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Introduction: What is meant globally by AAP and why is it important? 
 
The implementation of the AAP system of accountability for affected communities 
contributes to the development of community and humanitarian work and the provision 
of services in a more effective and beneficial manner for the affected communities. Civil 
society organizations, specifically working in community and humanitarian programs and 
projects, obtain data flowing from the affected, less fortunate communities targeted in 
their work, to work on developing its programs and projects in a way that is more 
appropriate to the needs of the beneficiaries, thus reducing the possibility of making 
mistakes. Through needs assessments, which are carried out before the implementation 
of projects, institutions obtain the main data about the most vulnerable groups within 
society and their most prominent needs and arrange these needs in order of priority. This 
will be based on the process of strategic planning, project design, work plans and activities 
to be implemented, determining the groups that will be targeted and the criteria for 
selecting beneficiaries. 
 
With this description, REFORM Association seeks to organize its ability to obtain the 
inputs of its target groups at all stages of the intervention in order to enhance its ability 
to respond to their needs. All of the responses and comments received from various social 
groups, especially from the Association’s beneficiaries, will be followed up on during the 
project implementation stages. The obtained data has monitoring and evaluation 
processes, complaints and feedback that would track the impact of its interventions. The 
most prominent obstacles are determined which may bridge the harmonization of 
interventions with their needs. Through the application of the accountability system, the 
Association seeks to enhance the respect of its employees for their responsibilities 
towards the targeted communities and to identify inappropriate behaviors and 
weaknesses. As a result, this enables them to identify the knowledge and skills that the 
staff needs, and thus work to continuously develop their capabilities in order for them to 
perform their duties more efficiently. 
 
AAP standards require maximizing the effectiveness of communication with the target 
audience. This provides appropriate dissemination and disclosure tools, plans, decisions, 
projects and expected results which would define their timeframes and criteria for 
selecting beneficiaries. There is transparent sharing with the beneficiary communities 
regarding supporters, international donors and local partners, as well as sources of 
funding and its amount. This enhances and increases the degree of trust and credibility of 
the institution’s work. 
 



 

3 | P a g e  
 

International guides and references that were based on the development of this 
document 
This document has been developed based on the regulations and studies carried out by 
international institutions regarding accountability systems for affected communities 
(AAP). This is specific to those affiliated with the United Nations and its agencies, such as 
the International Labor Organization, the United Nations Development Program, UNRWA, 
UNICEF, the United Nations High Commissioner for Refugees, the United Nations Inter-
Agency Standing Committee (IASC), the Organization Against Hunger and Caritas, as well 
as studies and procedural manuals related to the APP 1. 
 
The methodology used to develop this AAP reference document at REFORM 
Individual interviews were held with REFORM’s staff and a focus group, including the 
Board of Directors, General Assembly and Executive Management of REFORM. Interviews 
were also conducted with another focus group, which included human rights and feminist 
civil society organizations working in the field of social accountability and protection from 
violence and gender-based exploitation, to analyze the components, principles and 
contents of this APP and the work mechanisms and procedures that must be followed. 
This was done in order for this document not to only be used as an internal reference for 
REFORM, but rather a moral and practical learning model for the rest of civil society 
organisations. 
 
Why REFORM cares about AAP 
REFORM is a Palestinian civil society organization that aims to empower marginalised 
groups in terms of maximizing their role in public life and contribute to reaching a 
Palestinian society in which everyone has the ability to actively participate. In addition, 
individual and collective human rights values are respected and pluralism is preserved, 
under an independent Palestinian state. During the last three years of its work, REFORM 
targeted nearly 3,000 individuals, males and females, from marginalised communities 
through its programs and projects. It also has nearly 100 community partners in the West 
Bank, including Jerusalem and the Gaza Strip. REFORM acquires a set of values that are 
adopted in the course of its work, including accountability, participation, integrity and 

 
1 The most prominent studies and procedural evidence that were referenced in the development of this document: 

• Operational Guidance on Accountability to Aected Populations,2017. 
• Accountability to Aected Populations (AAP): A brief overview (IASC). Core Humanitarian Standards, 2014. 
• The 2010 HAP Standard in Accountability and Quality Management,2010. (AAP) Mechanism, 
• Accountability to Affected Population, INDICATORS, 2019. WHAT MAKES FEEDBACK MECHANISMS WORK, 2014. 
• DEVELOPMENT OF MECHANISM FOR ACCOUNTABILITY TO THE AFFECTED POPULATION IN RAPID RESPONSE. Start Fund  

Bangladesh.2019. 
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governance. In addition, REFORM has many policies related to the protection and 
empowerment of its targeted social groups in its work, including the policy of protection 
from exploitation and harassment, the protection policy, and the whistleblowing policy. 
In its quest to frame the application of the values of accountability to societies affected, 
REFORM has prepared this frame of reference to define and clarify the concept of 
accountability to affected communities and social groups. A statement is made on the 
most prominent standards on which it is based. This includes the mechanisms and 
procedures for integrating the standards of the AAP system into the behaviour of all daily 
work. 
 
