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I. BCTYII

1.1.  BJIATOAIMHA  OPTAHIBALIAI
«BJIATOAIMHUM ®OHJT TIM4IOA» (mamami —
«TEAM4UA» a6o
BpaSJII/IBI/IM prHaM HaCCJICHHA, 30erMa HIJIAXOM

«DoHI1») Hagae JIONOMOTY

peamizallii TyMaHITapHUX, OCBITHIX, COMIAJILHUX Ta
IHIMX mnporpaM. EQeKxTHBHICTh L€l ISIBHOCTI
3a0e3Meuy€eThCsl HE JIMIIE SKICTIO TOCHYT, aje
MOCTIMHUM ypaxyBaHHSAM TIOTpeO, HOCBiAy Ta
3BOPOTHOTO  3B’si3Ky  Bim  OeHedimiapiB 1
3alliKaBJICHUX CTOPIH.

1.2. TlomiThka moa0 MiA3BITHOCTI TpoMaii
Ta 3BOPOTHOTO 3B’ 513Ky (mani — [lonmiTHka) BU3HaUae
€NMHUN minxin no B3aemonii 3 OeHedimiapamu,
rpoMajiaMH,

IapTHEpaMu 71 JIOHOpaMHU,

COpsIMOBaHMM Ha  3a0e3MeueHHs  BIJKPUTOCTI,
MPO30pPOCTI Ta BIAMOBIAAIBHOTO pearyBaHHS Ha
3BEpHEHHS 1 CKapry.

1.3. IlpauiBauku TEAMA4UA Bigirpaiotsh
KJIFOYOBY poJib Y (popmyBanHi 1oBipu 10 Ponmy. Ll
[TonmiThka BCTAHOBIIOE YiTKI MpaBuia poOOTH 3i
Ta  OpiEHTUpPHU €TUYHOI,

3BCPHCHHAMU JIIs

BIAMOBiZaNbHOI  Ta  TpOQeciiiHOl  MOBENiHKH

npauiBHUKIB QOHTY Y TOBCAKACHHIN JISUTBHOCTI.

I1. 3BATAJIBHI ITOJIOXKEHHSA

2.1. Meta T1a 3aBaanus IoaiTuku

2.1.1.
BIJIKDUTOTO,  IPO30POT0
OiAXoAy y  AiSUIBHOCTI

Metorw Ilonituku € 3a0e3meyeHHs
Ta  BIANOBIZAJIBHOTO
TEAM4UA muiaxoM
CHUCTEMHOTO BpaxyBaHHA MOTpeO, OdiKyBaHb Ta
BiATYKiB OeHedimiapiB, rpomMaj i mapTHEPIB 3 METOIO
MIiBUIICHHS SKOCTI TYMaHITApPHOTO pearyBaHHS Ta
3MIiITHEHHS JOBipH 10 DOoHIY.

2.1.2. [lomituka mepeadadae yMOBH, 3a SKUX

HagaHHA 3BOPOTHOTO 3B ’HBKy Ta CKapr €
AOCTYIIHUM, ix pos3rigay —  CBO€YACHUM 1
HCYIICPCAKCHUM, a pe3yJIbTaTnu —
HpOaHaJIi3OBaHI/IMI/I Ta BUKOPUCTAHUMU JJIA

MOKPAIIEHHS SKOCTI MPOrpaM, MiABUIICHHS OBipH
Ta BiAnoBinagbHOCTI DOHY.

I. INTRODUCTION

1.1. CHARITABLE ORGANISATION
“CHARITY FUND TEAM4UA” (hereinafter
referred to as TEAM4UA or the ‘Fund’) assists
vulnerable groups of the population, in particular
through the
educational,

implementation of humanitarian,
social, and other programs. The
effectiveness of these activities is ensured not only
by the quality of the services but also by the
constant consideration of the needs, experiences,
and feedback from beneficiaries and stakeholders.
1.2. The Community Accountability and
Feedback Policy (hereinafter referred to as the
Policy) outlines a unified approach to interacting
with beneficiaries, communities, partners, and
donors, ensuring openness, transparency, and a

responsible response to inquiries and complaints.

1.3. TEAM4UA employees play a key role
in building trust in the Fund. This Policy establishes
clear rules for handling complaints and guidelines
for ethical, responsible, and professional conduct
by Fund employees in their daily activities.

II. GENERAL PROVISIONS

2.1. Purpose and objectives of the Policy

2.1.1. The purpose of the Policy is to
ensure an open, transparent, and accountable
approach in  TEAM4UA's  activities by
systematically taking into account the needs,
expectations, and feedback of beneficiaries,
communities, and partners to improve the quality of
humanitarian response and strengthen trust in the
Fund.

2.1.2. The policy sets out the conditions
under which feedback and complaints can be
submitted, considered in a timely and impartial
manner, and the results analyzed and used to
improve program quality, trust, and accountability
of the Fund.



