
Standard Operating Procedures
Inter-Agency Community Based Complaint Mechanism
Turkey-Cross-Border Humanitarian Response to Syria
Developed by Turkey-Based Cross-Border Inter-Agency PSEA Network

Acknowledgements

In 2016, the Inter-Agency Steering Committee (IASC) Principals endorsed the Global Standard Operating Procedures (SOPs) on Inter-agency Cooperation in Community-Based Complaint Mechanisms, drafted collaboratively by sixteen organizations as part of the IASC commitment to developing operational tools and clear guidance for the field on agency commitments and activities to protect against sexual exploitation and abuse. These SOPs and the definitions used in the document are the same as in the Global SOPs.

1. Introduction

These Standard Operating Procedures (SOPs) cover the roles and responsibilities on complaint handing allegations of sexual exploitation and abuse (SEA) within humanitarian organizations operating in the Turkey-based cross-border response for the Syria crisis that form the Turkey-Based Cross-Border Operation Protection from Sexual Exploitation and Abuse (PSEA) Inter-Agency Network (hereinafter referred to as the PSEA Network). The SOPs also define the information-sharing protocol between Network member organizations.

The SOPs guides the inter-agency community-based mechanism to receive complaints against actors from multiple organizations, and these complaints referred to the proper unit within each organization for follow-up. The mechanism will offer the beneficiary complainant (or even a staff complainant) the option of reporting SEA to an agency which does not itself employ the alleged perpetrator of the misconduct, reducing fear of reprisal. In addition, the referral system will also ensure that the complaint will arrive at the appropriate agency when a beneficiary cannot or does not distinguish which agency employs the offending staff member. It is important to note that these SOPs do not replace, but rather complement, the internal complaint handling procedures already in place within organizations.

2. Roles and Responsibilities

All humanitarian actors have individual PSEA responsibilities
 to:

· Maintain an environment free of SEA for vulnerable people and communities

· Reduce the risk of SEA in our areas of operation

· Report known or suspected SEA incidents following own organization’s internal complaint structure

All those involved in receiving and handling complaints, in referral and/or follow up for survivors of SEA, or in the oversight of the PSEA Network (i.e. the “Stakeholders”), hold additional collective responsibilities under global PSEA commitments.
 In the Turkey-based cross-border operation the stakeholders include: 

Deputy Regional Humanitarian Coordinator (DRHC) for the Syria Crisis: In line with existing PSEA responsibilities for Humanitarian Coordinators, the DRHC is responsible for ensuring the development of PSEA strategies and action plans in the Turkey-based cross-border operation, including the installation of complaint mechanisms, ensuring that survivors have access to appropriate immediate and longer-term assistance, ensuring the coordination of inter-agency allegation referrals, reporting regularly to the Emergency Relief Coordinator (ERC) on PSEA in relation to humanitarian operations, and including PSEA as a standing agenda item at the Humanitarian Liaison Group meetings.
Humanitarian Liaison Group (HLG): The HLG and heads of organizations are accountable for implementing PSEA and for ensuring that organizational processes and procedures supporting PSEA are in place, working effectively, and are monitored and reviewed. HLG members have the responsibility:    

a) To ensure that all staff within her/his agency read, understand, acknowledge, and adhere to her/his organizations internal SEA complaints handling procedures, including the institutional Code of Conduct, internal reporting mechanism, survivor assistance and support policy and procedures, and complaint management for staff. Staff involved in prevention of and response to SEA should in particular understand and sign a Code of Conduct (or similar) that adheres to international standards on PSEA as well as receive training on gender-based violence (GBV).

b) To raise SEA awareness among staff through induction trainings for new staff and refresher trainings for current staff on PSEA, the Code of Conduct, the importance of complying with SEA policies, and procedures to report incidents. 

c) To support PSEA focal points and ensure they have direct access to the head of office (sub-office and country office) and agency headquarters to execute their functions:  a. Ensure that both human resources and programmatic sides are engaged in PSEA; b. Ensure that the designated focal points are actively engaged in the inter-agency PSEA CBCM, and allotted the staff time to regularly participate in the PSEA Network meetings; c. Incorporate PSEA responsibilities into their performance evaluation reports. 

