What is Somsak’s role here as a humanitarian worker?



2. What issues for concern can you identify in this case study?



CASE STUDY THREE (3)



Chaisak is a 19 year old locally hired driver working for an NGO that provides vocational training opportunities within Tham Hin refugee camp. He transports supplies and materials to the vocational training centres. On one of his trips he recognizes a 17 year old refugee girl walking on the side of the road and gives her a ride home. Since then, to impress her, he frequently offers to drive her wherever she is going and sometimes gives her small items from the supplies in his truck, which he thinks she and her family could use. The last time he drove her home she asked him to come insider her home to meet her family. The family is pleased that she has made friends with an NGO worker. Chaisak really likes the girl, and he wants to start a romantic relationship with her and to ask her parents permission to marry her. He knows her family will approve. The local age of consent is 16 years old and Chaisak is from the same ethnic group as the young woman. 


Questions: 


1. What issues, if any, are presented in the above case study?



2. Is Chaisak’s behaviour in any way a breach of the Code of Conduct? If so, which clause? 



3. As a humanitarian worker, how would you handle this situation? 


CASE STUDY FOUR (4)



Lawsay is a refugee woman in Mae Hong Son camp Site 1. Suriya is an NGO worker overseeing the food distribution committees. He has offered to provide Lawsay with a little extra ration during the distribution cycle if she will be his “special friend”. She agrees willingly. Both of them agree that they should start a sexual relationship and neither of them thinks that anything is wrong. Lawsay hopes that the relationship might be a passport to a new life or at least an opportunity to supplement her ration. Suriya does nothing to discourage these hopes. 



Questions:



1. Do you think that there is anything wrong with the above situation?



2. Is this behaviour on the part of Suriya in violation of the CCSDPT Code of Conduct? If yes, which clauses are being breached?



3. What would you do about the situation as a humanitarian worker?



8.0 Overview of Reporting Complaints Mechanism  



Facilitator should stress that we want to encourage complaints of SAE to be reported in whichever manner beneficiary communities feel most comfortable and safe. Therefore, the initial complaint can be raised at any level and through any method; the report might come through an existing structure such as a CBO, or reported through the SGBV committees, through a complaints box, or the report might come directly to the agency concerned from the community member him/herself. The most important issue is for the complaints systems to be accessible to all. 



Any staff member can be approached at any time by a beneficiary with a concern. If you receive a report of an SAE incident, report it immediately onward to your agency’s assigned PSAE focal point.



If the beneficiary does not feel confident approaching the agency concerned directly, the complaint can be raised with another agency for follow up. That agency’s focal point would then contact the concerned Country Director with the SAE complaint.



At all times all staff are committed to ensuring the following key principles when receiving a PSAE report:



· Safety : consider ways to prevent injury or harm. This includes ensuring confidentiality, offering physical protection when possible and necessary, and addressing the possibility of retaliation against the victim and/ or witnesses.



· Confidentiality : Information is restricted to only those who need to know for the purpose of determining if a breach of the Code of Conduct has occurred and an investigation is necessary. Ensuring confidentiality helps create an environment in which victims / witnesses are more willing to come forward to report SAE and recount their versions of events.



· Transparency : Members of the community know the complaints mechanism exists and possess sufficient information on how to access it and ensure it is adhered to. 



· Accessibility : The complaints mechanism should be available to be used by as many people as possible from as many groups as possible. Communities should be informed how to complain, what will happen when they come forward to make a report, and be actively encouraged to make complaints when problems or concerns arise.



We recognize that complainants may not feel confident or comfortable talking to the designated person at the agency in question. In these instances, a beneficiary may report concerns through a variety of routes, including through a complaints box, through a community based organization, through the SGBV committee, or to another agency focal point. 



HOW MIGHT A COMPLAINT BE MADE in the CAMPS?



· Complaints boxes (posted at agency sites throughout the camps)



· Through various CBO structures: Camp committees, KWO or SGBV Committee, Section leaders



· COERR Community Service Workers



· Through religious leaders



· Through the student or youth groups (KSNG, KYO)



· In the dormitories by the care takers



· Teachers and others involved in education services



· For the disabled populations, through Handicap International’s Social workers



· Community health workers



· Refugee security committee



· Camp Justice system



· Direct to the agency concerned



· Through another agency



· Through the Legal Assistance Centres (LAC)



IF YOU RECEIVE A REPORT OF SAE, OR HAVE A CONCERN OF SAE YOURSELF, IMMEDIATELY INFORM YOUR AGENCY’S PSAE FOCAL POINT FOR FOLLOW UP ACTION.