2.1.2. OcHoBHi 3aBaanus [loxiTuku:

e indpopMmyBaHHA OeHedimiapiB Ta IHIIMX
creiikxonaepi npo AisuibHicTs TEAMA4UA,
KpHUTEpil JOCTYIy IO JOTIOMOTH Ta HasBHI
KaHaJIM KOMYHIKaIIii;

Oe3me4yHux 1

HagaHHA

® 3a0e3leUeHHs  3PYyYHHX,

JOCTYTTHUX KaHAIB  JJIs
3BOPOTHOTO 3B’S3KY, CKapr 1 MpOMO3HULIiH;

® BCTAHOBJICHHS WYITKOTO TIOPSAKY OOpOOKH
3BEpHEHb, BKJIIOYHO 3  PEECTPAIII€IO,
pearyBaHHSM 1 HaIaHHSM BiJIITOBI/II;

e (opmyBaHHS KyJIBTypH MIA3BITHOCTI Cepel
npaniBaukiB TEAM4UA nuisxoM HaBYaHHS,
KOOpIWHAIIl Ta  aHamizy OTPUMAHOTO

3BOPOTHOTO 3B’SI3KY;

® BIIPOBA/PKCHHS IPEBEHTUBHUX MEXaHI3MIB

OpOTH  3JIOBXHBAaHb Ta  3a0e3NCUCHHS
€TUYHOIL IIOBEIIHKA y ISUTBHOCTI
TEAMA4UA.

e Opranizanis  e(peKTUBHOTO  MEXaHi3My
HepeHaIpaBlIeHHS, KU nependoavae

HafpasieHHs OeHegiliapiB 0 BIANOBIIHUX
cepBiciB a00 MapTHEPCHKUX OpraHizamiii y
BUIIA/IKaX, KOJM 3allUT BHUXOIUTh 3a MEXI
MaHgaty abo cnerianizamii TEAM4UA, 3
METOI0 3a0€3MeUYeHHs] CBOE€YACHOI, HAJIEKHOT
Ta KOMILIEKCHOT M ITPUMKH.

2.2. T'0J10BHi IPUHIIUITH

2.2.1. IIpo3opicTh - BIAKPUTUI TOCTYN 10
JIOCTOBIpHO1, MOBHOI Ta CBO€YACHOI 1H(OpMAIIT po
TEAMA4UA,
JOCTYTIHI TIOCTYTH Ta TOCSATHYTI PE3yJbTaTH.

2.2.2. locTynHicTh i 3py4HicTh - ajanTanis

JSUTBHICTH yXBaJEHI  pIIICHHS,

iHdopmarrii mpo MexaHi3MU 3BOPOTHOTO 3B’SI3KY JI0
noTped pi3HUX KaTeropii Oenediriapis.
2.23. 3ajay4yeHHsa rpomMajx -
nourMpeHHst iHgopmalii Mmpo 3BOPOTHUH 3B’S30K,
y4acTb IpoMaJl y IJIaHyBaHHI Ta OLIHII MPorpam.
2.2.4. CBo€yacHe pearyBaHHsl - PO3IJIAJ

AKTHBHC

3BEpHEHb y BHU3HAYCHI CTPOKH, 3 BiJNOBIIHUM
JIOKyMEHTYBaHHSIM, PIIIEHHSM Ta BIAMOBIIO.

2.1.2. Main objectives of the Policy:

e informing  beneficiaries @ and  other
stakeholders about TEAM4UA activities,
eligibility criteria for assistance, and

available communication channels;

e ensuring convenient, secure, and accessible
channels for feedback, complaints, and
suggestions;

e cstablishing a straightforward procedure for
handling requests, including registration,
response, and follow-up;

e building a culture of accountability among

TEAM4UA  staff  through  training,
coordination, and analysis of feedback
received;

e implementing preventive  mechanisms
against abuse and ensuring ethical behavior
in
TEAMA4UA's activities.

e cstablishing of an effective referral
mechanism that directs beneficiaries to
relevant services or partner organizations in
cases where the request falls outside the
mandate or specialization of TEAM4UA,
with a view to ensuring timely, adequate,
and comprehensive support.

2.2. Main principles

2.2.1. Transparency — open access to
reliable, complete, and timely information about
TEAMA4UA activities, decisions made, services
available, and results achieved.

2.2.2. Accessibility and convenience —
adaptation of information on feedback mechanisms
to the needs of different categories of beneficiaries.

2.2.3. Community involvement — active
dissemination of feedback, community participation
in program planning and evaluation.

2.2.4. Timely response - consideration of
appeals within specified time limits, with
appropriate documentation, decision, and response.



2.2.5. Koudinenuiiinicro Ta 0Oe3meka -

3aXMCT OCOOMCTMX JaHWUX 1 TapaHTii Oe3meku
oco0awm, 110 Mo/IaIi 3BEPHEHHS.
2.2.6. PiBHicTb i HeaucKpuMmiHamis -

3a0e3MeyeHHsT PIBHOTO JOCTYIy /O MEXaHi3MiB
3BOPOTHOTO 3B’S3Ky HE3aleKHO BIO O3HAK (3

ypaxyBaHHSIM  TOJIOK€Hb  [lOJITHKK _ PIBHOCTI,
PI3HOMAHITTS Ta IHKJIFO3UBHOCTI).

