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Complaint - Hotline Standard Operating Procedures

	Categories
	Code
	Steps to follow on the phone
	Examples
	To avoid
	Next step

	Request for information from a beneficiary
	1
	1. Thanks the person for the call
2. Fill in the CRMS Application
3. Provide the requested information
(Make sure that the person in charge of the hotline is up-to-date regarding the ongoing activities)
	a. Place/time of the next distribution
b. Targeting criteria or activities conducted by SCL in his area.
c. Quantity of NFI distributed by SCL
d. External referral (Organization on charge and exact phone number)
	1. Do not provide incorrect or inaccurate information
2. Do not share contacts of SCL staff 
3. Do not make promises

4. Do not create false hopes


	In case, Information is not available, assign to Field Office Sector FP.

	Request for assistance from a beneficiary (targeted or potential)
	2
	1. Thanks the person for the call

2. Fill in the CRMS Application

3. Gather general information
4. Provide basic information about SCL activities
          * Type of activity
          * Area of intervention
          * Targeting methodology 
          * Duration of the projects
5. All internal complaint / referral cases must be closed within 15 days. 
	a. Request to be included in the beneficiary list
b. Information about the arrival of newcomers

c. Information about education, food assistance, shelter, wash, cash, child protection
d. Referral of cases
e. Request for information on beneficiary selection criteria
f. Changes in the HH situation (number of members, phone number, address, etc…)
	1. Never raise your voice

2. Do not make promises
3. Do not create false hopes

4. Do not communicate false information or information difficult to verify

5. Do not refer the beneficiary to another organization

6. Never ask a beneficiary to no longer call SCL
	Assign the case to FO sector FP

	Minor dissatisfaction with activities
	3
	1. Thanks the person for the call

2. Fill in the CRMS Application

3. Inform the person calling that his problem will be discussed and that a feedback will be given back to him. 
4. All internal complaints / referral cases must be closed within 15 days.
	a. Some NFI were not distributed
b. Some NFI were not in sufficient quantity
c. Absent when the outreach team surveyed the village/ITS/shelter
d. Issue with the amount transferred
	1. Never raise your voice

2. Do not make promises

3. Do not create false hopes

4. Do not communicate false information or information difficult to verify

5. Do not refer the beneficiary to another organization

6. Never ask a beneficiary to no longer call SCL

	Assign the case to Field Area Manager or answer directly if the answer is known.

	Major dissatisfaction with activities 

	4
	1. Thanks the person for the call

2. Fill in the CRMS Application

3. Inform the person calling that his problem will be discussed and that a feedback will be given back to him.
4. All internal referral cases must be closed within 15 days.
	a. Issues about our programme approach
b. Gross favoritism towards a beneficiary or a category of beneficiary - beneficiary selection issues
c. Brutal change in the quantity of item distributed - poor quality items
d. Sudden elimination or modification of the list of beneficiaries by members of the SCL team

e. Security - Safety of children/adults being put at risk, etc)
	1. Never raise your voice

2. Do not make promises

3. Do not create false hopes

4. Do not communicate false information or information difficult to verify

5. Do not refer the beneficiary to another organization

6. Never ask a beneficiary to no longer call SI
	Assign case to MEAL Director
If security issue, assign to Risk Mgt Director

	Breaches of Save the Children’s Code of Conduct and/or Child Safeguarding Policy (e.g. 

	5
	a. Thanks the person for the call

b. Fill in the CRMS Application

c. Inform the person calling that his problem will be discussed and that a feedback will be given back to him.
	Allegations of inappropriate behavior or misconduct by SC or partner staff or representatives including fraud, theft, corruption (e.g., misappropriation of goods, requests for payment), or verbal, physical or sexual abuse, sexual exploitation of beneficiaries, behavior which could be perceived to be abusive such as spending too much time alone with a child with whom we are working etc)
a. Insults from a member of SCL
b. Intimidation by a member of the SCL team

c. Blackmail, threat, attempted extortion (by a member of SCL or any other stakeholder)
d. Imposing a "tax" not justified by the local authorities, community members, or by the SCL team to receive assistance
e. Large-scale organized extortion by people from the same neighborhood

f. Large-scale embezzlement 
g. Request favors of any kind in exchange of assistance (or to be admitted to the list of beneficiaries)

h. Other cases of corruption / fraud

i. Other inappropriate behavior or other situations of abuse of power by the SCL team.
j. Clear threats on SCL staff or organization

	1. Never raise your voice

2. Do not make promises

3. Do not create false hopes

4. Do not communicate false information or information difficult to verify

5. Do not refer the beneficiary to another organization

6. Never ask a beneficiary to no longer call SCL
For Threats:

1. Do not argue in such complaints 

2. Politely refuse to entertain such responses. 


	For breach of CoC or CSP, assign case to CSP CO FP.
For Fraud, assign case to Fraud FP.

For Threats, assign case to Risk Mgt Director

	Allegations of child abuse or sexual exploitation of beneficiaries by  non-Save the Children staff or representatives, 

	6
	a. Thanks the person for the call

b. Fill in the CRMS Application

Inform the person calling that his problem will be discussed and that a feedback will be given back to him.
	Allegations of child abuse or sexual exploitation of beneficiaries by  non-Save the Children staff or representatives
a. Allegations of child abuse

b. sexual exploitation of beneficiaries
	a. Never raise your voice

b. Do not make promises

c. Do not create false hopes

d. Do not communicate false information or information difficult to verify

e. Do not refer the beneficiary to another organization

f. Never ask a beneficiary to no longer call SCL

	Assign case to Country Director
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