d) To promote agency adherence to SEA prevention procedures as outlined in the IASC PSEA CBCM Best Practices Guide, including but not limited to: a. Due diligence to prevent re-recruitment of offenders; b. Ensuring that victim assistance services are provided; c. Forestalling retaliation for whistleblowing on SEA allegations; and d. Requiring adherence to PSEA clauses in cooperative agreements. 

e) To raise the PSEA awareness and capacity of implementing partners (IPs) including contractors and volunteers, from the moment they are selected, including but not limited to: a. Ensure that IPs have a clear understanding of what SEA means and what their duties and responsibilities are in preventing and reporting cases; b. Encourage IPs to engage with the CBCM and create/strengthen their own PSEA policies; and c. Include IPs in PSEA trainings, as much as possible, to ensure adherence and commitment to PSEA. 
A Head-of-Office Group on PSEA with wide representation from across the response should serve as an advisory group to the DRHC and the HLG. While the HLG will exercise oversight and make high-level decisions related to PSEA in the response, the HoO Group can deliberate on operational and tactical issues to reach consensus, while keeping the HLG abreast and advising them on a regular basis.
The Whole of Syria (WoS) PSEA Coordinator is responsible for the overall management and coordination of the PSEA programme for the Syria response. Based in Amman/Damascus and reporting directly to the Regional Humanitarian Coordinator, the WoS PSEA Coordinator will maintain a comprehensive record on SEA incidents and referrals using the Common Reporting Platform (CRP).
 The WoS PSEA Coordinator will provide regular reports on PSEA activities and trends analysis of anonymized data on reported SEA cases to the RHC for the Syria Crisis, the DRHC, and the Humanitarian Coordinator in Syria who will, within the existing humanitarian reporting framework, provide annual updates to the Emergency Relief Coordinator (ERC).

PSEA Focal Persons: Focal Persons are appointed from within the PSEA Network member organizations and represent their agency in PSEA activities. Focal Persons responsibilities are to:

· Advocate and work with their Head of Office to strengthen PSEA structures and practices in their own organization.

· Report to the PSEA Coordinator on progress in implementing activities under the PSEA Network Work Plan, e.g., support in setting up complaint channels, awareness campaigns, trainings, mapping activities, and monitoring of complaints.

· Ensure that all allegations are referred to the appropriate unit within their organizations for investigation;

· Receive complaints from any source and report them according to these SOPs;
· Immediately refer complainants to existing survivor assistance mechanisms in line with GBV referral pathways so that they may receive the medical, psychosocial, and material support they need, or directly assist complainants to access immediate medical assistance and safety measures where needed. If GBV pathways are not in place, the PSEA Focal Person should coordinate with the GBV sub-cluster to facilitate access to such support as identified in UN General Assembly Resolution 62/214 (see Annex 7).

· Report back to their organizations on PSEA progress and knowledge gained from working with the Turkey-Based Cross-Border Operation PSEA Network.

· Additional responsibilities as defined in the PSEA Focal Persons’ TORs and as deemed necessary by the DRHC.

PSEA Coordinator: The PSEA Coordinator for the Turkey-based cross-border operation initiates, oversees, and coordinates PSEA activities from the Gaziantep hub. She/he advocates for high-level commitment and reports on PSEA progress and challenges to the DRHC to ensure the PSEA Network’s activities are understood and supported. The PSEA Coordinator is neutral, acting on behalf of the PSEA Network regardless of her/his employing agency. The PSEA Coordinator liaises between organizations and with external stakeholders, convenes regular PSEA Network focal persons’ meetings, offers support with training and awareness-raising, and generally keeps PSEA momentum moving forward. 

3. Principles and Practices

When any allegation is made to an agency or to the PSEA Network, all stakeholders agree to uphold the principles
 of:

Survivor-Centered Approach: A survivor-centered approach means that the rights, needs, and wishes of the survivor is prioritized. The survivor has a right to be treated with dignity and respect, choose the course of action in dealing with the sexual exploitation, abuse and violence, and receive comprehensive information to help her/him make their own decision instead of being told what to do.