2.277. HyaboBa  TOJIEPAHTHICTH /10
3JI0BXKMBaHb -  HENPHUITYCTUMICTh  IPOSIBIB

CEKCyaJIbHOTO HACHJIbCTBA, KOPYIIIIii, IIaxpaicrsa
(3rigHo 3 Ilomitukoro 3axucTy OeHedimmiapiB 1
Honitukoro PSEA).

2.2.8. Ilocriiine

PETYISpHUIA TIEperis] CUCTEMU IMiJI3BITHOCTI Ta il

BIOCKOHAJIEHHA -
BJIOCKOHAJICHHSI HA OCHOBI 310paHOTO JOCBITY.

2.3. OcHOBHi IMOHSTTS.
2.3.1. 3BopoTHHIi 3B’s130K — 1I¢ Oy/Ib-sKi
MOBIIOMJICHHS, KOMEHTapi, OLIIHKU a00 CKapr, II0
HAJIXOOATh BIJ Oenedimiapis
3a1ikaBiaeHuX oci0 mono aismmbHOoCcTi TEAM4UA.
2.3.2. KanHaam 3BepHeHb —

1517 QNN 1£111170'¢
BU3HAYCHI
KaHAJIM KOMYHIKaIlii, 3a IOIOMOTOI0 SIKMX oco0a
MOXKE€ TOBIJOMUTH TPO TMOpPYIIEHHS abo HaJgaTu
3BOPOTHHUI 3B’SI30K.

2.3.3. MoniTopuHr — 6e3nepepBHUi Ipolec
300py, aHamizy Ta BHKOPHUCTaHHA iHopMaIii amis
BIJICTE)KEHHSI TPOrpecy MPOEKTy YU MPOrpaMu B
peaJlbHOMY daci, 30CepeKyIoUHCh Ha pecypcax,
Ta 06
3a0e3MeYnTH BUKOHAHHS TUIaHY Ta BYACHO BHOCHUTH

TSUTBHOCTI NPOMIKHHX — pe3yibrarTax,
KOPEKTHBH.

2.3.4. Mix3BiTHiCTH - peaizariis
3000B’s13aHHT TEAM4UA OyTH BiANOBIAQJIBHUMH
3a CBOIO JiSJIbHICTh Ta €()EKTUBHE BUKOPHCTAHHS
pecypciB uepe3 iH(hOpMyBaHHS, BpaxyBaHHS TyMOK
Ta 3BiTyBaHHA nepen OeHediliapamu, TOHOpaMHU Ta
1010
mismeHOocTi TEAMA4UA: BHAIiB Ta 0COOMMBOCTEH

IHIIMMU ~ KITIOYOBHUMH  CTEHKXOJIJIEpaMu
JIOTIOMOTH W TOCIYT, MOKa3HUKIB 1 pe3y/ibTaTiB Ha
TEAMA4UA,
IOKpAILEHHs IPOrpaM 4yepe3 aHaji3 Ta BpaxyBaHHs

OTPUMAHOTO 3BOPOTHOTO 3B’A3KY 1 CKapr.

BCIX pIBHAX JISUIBHOCTI a TaKoX

2.2.5. Confidentiality and security -
protection of personal data and security guarantees
for persons who have submitted requests.

2.2.6. Equality and non-discrimination —
ensuring equal access to feedback mechanisms
regardless of characteristics (taking into account the
provisions of the Equality, Diversity and Inclusion
Policy).

2.2.8. Zero tolerance for abuse -

no
tolerance for sexual violence, corruption, or fraud
(by the Beneficiary Protection Policy and the PSEA

Policy).

2.2.8. Continuous improvement - regular
review of the accountability system and its
improvement based on the experience gained.

2.3. Basic concepts.

2.3.1. Feedback is any message, comment,
evaluation, or complaint received
beneficiaries or other interested parties regarding
TEAMA4UA's activities.

2.3.2. Channels of communication -
designated channels of communication through
which a person can report violations or provide
feedback.

2.3.3. Monitoring is a continuous process
of collecting, analyzing, and utilizing information

from

to track the progress of a project or program in
real-time, focusing on resources, activities, and
intermediate results to ensure that the plan is being
implemented. Adjustments are made promptly.

2.3.2. Accountability — TEAM4UA fulfills
its commitment to be accountable for its activities
and the effective use of resources by informing,
taking into account the opinions of, and reporting to
beneficiaries, donors, and other key stakeholders on
TEAMA4UA's activities: types and characteristics of
assistance and services, indicators and results at all
levels of TEAM4UA's activities, as well as
improving programs through and
consideration of feedback and complaints received.

analysis
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2.3.5. llepenanpaBJ/ieHHsI a00 CKepPYBaHHSA
3a sikoro TEAM4UA wnanpasisie

— TIpoIIec,
Oenediriapa 10 BIAMOBIIHOI oprasizailii, yCTaHOBH
M CITy>)KOM JJI1 OTPUMaHHS JOTIOMOTH a00 TMOCIYT,
10 BHUXOMSTH 3a MEXKI MaHJaTy 4u criemiai3arii
TEAMA4UA, 3 MeToro 3a0e3IecUcHHsS KOMILJICKCHOI,

e(eKTUBHOI Ta CBOEYACHOT i ITPUMKH.