Reports then follow the proposed complaints mechanism structure: 




[image: image2]



CONCLUSION:



As staff members of the CCSDPT agencies, we are committed to participate in this inter-agency PSAE campaign and do our utmost to raise awareness with our colleagues and beneficiaries. Our agencies will strive to ensure beneficiaries are more aware of our organization’s ZERO TOLERANCE POLICY and encourage them to report any known SAE cases in accordance with the agreed upon complaints procedure. We also will work to create and environment that prevents sexual exploitation and abuse in our operations. By taking on a role as a humanitarian worker, you are agreeing to abide by the inter-agency Code of Conduct and thus are expected to adhere to the outlined standards of conduct. 


STRESS ONE LAST TIME: We want all members of the community to feel comfortable approaching whomever they are most comfortable with a concern or report of SAE. If a report is made to your attention, report it immediately to your agency’s focal point for follow up and action.


IF YOU ARE CONFUSED OR REQUIRE ANY FURTHER CLARIFICATION ON YOUR ROLES AND RESPONSIBIILTIES, SPEAK TO YOUR AGENCY’s PSAE FOCAL POINT IMMEDIATELY.



Complaint channeled through any of the above









Agency PSAE focal point completes Incident Report Form, follows up with victim for referral support services 









Complaint is potential breach of CoC









Complaint is not potential breach of CoC









Formal investigation initiated and investigation team appointed









Complaint can’t be substantiated, victim informed of outcome









Complaint proven, investigation report, disciplinary action









Final report made, action taken and decision communicated to all involved, prevention measures reviewed and strengthened









Camp leader & UNHCR informed









SGBV Committee 









Report forwarded to Head of Agency, report analysed 









Agency PSAE focal point









Field focal point informed, follow up with complainant









Field focal point informed, follow up with complainant
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Handout 4:  Types of Gender Based Violence



			Type of Act


			Description





			Sexual assault


			Any unwanted or non-consensual act(s) that is imposed on another person. This includes a range of unwanted or forced sexual behavior including, but not limited to, kissing, fondling, touching, vaginal, oral or anal intercourse and/or penetration, insertion of objects into vagina / anus, coerced sexual activity, rape. Sexual assault can include other physical and emotional violence.





			Rape


			Sexual intercourse with another person without his/her consent. Rape is penetration of the vagina or anus with the penis, other body part of foreign object without consent. It also includes forced oral sex. Rape can occur in marriage.





			Attempted Rape


			Attempted sexual intercourse with another person without her/his consent.





			Child sexual abuse


			Involvement of a child in any sexual activity that occurs prior to the legally recognized age of consent. It includes:



· actual or attempted penetrative sexual intercourse with a child



· non-penetrative sexual activity



· inappropriate touching of a child’s sexual parts



· oral sex with a child



· displaying or exposing genitals to a child



· exploitative use of a child in prostitution



· the use of a child in, or exposure of a child to, pornography



· sexual relatios with a child (any person under the age of 18)



Authority and power enable the perpetrator, implicitly or directly, to impose sexual acts on a child or coerce a child into sexualized compliance.





			Incest


			Sexual relations between family members. This may be perpetrated by a parent, sibling, grandparent, stepparent, uncle or any other family member having sexual intercourse with a blood relative. Authority, power and emotional manipulation are involved in coercing the child / young person into sexualized compliance.





			Sexual exploitation


			Any actual or attempted abuse of a position of vulnerability, differential power or trust, for sexual purposes, including but not limited to profiting monetarily, socially or politically from the sexual exploitation of another. 





			Sexual abuse


			The actual or threatened physical intrusion of a sexual nature, whether by force or under unequal or coercive conditions.





			Forced prostitution


			Forced or coerced sex in exchange for money or commodities.