Reporting SEA is mandatory for all staff of the PSEA Network member organizations. However, this obligation may in practice conflict with the right of the survivor to choose how she/he would like to address a SEA incident. This potential conflict will need to be resolved on a case-by-case basis, balancing both the rights of the survivor and the safety of the broader community, and based on the internal policies of the relevant agency. Regardless, the staff member receiving the information should inform the survivor of their mandate to report on SEA, on confidentiality procedures in place, and what she/he can expect from the complaint handling process in order for her/him to make an informed decision and to manage expectations.

Confidentiality: All SEA-related information will be kept confidential, identities will be protected, and the personal information on survivors/complainants shall be collected and shared only with the informed consent of the person concerned.
Where physical records are kept, documents will be stored safely to prevent accidental disclosures. Electronic databases or files used to record and track case information will have restricted access. Complainants will be made aware of confidentiality procedures, including the persons that will be involved in the case processing, and shall give their explicit informed consent to proceed with recording the complaint. Where the survivor gives such consent, only pertinent and relevant information shall be shared with others for the purpose of helping the survivor, such as referring for services, or for investigation. 

Transparency: To facilitate transparency, holistic monitoring of SEA, and better-informed programming to mitigate SEA, organizations receiving internal SEA complaints should be encouraged to share an anonymized complaint record with the PSEA Coordinator for data tracking (see Section 5). 
Accessibility: To make the complaint channels accessible to the largest possible number of people, the PSEA Network through its member agencies will identify and implement complaint channels that are both culturally and context-appropriate, based on continued consultations with the affected communities. To facilitate reporting and avoid stigmatization of the complainant(s), anonymous reports shall be treated with the same seriousness as other cases.
Partnership: All actors participating in the PSEA Network agree to cooperate and assist each other to the fullest extent in preventing and responding to SEA. Organizations and the PSEA Network will receive complaints in good faith and respond in a timely manner.
Special Considerations for Children: The above principles and practices also apply to children, including the right to participate in decisions that will affect them under the survivor-centered approach. If a decision is taken on behalf of a child, the best interests of the child shall be the overriding factor. 

Do No Harm
Special Considerations for gender-specific needs
4. Complaint Referral Procedures
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It is the responsibility of all PSEA Network member organizations to ensure that a safe, confidential, transparent, and accessible complaints system is established and explained to stakeholders so that all potential complainants know where and how to submit a complaint. Beneficiaries must understand their right to free humanitarian assistance, their right to complain, and how they can bring a complaint in the manner most comfortable to them. Humanitarian workers, in turn, must understand what SEA is, the role of the PSEA Network and how to bring an inter-agency complaint, and the SEA reporting procedures of their own organization. The activities will be implemented following good practices and global commitments, and are outlined in the PSEA Network Work Plan.

The following interagency referral mechanism process is established to receive allegations, to refer survivors for immediate assistance, and to assess and refer all complaints to responsible organization for further action, including investigation and other follow up.
4.1 Receiving Complaints

4.1.1 Complaints from the Affected Community

SEA complaints will come to the PSEA Network from multiple sources to ensure that all survivors and witnesses have access to complaint channels. Under the PSEA Network Work Plan, where complaint mechanisms already exist in northern Syria,
 the PSEA Network will ensure that staff operating them are trained in PSEA, GBV and data confidentiality; and understand the referral steps laid out in these SOPs. Where mapping reveals that barriers to reporting exist, the PSEA Network will work with member organizations and relevant clusters to establish new mechanisms to fill those gaps. 

The staff person receiving the complaint, heretofore referred to as the intaker of the complaint, shall respect the wishes, choices, rights, and dignity of the complainant.  The staff person shall establish a comfortable, respectful and empowering environment for the complainant, and offer information on all existing reporting channels and mechanisms and lay out for the complainant what to expect after making a complaint, so that the complainant can make an informed decision to make the report. It is important that the intaker of the complaint clearly lays out the SEA referral process and their own mandatory obligation to report the case, before the survivor reveals the details of their complaint to ensure that the informed consent of the complainant has been obtained. 
If the intaker of the complaint is unable to determine whether a complaint is a SEA complaint or not, the intaker of the complaint will immediately refer the complaint to the PSEA Coordinator for review.