III. COEPA 3ACTOCYBAHHSA, CTPYKTYPA
TA OBOB’SA3KU TEAM4UA

3.1. Cdepa 3acTocyBaHHs.
3.1.1. TlomiTuka 3aCTOCOBYETBCS 1O BCIiX
npaniBaukiB DoHIY HE3aJIeKHO BiJ IX MOCAaAM 4Yd
bopmu
KOHCYJIFTAHTIB Ta MApTHEPCHKUX OpraHi3aiii, sKi
miroTh Bix iMeni TEAMA4UA.
3.1.2. Tlonoxends IlodiTMKH OXOILIIOIOTH
HamnpsMKH ~ JistibHOCTI  DoHIY,

3aMHATOCTI, a TakoX JI0 BOJIOHTEpPIB

yci
IMJIaHyBaHHA,

30KpeMa:
Ta
nporpaM, IO
nependavaroTh B3aeMOAil0 3 OeHedimiapamu Ta

BIIPOBQ/KEHHSI, ~MOHITOPUHT

OLIIHIOBaHHS  TPOEKTIB  Ta

IHITUMU CTEHKXOJACPAMH.
3.2. CTpyKTypa KOMaHI1

3.2.1.  [enapraMeHT  3axHUCTy
3BOPOTHOTO  3B’S3Ky  (YHKILIOHYE B  MeXax

Ta

IIPOIPaMHOIO  CEKTOpY KEpiBHULITBOM

JupexTopa 3 mporpamMHoi MisIIbHOCTI .

1

3.2.2. Jlo cxiagy nenapTaMeHTy BXOISATh

® MEHEPKep 3 MUTaHb 3aXUCTY Ta 3BOPOTHOTO
3B’s13Ky (Protection and Feedback manager);

e creniamictu 380poTHOro 3B’ 513Ky (Feedback
Officer);

e Omneparopu 3BopoTHOTO 3B’513Ky (Feedback
Associates).

e (CnemniamicT i3 3armo0iraHHs CeKCyaslbHii
excrutryaranii Ta Hacws (3CEH).
3.2.3. Posmonin ¢yHKIi Ta 0O0OB’S3KIB

CTPYKTYpOIO
Ta Y3TOJKYEThCA 3

BU3HAYAETHCS BHYTPIIITHHOKO

IPOTPAMHOIO  CEKTOpPY

npioputreTamu y cdepi mia3BITHOCTI.

2.3.5. Referral or redirection is the process
whereby TEAMA4UA directs a beneficiary to the
appropriate organization, institution, or service to
receive assistance or services that are beyond the
mandate or specialization of TEAM4UA, with the
aim of ensuring comprehensive, effective, and
timely support.

ITI. SCOPE OF APPLICATION, STRUCTURE,
AND RESPONSIBILITIES OF TEAM4UA

3.1. Scope of application.

3.1.1. The policy applies to all employees of
the Fund, regardless of their position or form of
employment, as well as to volunteer consultants
and partner organizations acting on behalf of
TEAMA4UA.

3.1.2. The provisions of the Policy cover all
areas of the Fund's activities, including planning,
implementation, monitoring, and evaluation of
projects and programs that involve interaction with
beneficiaries and other stakeholders.

3.2. Team structure

3.2.1. The Protection and Feedback
department operates within the program sector
under the supervision of the Head of programmes.

3.2.2. The department consists of
e a Protection and Feedback Manager;

e Feedback Officers;
e Feedback Associates.

e Sexual Exploitation and Abuse Prevention

Officer (PSEA).

3.2.2. The distribution of functions and
responsibilities is determined by the internal
structure of the program sector and is aligned with
accountability priorities.



3.3. O00B’s13ku npaniBHUKIiB @OHY 11010
peaqizauii [omiTnku
3.3.1. VYei mpauiBauku TEAM4UA noBuHHi:
e jorpumyBaruch npuHuuniB IlomiTuku vy
HIOZIEHHIH POOOTI;
e inpopmyBatu OeHedimiapiB mpo TOCTYMHI
KaHaJdl 3BOPOTHOTO 3B S3KY Y 3pO3yMLTii
s 6enediniapis hopmi;
e 3a0e3mevyBary mnowary, KOHQIICHIIHHICTD Ta
0e3reKy mpu poOoTi 31 3B€pHEHHSIMU;
® OIepaTuBHO
iHpopMalito
oci0/miapo3aiiiB

nepeaBaTH OTpUMaHy
bifs) BIAIIOBiZAIBHUX
JUTSL HAJIEXKHOTO
pearyBaHHSI.
3.3.2. OO00B’s13KH1