			Sexual harassment


			Any unwelcome sexual advance, request for sexual favors or other verbal or physical conduct of a sexual nature. Any behavior, comment, gesture or contact of a sexual nature which treats the recipient as a sexual object and makes the person feel uncomfortable and / or unsafe. It takes many forms, and can include but is not limited to whistling, leering, sexual innuendo, comments or other unwanted sexual attention.





			Female Genital Mutilation


			Cutting of genital organs for non medical reasons, usually done at an early / young age, ranging from moderate to extreme cutting and / or removal of the clitoris and stitching of the genitals. 





			Early marriage


			Arranged marriage for girls under the age of legal consent. Sexual intercourse in such relationships usually constitutes statutory rape, as the girls are not legally competent to agree to such unions.





			Forced marriage


			Arranged marriage for girls under the age of legal consent or women against their wishes; often a dowry is paid to the family. If she refuses, there are violent and abusive consequences. Legally, such unions would not be considered marriages because of the age and / or force involved.





			Physical assault / abuse


			Beating, punching, kicking, biting, etc. with or without weapons, often used in combination with other forms of GBV.





			Emotional / psychological abuse


			Verbal and non verbal abuse that is insulting, degrading, demeaning, controlling and cruel.





			Economic Abuse


			Denying basic expenses for family survival, not allowing women to have control over monetary resources, usually at the expense of the family.





			Confinement


			Isolating persons from friends/family or any outside contact, restricting movement





			Trafficking / slavery


			Selling and/ or trading in human beings for forced sexual or labour activity





			Discrimination / denial of opportunities and services


			Exclusion and denial of access to women and girls to basic services and rights, such as health care, education, employment, denial of property rights, etc.





			Honor killing / abuse


			Maiming or murdering a woman or girl as punishment for acts considered inappropriate for her gender that are believed to bring shame on the family or community.





			Infanticide


			Killing, withholding food, and /or neglecting female children because they are considered to be of lesser value in society.





			Structural discrimination


			Structural inequality caused by discriminatory laws and procedures that prevent women from exercising and enjoying civil and political rights.
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CCSDPT Sexual Abuse and Exploitation Allegation Tracking Sheet 



This tracking Sheet is an organizational tool designed to assist country directors CCSDPT agencies to internally monitor existing allegations against their staff members. The sheet should be updated every time an allegations is made against a staff member or the status of an existing allegation changes. The sheet can also be submitted to the CCSDPT PSAE Steering Committee for easy monitoring of SAE cases in CCSDPT operations by the Steering Committee. The sheet tracks SAE allegations can also be used to track other types of allegations such as harassment, theft, physical violence or any other violation of CCSDPT/organizational policy.  

						

		Case Number[footnoteRef:1]  [1:  If a numbering system exists already, please use it. If not, simply number in ascending order.] 


		Rape 

		Sexual Assault 

		Forced Marriage 

		Sexual Exploitation[footnoteRef:2]  [2:  This can include incidents such as paying for sex with a beneficiary; facilitating prostitution in camp, demanding sexual favors of beneficiaries, undeclared relationships with beneficiaries, or taking inappropriate pictures of beneficiaries. ] 


		Trafficking 

		Other [footnoteRef:3] [3:  This can include allegations which are not sexual in nature or which do not fall into the preceding categories. Brief information on the type of allegation should be provided here. ] 


		Perpetrator

(position)[footnoteRef:4]   [4:  If a perpetrator does not belong to the organization (Ex: Or Sorr or staff from another NGO), the case should still be recorded as it was reported to your organization.  If the perpetrator belongs to another organization, the organization’s name should be noted. ] 


		Victim(s) (gender and age)[footnoteRef:5]   [5:  Please also include ethnicity, religion, camp, section zone, or out of camp location. ] 


		Reported by/to (date):

		Referred to support services (Y/N) - type

		Date of Incident 

		Point person (s)

		Status[footnoteRef:6] [6:  When/if an investigation is completed, the outcome and date of any action taken should be recorded.  ] 




		

		

		

		

		

		

		

		

		

		

		

		

		

		 



		

		

		

		

		

		

		

		

		

		

		

		

		

		



		

		

		

		

		

		

		

		

		

		

		

		

		

		



		

		

		

		

		

		

		

		

		

		

		

		

		

		



		

		

		

		

		

		

		

		

		

		

		

		

		

		



		

		

		

		

		

		

		

		

		

		

		

		

		

		