It is not the responsibility of the staff member to determine whether or not a complaint is true or not or whether there is sufficient information for an investigation. It is her/his responsibility to gather the relevant information from the complainant, refer them for immediate assistance and ensure that the allegation is referred to the employing agency of the alleged perpetrator for investigation and follow up, in line with the process outlined in these SOPs.
The names of all parties to a complaint are confidential. The identity of the alleged offender shall be protected out of consideration of due process, fear of retaliation, and presumption of innocence. The name of the survivor, or complainant if different from the survivor, shall not be released to the alleged offender without the survivor’s consent. The PSEA Network will not have access to such information and only anonymous data/information can be shared. 
4.1.2 Reports by Humanitarian Workers

In recognition of the UN’s zero-tolerance policy for SEA, the Secretary General’s Bulletin on SEA and related organizational policies oblige staff and implementing partners to promptly report all concerns or suspicions of SEA by fellow workers using established reporting mechanisms, whether or not the alleged perpetrator is from the same agency. Reports must be made in good faith and reporting personnel should be reassured that no action will be taken against any worker who makes such a report in good faith, even if the allegation proves unfounded upon investigation
. However, if a staff person knowingly and willfully reports false or malicious information regarding another staff person, such false reports shall be dealt with according to the respective organization’s policies and procedures.

A humanitarian worker may use any of the reporting channels available to the affected population, but the main point of contact should be the established reporting channels of his/her agency. Whether the allegation is against 1) a co-worker in the same agency, or 2) against staff of another agency, the reporting procedure will remain in line with the internal procedures of the staff member’s own agency. In most cases this will involve reporting the allegation through the staff member’s internal complaints system. If the alleged offender is employed by another agency, the designated SEA investigation unit of the reporting staff member’s agency will forward the complaint to the appropriate agency. In this case, as the complaint is not being referred to the PSEA Coordinator, and therefore the anonymized data should be shared with the PSEA Coordinator for tracking purposes. This process will serve to streamline reporting, minimize the number of persons with access to sensitive information, and avoid inadvertent leaks at the field level. Given that this process bypasses the complaint review by the PSEA Coordinator, it is highly recommended that the investigating agency notify the PSEA Coordinator for data tracking purposes. The PSEA Coordinator will engage with global PSEA advocates to promote that investigation units share such anonymized information.

If a humanitarian worker genuinely believes that the primary reporting route of his/her agency is compromised, or that she/he would be victimized or she/he has no confidence in the local management structure, then a report of SEA should be raised directly with a senior manager or PSEA Focal Person at the regional or headquarters level of the concerned organization (i.e. the organization employing the alleged offender). In exceptional circumstances, for example if the staff member’s access to the PSEA Network is compromised, she/he may bring the complaint to the Focal Person of another member organization or the PSEA Coordinator in order to make an anonymous complaint via the PSEA Network.

Protocols on confidentiality and informed consent, according to the legal framework of each member organization and these SOPs, must be maintained for complaints made by humanitarian workers as they would for any other complaint.

4.2 Processing Complaints

The PSEA Coordinator will assess all complaints brought to the PSEA Network under strict conditions of confidentiality, and within 48 hours of receiving them, to determine the nature of the complaint and the level of sensitivity/priority. The PSEA Coordinator, as the person designated to assess complaints, must sign confidentiality undertakings. When the PSEA Coordinator is on leave or leaves her/his position, complaints will be assessed and referred by designated focal persons or representatives in the PSEA Network so that complaints are not left waiting for review. 

All complaints will be assessed in order to identify those that allege misconduct falling within the scope of SEA. This assessment is not in any way an investigative procedure. The role of the PSEA Coordinator is not to substantiate a claim or determine whether there is sufficient basis for investigation, but only to determine if the complaint potentially constitutes an SEA allegation, determine if other legal frameworks are implicated, and to refer the survivor to appropriate assistance services. The PSEA Coordinator will also immediately inform and engage the support of the WoS PSEA Coordinator in the review process; however, in cases where this would cause delay or render the 48 hour deadline difficult to meet, the PSEA Coordinator shall proceed with the referral.
4.2.1 Referrals for immediate assistance