CIIBPOOITHUKIB 3 TUTaHb 3aXHCTy Ta 3BOPOTHOTO

MEHeKepa T

3B’s13Ky onmcaHi B CTaHIaPTHOMY MOPSAKY POOOTH

BUUTITY 3BOPOTHBOTO 3B S3KY.
3.3.3. Menemxep

BIAMOBIAAJIGHAN 3a:

JACTIapTaMCHTY B

® peai3aliio NPUHLIHUIIB MiA3BITHOCTI

® KOOPJMHAIII0 3BOPOTHOTO 3B’A3KYy Ha
IPOrpaMHOMY PiBHI;

® CTBOpPEHHS 0e3MeYHOro cepeloBHILA JIIs
3BOPOTHOTO 3B’ SI3KY

IV. MEXAHI3MH
TA CKAPT

3BOPOTHOI'O 3B'A3KY

4.1. TEAM4UA
JOCTYTIHICTD 1 (PYHKI[IOHYBaHHS PI3HUX KaHAIIIB IS

3a0e3neyye HasBHICTD,

300py 3BOPOTHOTO 3B’SI3KY, BKJIIOYAIOYM CKapr,
MPOMO3UIIil, MOAIKA a00 i1HII TOBIIOMIICHHS BiJ
OenedimiapiB, rpoMas 1 3alliKaBICHUX CTOPIH.
4.2. OCHOBHI KaHaju 3BOPOTHOTO 3B’S3KY
BKJIIOYAIOTh!
e rtenedonni niHii TEAM4UA (y Tomy uucii
rapsiai JiHii);
€JIEKTPOHHY TIOIITY;
narnepoBi (OpMU ONMMUTYBaHb Ta CKapr, fKi
3aMOBHIOIOTHCS MiJ1 Yac 3ycTpiuei;
® QAHOHIMHI CKPUHBKH I 3BEPHEHb Y MICIISIX
peanizalii IpOeKTiB;
® o0coOuCTe CHUIKYBaHHS 3
TEAMA4UA;

npaiBHUKaMU

3.3. Responsibilities of Fund employees
regarding the implementation of the Policy
3.3.1. All TEAM4UA employees must:

e adhere to the principles of the Policy in their
daily work;

e inform beneficiaries about available
feedback channels in a form that is
understandable to beneficiaries;

e ensure respect, confidentiality, and security
when handling requests;

e promptly forward the received information
to the responsible persons/departments for
an appropriate response.

3.3.2. The responsibilities of the manager
and staff members responsible for protection and
feedback are described in the Standard Operating
Procedures for the Feedback Department.

3.33. The department manager is
responsible for:

e implementing accountability principles
e coordinating feedback at the program level

e creating a safe environment for feedback

Iv. FEEDBACK
MECHANISMS

AND COMPLAINT

4.1. TEAMA4UA ensures the availability,
accessibility, and functioning of various channels
for collecting feedback, including complaints,
suggestions, acknowledgments, or other messages
from beneficiaries, communities, and stakeholders.

4.2. The main channels for feedback

include:
e TEAMA4UA telephone lines (including
hotlines);
e-mail

paper questionnaires and complaint forms
filled out during meetings

e Anonymous suggestion boxes at project
sites

e personal communication with TEAM4UA
staff


https://docs.google.com/document/d/1B746Ig8OR9NXarWQ-9XJfYz_h_ZqRSuI/edit
https://docs.google.com/document/d/1B746Ig8OR9NXarWQ-9XJfYz_h_ZqRSuI/edit
https://docs.google.com/document/d/1B746Ig8OR9NXarWQ-9XJfYz_h_ZqRSuI/edit
https://docs.google.com/document/d/1B746Ig8OR9NXarWQ-9XJfYz_h_ZqRSuI/edit

® KOHTEKCTHO-a/IalTOBaHi KaHaJIu
(mampuknaa:  (QOKyc-Tpynmu,  MOCTMOHI-
TOPHHIOBA OIIHKA TOIIO).

e 1ubpoBl KaHaIM, TakKl HaANpUKIAL SIK

QR-komm 3 mocunanHsmu Ha ['yri-dopmu i
Tenerpam ONUTYBaHHAM (3
MOYKJTMBICTIO 3aJIMIINTH AHOHIMHUHN BIATYK)

4.3. Bci kaHanu NOBUHHI OyTH aJanToBaHi 10

bor 3

0COOIMBOCTEH IiNBbOBOI ayauTOpil 3 ypaxyBaHHSIM
BiKy, CTaTi, MOBH, PIBHS TPaMOTHOCTi, HasBHOCTI
1HBaJITHOCTI 200 1HIINUX BPA3JIMBOCTEH.

