
Email

Suggestion /
complain box

Safe space,
Medical facility,
Protection desk

In-person
reporting to
aid worker

Other hotline/
SMS

Is the complaint
potentially about

PSEA?

Is the concerned
organization

known?

Refer to PSEA
Focal Point of

concerned
organization

Record using
standard  complaints

form
(PSEA FP)

Carry out
risk assessment

(PSEA FP)

Check status of
survivor access to 
 services through

GVB & CP pathways
(PSEA FP)

Referral within
organization for action/

investigation & feedback
to complainant/survivor

Is the complaint about corruption

Is the complaint about 
programmatic issues /

feedback?

Report to Protection Cluster/
GVB Referral Pathway

Refer to PSEA
network co-chairs

Record using
standard 

complaints
form

(PSEA Co-chairs)

Carry out
risk assessment

Complainant/

Survivor

The PSEA focal
points and coordinator

DO NOT carry out
an investigation or
gather evidence.
They collect the

information
necessary to fill
out the incident

report form

Mozambique - PSEA Referral Pathway

YES

Is the complaint about other
GBV or protection issues

NO

Can concerned organization
be identified & does it have the

capacity to respond?

Convene PSEA
network for

urgent meeting

Refer to PSEA
Focal Point of 

concerned
organization

YES TO
BOTH

NO TO
EITHER

Inform the
Complainant/

Survivor/ Legal
guardian of the next

steps (PSEA FP)

Explain the process
and manage

expectations e.g. referral of
the allegation for

follow-up and
potential investigation,

timeframes, and level of
anticipated feedback on
the status of the case

Is action
possible?

Launch independent
investigation &
feedback to 

omplainant/survivor

YES

Coordinate with
child

protection
advocates/

service providers
if child involved

YES

Transfer the feedback / complaint
to relevant Cluster / Sector

or agency (if identified)YES

Forward the allegation
to the designated unit within

the concerned agencyYES

NO

NO

Feedback to complainant/survivor

Feedback to complainant/survivor

Register in the
centralized

repository & provide
regular updates

to PSEA network

NO

(PSEA Co-chairs)

YES

Does the
concerned organization have

the capacity to respond
and investigate?

Check status of
survivor access to 
 services through

GVB & CP pathways
(PSEA Co-chairs)

Launch
preliminary inquiry

& feedback to
complainant/survivor

NO

YES

Is the complaint
potentially about

PSEA?

NO

Refer for
immediate
survivor
services

through GBV
& CP pathways

(recipient
of complaints)

Coordinate with
child

protection
advocates/

service providers
if child involved