Gender Based Violence (GBV) Services: The PSEA Network is committed to working with the GBV sub-cluster and relevant organizations to ensure that SEA survivors have access to appropriate GBV services. While SEA survivors have distinct needs stemming from the fact that members of the humanitarian community committed the abuse and/or exploitation, SEA is a form of GBV and therefore survivor needs are similar to survivors of other forms of GBV.
 For this reason, when any actor in the Turkey-based cross-border operation receives an allegation of abuse and/or exploitation she/he will immediately contact the relevant GBV Case Management Focal Point (“GBV Referral Focal Point”) at district level, according to the GBV referral guidelines.
 If there is no appropriate GBV Focal Point in the incident location, or there is any reason to believe that following the GBV referral system would be unsafe, the PSEA Coordinator will refer the case to the GBV Focal Point in the nearest geographical area, according to the best interests and the informed consent of the survivor. Within 48 hours of receiving the referral from the PSEA Coordinator or any other actor, the GBV Focal Point will provide a “Yes”/”No” written verification that service referrals were conducted and this response will be recorded by the PSEA Coordinator. Any additional information regarding the service referral (name, location, type of care provider, etc.) will be provided under the condition that the survivor has provided documented consent to share this information with the PSEA Network. 
All SEA survivors/complainants are entitled to a needs assessment. Assistance to the survivor is not dependent on the allegation referral, but is provided independently and as early as possible in line with the victims’ assistance mechanism established by the United Nations Comprehensive Strategy on Assistance and Support to Victims of Sexual Exploitation and Abuse by United Nations Staff and Related Personnel. This right should be made clear to the survivor. An individualized needs assessment conducted by the GBV Focal Point shall determine the immediate medical, psychosocial, safety and security, and legal needs of each SEA survivor. This assessment is entirely independent from any administrative action concerning the complaint, including both referral for investigation and the outcome of any initiated case. Complainants who are not alleged survivors, including whistleblowers, may also require a physical security assessment and other safeguards to protect their interests. This can be carried out by the PSEA Coordinator or a delegated member of the CBCM in consultation with the relevant service providers.
 

If for any reason the PSEA Coordinator receives a complaint where waiting for a needs assessment would cause harm to the survivor – e.g. at hour 70 on a sexual violence complaint – the PSEA Coordinator will immediately refer the survivor to a health facility that handles Clinical Management of Rape (CMR), while at the same time following the GBV referral steps and informing the relevant GBV Focal Point of the additional referral. 

Special considerations for child survivors: When the survivor and/or complainant is under the age of 18, – the PSEA Coordinator will immediately refer the survivor to a health facility that handles Clinical Management of Rape (CMR), while at the same time following the GBV referral steps and informing the relevant GBV Focal Point of the additional referral and follow the existing child protection protocols. 

4.2.2 Referrals for investigation and follow up

The following outlines the steps that SEA complaints brought to the PSEA Network will follow under different circumstances:

The agency employing the alleged offender is known: The in-taker of the complaint (be it the PSEA Focal Point, the PSEA Coordinator, or another humanitarian worker managing a complaint and feedback mechanism) will directly refer all SEA complaints to the unit responsible for receiving SEA complaints within the agency/ organization where the alleged offender is employed. This is the procedure regardless of whether the alleged offender is identifiable or not. The referred complaint shall include all the known information that could assist the agency to identify the staff member. It is not the role of the in-taker of complaints to dismiss allegations, request field inquiries, or prevent the transmission of the complaint to the relevant agency. For effective referral to the concerned agency for potential investigation and follow-up, these SOPs include the contact information for the relevant staff in each member agency/ organization that have endorsed these SOPs (see Annex).
The survivor’s identity is unknown: When the survivor’s identity is unknown, for various reasons (e.g. the case is reported by a third party who does not know the identity of the survivor, or the complaint is made anonymously), allegation referrals will still be made to the appropriate unit in the concerned organization to determine if administrative follow-up or investigation is advisable. The agency may determine if an investigation will be initiated according to its internal investigation policies if sufficient evidence has been provided and/or independent corroborating evidence on the allegation exists. 
The relevant agency is unknown by the complainant, but the complainant/survivor is known: If the complainant/ survivor is known, but the identity of the alleged offender or his/her employing agency is not known, then the PSEA Coordinator or PSEA Focal Point will interview the survivor in order to solicit more details about the allegation, keeping the best interests of the survivor as a priority and the need to minimize interviews in order to avoid re-traumatization and potential contamination of evidence.
 The complainant/survivor, the alleged perpetrator and the relevant agency are unknown (“rumours”): If neither the complainant, the survivor, nor the identity of the alleged offender nor his/her employing agency is known, then the intaker of the complaint (including with the assistance of the PSEA Coordinator)may coordinate with the relevant lead organization covering that area of Syria (if known) to conduct a preliminary assessment to discover any identifying information that would make referral possible. Whether or not the preliminary assessment leads to referable information, the PSEA Network will follow up on the SEA “rumour” with prevention activities. The PSEA Network will use the known information in the unsubstantiated allegation (e.g. location, survivor demographics, distribution or activity context) to target for risk assessment, including aid distribution conditions, risks due to the situational or logistical context, and potential gaps in staff PSEA sensitization. Depending on existing community engagement activities in the relevant area, the PSEA Network may also work with the Inter-Agency Cluster Coordination Group to increase and/or modify community messaging on PSEA.