4.4. V pa3l oTpuMaHHs TOBIAOMJIEHB, IO
MOXXYTh CBITYUTH TPO CEKCyaJIbHy €KCILTyaTalliio,
HACHJILCTBO CKapru
PO3MISIAOTECS B MPIOPUTETHOMY TMOPSIKY Ta

BIJIMOBIIHO /10 TMOJIOKEHb [IOMITUKY MO0 3aXHCTY

abo JTOMaraHgs ,

BIJI CEKCYaJIbHOI eKcIulyaramii Ta HacCWIbCTBA
(PSEA).
4.5. VYci 3BepHEHHS  KIACH(DIKYyIOThCS

BIJIMOBIIHO /10 iXHBOTO 3MICTY, TE€PMIHOBOCTI Ta
Yy TJIMBOCTI:
e iHdopMmarlliiiHi 3BEpHEHHS 3
NPOXaHHSM HaJaTH PO3’SICHEHHS MO0
TEAMA4UA, ymoB HaJgaHHSA
JIOTIOMOTH, TIpaB 1 000B’s3KiB;

3aIIuTHu

JUSIIBHOCTI

® T[OASKM — IMO3UTHBHI BIATYKH Ha ajpecy
npauiBHUKIB a00 mporpaMm TEAM4UA;

e nmpono3ulii — iaei ado 3ayBakKeHHS 1100
BHockoHaJieHHs misuibHOCTI TEAM4UA abo
MiIBUIIEHHS 11 €(pEKTUBHOCTI;

® CKapru 3arajbHOIO Xapakrepy —

CTOCYIOTBCA HC3aJOBOJICHHSA SIKICTIO MOCIYT,

YMOBaMH, MIOBEIHKOIO NpaliBHUKIB
BIJICYTHICTIO 200 3aTPUMKOIO JJOTIOMOTH;

® CKapru 4YyTIHBOTO XapaKTepy — MICTATh
[IOB1IOMJICHHS po

KOPYTIIiIO,

abo

JTUCKPUMIHAIIIIO,
HaCHJIbCTBO, 3JI0BKUBAHHS

MTOBHOBAXCHHSIMHU IHIII  CcepHO3HI

nopymieHHss  (Taki CKapra — OiAJIATarOTh
00poO61i BiAMoBiAHO 10 [HCTPYKLiT po3misLy
ckapr Ta [lonituku PSEA).

4.6. 30ip i mepBuHHa OOpOOKa 3BEpHEHb
bi (0]

knacudikauii piBHiB (1-6), sk nependadeHo B

3IIACHIOETBCS  BIAMOBIIHO BHYTPILIHBOT

e context-specific channels (e.g., focus
groups, post-monitoring evaluation, etc.).

e digital channels, such as QR codes with
links to Google Forms and Telegram Bot
with a questionnaire (with the option to

leave anonymous feedback)

4.3. All channels should be tailored to the
characteristics of the target audience, taking into
account age, gender, language, literacy level,
disability, or other vulnerabilities.

4.4. If reports are received that may indicate
sexual exploitation, abuse, or harassment,
complaints are treated as a priority and are handled
by the provisions of the Policy on Protection from

Sexual Exploitation and Abuse (PSEA).

4.5. All inquiries are classified according to
their content, urgency, and sensitivity:

e information requests — inquiries asking for

regarding TEAM4UA's
activities,  conditions for  providing
assistance, rights, and obligations;

e thanks positive  feedback
TEAMA4UA employees or programs;

e suggestions — ideas or comments on how
to improve TEAM4UA's activities or make
them more effective;

e general complaints — about dissatisfaction
with the quality of services, conditions,
employee behavior, or lack of or delayed
assistance;

e sensitive  complaints reports  of
discrimination, violence, corruption, abuse
of authority, or other serious violations
(such complaints are handled by the
Guidelines for considering complaints and
PSEA Policy).

clarification

about

4.6. The collection and initial processing of
requests are carried out by the internal classification
of levels (1-6), as specified in the_ Standard
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CranmapTHOMYy TOPSJIKY poboTu BULTITY
3BOPOTHHOTO 3B’ SI3KY.

4.7. 'Y Bumagkax,
30epertu KOH(1IeHIIHHICTb,

Komu ocoba Oaxae
JIOITy CKA€ThCS
aHOHIMHE  TIOJAaHHS  3BEpHEHb, SIKI  TaKOXK
PEECTPYIOTHCS Ta OINMPALBOBYIOTHCSA 32 BU3HAYCHUM
nopsinkoM. OnHaK 3BOPOTHIA 3B’S30K Ha Taki
3BEpHECHHS HE HATA€THCS.

4.8.

BKJIIO4ae

3aBepuieHHs OOpOOKM  3BEpHEHHS
HaJaHHS BIAMOBIAI (A€  MOXIHBO),
3aKpPHUTTA CKAprd  Ta aHali3 Il TOKpAICHHS
nistibHOCTI DOHTY.