The organization employing the alleged offender is an implementing partner of the UN: When the organization is an implementing partner of a UN agency, the UN agency must ensure that the allegation is responded to fully and effectively.
 At the same time the intaker of the complaint (including with the assistance of the PSEA Coordinator if needed) will refer the complaint to the implementing partner – without disclosing the identity of the complainant – and will also notify the partnering UN agency that the referral was made so that the agency can work with the partner to determine if support is needed. When the relevant organization is partner to multiple UN organizations, the notification will be made to the UN agency that is most relevant to the alleged SEA incident context. In other cases, such as where the implementing partner of an NGO is the concerned agency, the same principle will apply if a policy to this effect is in place between the NGO and its implementing partner.
The maximum processing time for a complaint before referral to the concerned agency will be as soon as reasonably possible, and no later than 48 hours from the time the intaker of the complaint receives the complaint. As a matter of due diligence to ensure that the allegation is properly referred and received by the appropriate unit in the concerned agency, the intaker of the complaint will request confirmation that the allegation has been received. The concerned agency should send a standard notification within two working days to the intaker of the complaint stating that the complaint was received (specifying the date), and that no further action is required from the intaker.
 This confirmation should not be confused with feedback to the PSEA Network on the case status, or with agency feedback to the complainant/survivor, which are also encouraged and shall be done in compliance with agency policies.

4.2.3 Identifying additional referrals

Given the nature of SEA and the context of the conflict in Syria, an incident of SEA may not be an isolated incident, and additional referral and case monitoring systems may be needed. This is why all intakers of complaints should provide anonymized data to the PSEA Coordinator for effective tracking. The PSEA Coordinator can assess the fact pattern of each complaint and where necessary make referrals – with the survivor’s consent - to the relevant bodies that monitor criminal activity, violations of international law, etc.
4.2.4 Transferring non-SEA complaints

Complaints will reach the PSEA Network that do not fall under the SEA definition. For the affected population to have faith in the PSEA Network, all complaints reported to it must be properly followed up on, not just those alleging SEA. A complaint that relates to a humanitarian assistance provision issue (e.g. lack of WASH facilities, poor shelter repair, inequitable food distributions, etc.) will be recorded and transferred directly to the relevant agency (if known) or the relevant Cluster Co-Leads for identification and transfer to the relevant agency. Transfers of non-SEA complaints will also be made in a timely manner, and the complainant will be informed that any requested feedback (to “close the loop”) will be the responsibility of the agency or Cluster taking the referral of the complaint, and cannot be guaranteed by the PSEA Network. 
Protection: When a non-SEA complaint received by the PSEA Network raises protection implications, the intaker of complaint will refer the complaint to the identified Focal Point responsible for protection in that area, following the Protection Referral Pathways.

4.3 Follow up by the Concerned Agency after Referral

Once a SEA complaint has been referred to the relevant agency/organization, the PSEA Coordinator and/or Network will only monitor progress and provide assistance if requested by the organization(s) involved. Further proactive steps (i.e. investigation and potential disciplinary action) are the internal responsibility of the concerned agency/organization in line with the internal procedures of that agency. The PSEA Network does not investigate complaints.

PSEA Network member organizations commit to actively responding to all SEA allegations referred by the Network and through their internal reporting channels, and to conducting SEA investigations following international principles and standards. For organizations outside the PSEA Network that lack the capacity to investigate internally, and who do not have a partnership agreement with a UN agency that can support an investigation, the PSEA Network shall remain available to assist in locating investigation support upon request from the concerned agency. Under the Work Plan, the PSEA Network will advocate that organizations without SEA response capacity reach out to others that can provide investigative support to build capacity as a proactive measure (i.e. not awaiting their first SEA allegation), and can assist the organization through the process. In addition, if upon receipt of an allegation an organization believes it does not have current capacity to appropriately investigate, the Network may link the organization to existing rosters of deployable SEA investigators.

4.4. Feedback to Survivors and Complainants

The complainant and the survivor (if separate) have an interest in receiving feedback on the case filed on their behalf. The PSEA Network and the relevant agency will coordinate to keep relevant parties informed of the status of a filed complaint. The investigating agency, or the PSEA Network (through the PSEA Coordinator) upon agency request, shall be responsible for notifying the complainant (and if separate, the survivor) in a safe and ethical manner acceptable to the recipient, of the status and outcome of the investigation in accordance with the agency’s internal protocols. If the agency determines, on receipt of the complaint, that an investigation is not warranted or there is insufficient information to proceed, this feedback will also be provided if shared by the organization. Timely and thorough feedback on complaints is integral to building trust and buy-in for the PSEA Network within affected communities, and the Network should advocate that the investigating agency share regular, anonymized case status updates with the complainant/ survivor and/or with the PSEA Network.

The Network shall remain accessible to the complainant or survivor to answer questions as needed, but must be careful to manage expectations by clearly explaining that any feedback the PSEA Network can give is dependent upon the information that the investigating agency chooses to share. The level of detail provided to relevant parties will vary according to investigating agency’s internal procedures. If the survivor declines further contact in the form of feedback, the PSEA Network will respect this wish and share this information with the concerned agency.

The alleged offender also has an interest in the complaint filed against him/her, but this is not the responsibility of the PSEA Network or any agency PSEA Focal Person. Informing the implicated staff member is the responsibility of the investigating agency in line with internal policies. 

5. Monitoring and Reporting on Case Handling

Systematic monitoring and evaluation of the PSEA Network’s complaint procedures and practices is key to:
· Assessing whether the referral steps are working and properly adapted to the local context
· Looking at lessons learned

· Making improvements to the complaint channels and procedures
Monitoring and evaluation data will come from consultations with communities e.g. satisfaction surveys, Knowledge, Attitudes, Practices (KAP) surveys, etc., and statistical analysis of complaints referred through the PSEA Network. Monitored data shall include information that can be used to measure the effectiveness of the PSEA Network’s practices, including but not limited to the frequency of reporting over time and in relation to awareness raising activities, the assistance being provided to survivors, and whether the PSEA Network is maintaining the timeframes included in these SOPs.

The PSEA Coordinator will build relationships and advocate for increased information sharing from organizations’ units responsible for internally handling SEA to the PSEA Network so that the Network can build a complete understanding of SEA trends.

All data on complaints received should be desegregated by:
· Sex

· Age group

· Types of complaint
· Any other relevant factors for useful analysis and targeted response, but never so much that a particular complainant/survivor could be identified

The PSEA Coordinator is responsible for ensuring that there is regular compilation and reporting of non-identifying SEA incident data to the DRHC who should take it to the HLG, and the PSEA Network members are responsible for ensuring they are providing anonymized data to the PSEA Coordinator on an ongoing and consistent basis Given the multi-agency membership of the PSEA Network and the complexities of the cross-border operation, reports will be standardized to enable hub-level – and eventually regional – data comparisons. The PSEA Network recognizes that without consistent and comprehensive data it is simply not possible to gain a full picture of the prevalence of SEA, establish a baseline from which to measure the impact of different types of interventions, nor effectively spot alarming trends, particularly with on-going conflict in “hard to reach” areas. Anonymous incident data shall be shared – with survivor’s consent - with the RHC, the DHRC, the HLG, the Syria Strategic Steering Group (SSG), and relevant IASC and UN bodies focused on PSEA, so that they are all apprised of current SEA trends.