4.9. TEAM4UA 3000B’A3y€ThCS
3a0e3neuyBaTH JOTPUMAaHHS HOPM 3aKOHOJABCTBA
VkpaiHM Ta MIDKHapOIHUX CTaHAapTiB y cdepi
VYei
3BOPOTHOTO 3B’S3KY, BKJIIOUHO 3 TapsyOr0 JIHIETO,

3axuUcCTy NEPCOHAJIBHUX JaHUX. KaHaJlu

€JIEKTPOHHOI0  MOILITOK, OHJAH-poOpMamMu  Ta

IHIIUMH 3acobamu KOMYHIKaIi, MOXYTb
BUKOPHUCTOBYBAaTHCh OeHediriapamMu aHOHIMHO — 3a
iXHIM BJIACHUM BHOOPOM.

3anuc TeneOHHUX PO3MOB Ha rapsayiil giHii
3MICHIOETBCS  BHUKIJIIOYHO 32 YMOBHM AKTHUBHOI
ycBitoMiIeHO1 3roau OeHedimiapa, mo (ikCyeTbes
JI0 TI0YaTKy PO3MOBH. Y pa3i BiIIMOBH BiJl HaJIaHHS
3rofM, pO3MOBa HE 3alUCY€EThCS, a JOMOMOTa
HAA€ThCS Y MEKax JOCTYIMHHUX HelAeHTU(]PIKOBAHUX
dbopmaris.

TEAMA4UA He 30upae, He 30epirac Ta He
00po06sie mepcoHanbHi 1aHi 0€3 3aKOHHMX ITiJICTaB 1
6e3 iHpopMmyBaHHA OeHedimiapa mpo ioro mpasa,
MeTy 00poOKH Ta oOcsAr AaHMX. YCi OTpPHMAaHIi JaHi
TEXHIYHUMU 1

3aXHUIIEHO BIJIIIOBITHUMU

OpraHi3aiiHuMH 3aX0/[aMHU.

V. HABYAHHS TA IIOIIUPEHHSA
IHOJITUKHU

5.1. Yci mpaniBHUKH, BOJIOHTEPH Ta 3aTy4eHi
¢axiBui TEAM4UA wmatote OyTH O3HallOMIIEHI 3
miero IomTukoro.

5.2. Menemxep 3 IUTaHb 3axXUCTy Ta
3BOPOTHOTO 3B’SI3KYy BIANOBITAE 3a OpTaHi3aIliio
peryjisipHUX TpPEHIHTIB 1 1HCTPYKTaXIiB 3 IHUTaHb

Operating Procedures for the  Feedback

Department.

4.7. In cases where a person wishes to
maintain confidentiality, anonymous submissions
are permitted and are registered and processed by
established procedures. However, no feedback will
be provided on such submissions.

4.8. The completion of the handling of a
complaint includes providing a response (where
possible), closing the complaint, and analyzing it to
improve the Fund's activities.

4.9. TEAM4UA is committed to ensuring
compliance with  Ukrainian legislation and
international standards on personal data protection.
All feedback channels, including the hotline, email,
online forms, and other means of communication,
may be used anonymously by beneficiaries, if they
so choose.

Phone conversations via the hotline are
recorded only with the beneficiary’s explicit and
informed consent, which is obtained prior to the
start of the conversation. If consent is not granted,
the conversation is not recorded, and assistance is
provided using available non-identifiable formats.

TEAM4UA does not collect, store, or
process personal data without a lawful basis and
without informing the beneficiary about their rights,
the purpose of processing, and the scope of data.
All received data is protected by appropriate
technical and organizational measures.

V. TRAINING AND POLICY
DISSEMINATION

5.1. All TEAM4UA employees, volunteers,
and involved specialists must be familiar with this
Policy.

5.2. The Protection and Feedback Manager
is responsible for organizing regular training and
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Mi3BITHOCTI, MEXaHI3MiB pearyBaHHS Ha 3BEPHEHHS
Ta 3aCTOCYBaHHSI ITOB’SI3aHUX TTOJIITHK

5.3. 3a HeobxinHocti [ToniTuka Moxe OyTu
ONIPWJIIOIHEHA Y BI3yaJIbHO JIOCTYMHIW ¢opmi (Ha

BeOcaiiti TEAMA4UA, B wMicusgx peamizanmii
nporpam).

5.4. TlomupenHs iHpopMaIii cepea rpoma
TaKOXK 3IIACHIOETHCS yepes Oporrypu,

iHopmaIiiiHi CTeHAM, COIiaJbHI MEpPEXi Ta YCHI
MOBITOMJICHHSI ITi/T Yac 3yCTPIUeH.

VI. MOHITOPHUHI" TA 3BITHICTb

6.1. JlemaprameHT 3aXMCTy Ta 3BOpPOTHOIO

3B’SI3Ky  3/A1MCHIOE  TOCTIMHMI ~ MOHITOPUHI

e(heKTUBHOCTI BIIPOBAPKEHHUX MeXaH13MiB
MiA3BITHOCTI. JIJIS IbOTO PETYISIPHO aHATI3yIOThCS
TeMaTHKa Ta KaTeropii

TAaKOX HOOTPHUMAHHA

KUTBKICTb, OTPUMAaHHX

3BEpHEHb, a CTPOKIB iX
po3risiay.

6.2. PerynsipHO CKIagaeThCcs y3arajlbHEHUM
3BIT 3a pe3yJbTaTaMyi MOHITOPHHTY, SIKUI MOJAETHCS
Jupekropy 3 mporpamMHoi JisUIbHOCTI .
3BIT BKJIIOYAE:
3arajbHy KUTbKICTb 3BEpHEHB;
po3monin 3a kareropisimu (iHpopMartiiiyi,
MOJISIKU, CKapTH TOIIIO);

KUIBKICTh Yy TJIMBUX 3BEPHECHb;
CTPOKH pearyBaHHSA Ta iX JTOTPUMAaHHS;
MOBTOPIOBAaHI TEMU 1 TUIIOBI IPOOIEMU;

3aMpONOHOBaHI peKOMEHAAIIIT IS
HOKpaIleHHs poOOTH Mporpam 1 mpoueayp.
6.3. Iadopmariis npo oOpoOIeHI 3BEPHEHHS
Ta KJIIOYOBI BHCHOBKH (DIKCYETHCS Y BHYTPIIIHIN
0a3l JaHWX BIAMOBIAHO /O CTAaHAAPTIB 3aXHUCTY
MEePCOHATBHHX JIAHUX.

6.4. VYV BuUmaaky BUSABJICHHA CHCTEMHHX
npobneM, 3J0BXUBaHb ab0 MOpPYIIEHb ETHYHUX
cTaHaapTiB, Menemxkep JlenaprameHTy 3axucry Ta
3BOPOTHOTO 3B’ SI3KY HeramHo iHpOpMyE
kepiBHUIITBO TEAMA4UA Ta iHIlilO€ BiANOBIAHI
KOPHUTYBaJIbHI [ii.

6.5. Illopiuamii 3BIT 3 MIA3BITHOCTI €
CKJIQJIOBOK0  YAaCTUHOK  PIYHOrO  3BITY IO
nismpHIiCTh  DoHay. BiH  MicTUTh  aHamITHYHI
BHCHOBKH, CTaTUCTUKY 3BEpHEHD, omuc

briefings on accountability, response mechanisms,
and the application of related policies

5.3. If necessary, the Policy may be
published in a visually accessible format (on the
TEAMA4UA website or at program implementation
sites).

5.4. Information is also disseminated among
communities through brochures, information
stands, social nets and verbal announcements
during meetings.

VI. MONITORING AND REPORTING

6.1. The and Feedback
Department continuously monitors the effectiveness
of the accountability mechanisms in place. To this
end, it regularly analyzes the number, subject
matter, and categories of complaints received, as
well as compliance with the deadlines for their
consideration and resolution.

6.2. A summary report of the monitoring
results is compiled and submitted to the Program
Director regularly.

The report includes:
e total number of inquiries;

Protection

e breakdown by category (information,
thanks, complaints, etc.);

number of sensitive inquiries;

response times and compliance;

recurring themes and typical problems;
recommendations for improving programs
and procedures.

6.3. Information about processed requests
and key findings is recorded in an internal database
by the standards for personal data protection.

6.4. In the event of systemic problems,
abuse, or violations of ethical standards, the
Protection and Feedback Department Manager shall
immediately inform TEAM4UA management and
initiate appropriate corrective actions.

6.5. The annual accountability report is an
integral part of the Fund's annual activity report. It
contains analytical conclusions, statistics on



BIPOBAPKCHUX 3MIH, a TaKOX pPEKOMEHJaIlii Ha
HACTYMHHU Tiepiof. 3BIT MOBHHEH OyTH JOCTYITHHMA
JUISE  O3HAMOMJIGHHS BHYTPIIIHIM 1 30BHIIIHIM

CTEHUKXOJIEPaM.

VII. IPUKIHIEBI ITOJIOKEHHSA

7.1. La Ilonmitnka HaOWpae YUHHOCTI 3
MOMEHTY 1i 3arBepikeHHs Hakazom Jlupexropa
Donpny

7.2. TlomiTMka MoOXe NepersiIaTucs Ta
OHOBJIIOBAaTHCA y pa3i 3MIH Yy 3aKOHOJABCTBI
VYkpainu, MDKHapOIHUX CTaHAAPTIB, HAa BHUMOTY
JoHOpa abo 3a pimeHHsM upekropa OoHy.

7.3. Bci mnpaniBauku ®DoHAy KepyroTbes
uieto IomiTukoro y mMexax cBOiX (PyHKIIOHAIBHUX

000B’SI3KiB.

appeals, a description of the changes implemented,
and recommendations for the next period. The
report must be available for review by internal and
external stakeholders.

VII. FINAL PROVISIONS

7.1. This Policy shall come into force upon
its approval by the Order of the Director of the
Fund.

7.2. The policy may be revised and updated
in the event of changes in Ukrainian legislation,
international standards, at the donor's request, or the
discretion of the Fund's Director.

7.3. This Policy shall guide all employees of
the Fund within the scope of their functional
responsibilities.
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