In order to have accurate data to report, and to enable the PSEA Network to have a comprehensive understanding of SEA in the Turkey-based cross-border operation to improve its prevention and response activities, member organizations’ investigative units and PSEA Focal Points are strongly encouraged to share with the PSEA Network statistics on all SEA cases reported to them, and any disciplinary measures taken, whether or not the complaint was initially received through the PSEA Network. To the extent possible and in coordination with internal investigative policies and procedures, organizations are encouraged to provide the following information to the PSEA Network:

· The date when the complaint was received by the organization’s investigative unit

· When/whether an investigation commenced or the information in the complaint was determined insufficient for an investigation to proceed

· The date the investigation concluded

· The outcome of the investigation

· When/whether the outcome (or any information) was provided to the survivor/complainant

Annexes
1. GBV Sub-Cluster Referral Pathways 

2. Contact list of SEA investigating units (UN, INGOs and Syrian NGOs)

3. SGB on protection against retaliation for reporting misconduct and for cooperating with duly authorized audits or investigation ST/SGB/2017/2/Rev.1 

4. United Nations Comprehensive Strategy on Assistance and Support to Victims of Sexual Exploitation and Abuse by United Nations Staff and Related Personnel A/RES/62/214
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� https://interagencystandingcommittee.org/system/files/psea-global_standard_operating_procedures_june_2016.pdf.


� See the UN Secretary-General’s Bulletin on protection from sexual exploitation and abuse (PSEA) (� HYPERLINK "http://daccess-dds-ny.un.org/doc/UNDOC/GEN/N03/550/40/PDF/N0355040.pdf?OpenElement" \t "_blank" �ST/SGB/2003/13�).


� See e.g. pp7-10 of the Global SOPs on inter-agency coordination in CBCMs.


� The Common Reporting Platform (CRP) is a database created and administered by IOM under the IASC Pilot Project to record and track complaints received, survivor referrals to assistance service providers, SEA allegation referrals to investigation units, and feedback to survivors. The CRP allows a CBCM to standardize its data collection, organize cases, and update them as new information arises. The CRP also monitors awareness-raising activities for both staff and members of the affected population and records information collected on their impact on knowledge and behavioral change.


� Full details on what each principle means in the context of SEA complaint referrals is included in the Global SOPs, Section 3.


� � HYPERLINK "http://www.endvawnow.org/en/articles/652-survivor-centred-approach.html" �http://www.endvawnow.org/en/articles/652-survivor-centred-approach.html�.


� Current channels appropriate to receive SEA complaints include health facilities, dedicated mobile numbers, agency PSEA Focal Persons, community-based protection units, and other initiatives established by UN implementing partners and other NGOs. 


� Under the Secretary-General’s Bulletin on protection against retaliation (� HYPERLINK "http://www.un.org/en/ga/search/view_doc.asp?symbol=ST/SGB/2017/2/Rev.1" �ST/SGB/2017/2/Rev.1�) the Ethics Office protects staff from being punished for reporting misconduct or for cooperating with an official audit or investigation. This is commonly known as "whistleblower protection." http://www.un.org/en/ga/search/view_doc.asp?symbol=ST/SGB/2017/2/Rev.1


� For more on the particular needs of, and the minimum services owed to, SEA survivors see the IASC Best Practice Guide Section D, Ch.1, “Ensuring quick and appropriate assistance to complainants and victims”.


� The current list of identified GBV Case Management Focal Points is annexed to these SOPs, is based on existing GBV referral pathways, and will be updated as the list changes over time.


� See the Global Standard Operating Procedures on Inter-Agency Cooperation in CBCMs, Annex 3, page 25.


� UN Protocol on SEA Allegations involving Implementing Partners (2018).


� This practice of notification has already been endorsed by the IASC Principals and 16 agency heads in the Global SOPs. 


� The list of Protection Focal Points is annexed to these SOPs.


� Organizations that maintain rosters of deployable SEA investigation experts are CHS Alliance and Justice Rapid Response.


� The Global SOPs (Section 4.3.3) encourage but do not require agency HQs to share anonymous case status updates with a PSEA Network.
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