How does REFORM define the AAP system? 
REFORM believes in the AAP Standards of Accountability for Targeted Communities 
endorsed by the United Nations, specifically the United Nations Development Program 
(UNDP), as it considers them: “Shortcut standards of accountability in a broad sense with 
greater focus on opening a two-way channel of communication between REFORM and 
the affected community. REFORM and its community partners view accountability to 
affected communities as an active commitment to use power responsibly. This seeks to 
observe and assist these communities while holding them accountable. A channel of 
bilateral communication is opened between REFORM and community which enables the 
AAP to increase the transparency and properly direct action. This raises the amount of 
trust and increases the projects’ effectiveness that are led by REFORM. 
 
Benefit of accountability for affected community groups: 
REFORM believes that the benefit of accountability to affected communities comes at two 
different levels: 
Social benefit: Through AAP, individuals and various community groups are affected by 
REFORM’s projects and activities. They can access information about REFORM in a clear 
and transparent manner, thus enabling them to understand any of REFORM’s projects 
with their objective. They can participate in its design and implementation in order to 
ensure the highest possible positive impact in the affected community. In addition to that, 
it allows REFORM to be aware of the people’s needs which aids in implementing more 
beneficial projects. 
 
The benefit of REFORM: The application of the AAP standards in REFORM raises the 
efficiency and quality of the work provided along with the credibility and reliability of 
REFORM before the supporting bodies, as it achieves accountability standards based on 
the standards of community and humanitarian work. This ensures that REFORM is visible 
to the supporters while working professionally and transparently. 
 



 

5 | P a g e  
 

AAP Accountability Objectives: 
The two most important goals of accountability for affected communities AAP are to 
reach and listen to the most vulnerable groups in society. This strengthens REFORM’s 
values on participation and access to the less fortunate. The values of justice and equity 
are strengthened and the beneficiaries are protected from cases of personal abuse, sexual 
exploitation and abuse PSEA and abuse of power. REFORM developed a special policy for 
protection from all forms of exploitation and harassment. The Association adopted the 
accountability framework for affected communities and AAP comes for the purpose of 
integration in the protection system. This is adopted by REFORM with strict 
implementation of the recent policies.  
 
Accountability Standards for Affected Communities 
Accountability for affected communities, which REFORM adopts as an integral part of its 
work principles and values, includes five core criteria as the following: 
1. Leadership and Governance 
2. Transparency 
3. Feedback and Complaints 
4. Participation 
5. Monitoring and evaluation 

 
The above standards, without specific hierarchy, operate in an integrated manner 
between one another in order to ensure the best coherent structure of accountability and 
channels of communication between REFORM and affected communities. 

 

Transparency

Leadership 
and 

Governance

Participation
Monitoring 

and 
Evaluation

Feedback and 
Complaints
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Leadership and Governance: REFORM believes in leadership as part of its values and 
approach to work. It is defined as: “demonstrating commitment by ensuring that 
accountability is integrated with the Association’s strategies, program design, monitoring, 
evaluation, staffing, employee education, trainings, performance management and 
partnership agreements. This is articulated in reporting while the governance for it refers 
to the application of its internal system which works to control the work management in 
an integrated manner. More effective projects are built by analyzing all of the elements 
that affect the main parties’ performance.  
 
For the purposes of implementing this standard, REFORM seeks to secure the following 
main requirements: 
 
• Define REFORM’s role in supporting Accountability for Affected Communities 
• Coordinate with the concerned authorities to ensure that accountability is applied to 

the various categories of affected communities in terms of: gender, disability, ethnic 
diversity, different age groups and that no cases of sexual exploitation and extortion 
occur (PSEA). 

• REFORM sets procedures to qualify employees to be able to design a community and 
humanitarian intervention that adopts a methodology based on the affected 
community.  

• Form a working group that monitors the implementation of Accountability for 
Affected Communities  

• REFORM establishes procedures to ensure the awareness of REFORM’s staff on 
accountability to affected communities, its objectives, procedures, stakeholders and 
their role in ensuring their implementation 

• Ensure all accountability actions are documented for affected communities 
• Conduct periodic reviews all of the encountered challenges in the implementation of 

Accountability for Affected Communities. 
 
Transparency: REFORM believes in transparency as one of the values of its work. The 
United Nations defines it as the freedom of information flow and working in an open 
manner that allows stakeholders to obtain the necessary information to preserve their 
interests and make decisions. Therefore, it is the process that makes the information clear 
and announces it to stakeholders so that they can clearly understand decisions and 
procedures. This is done without any work ambiguity that could creates a sense of 
mistrust. This manner increases the amount of mutual trust and allows REFORM to 
communicate clearly with beneficiaries or stakeholders. 
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For the purposes of implementing this standard, REFORM seeks to secure the following 
main requirements: 
 
• Invite representatives of the workers in the community/humanitarian sector itself in 

the geographical area in which REFORM/the project is operating in. The 
implementation of the AAP is reviewed and opinions are shared regarding issues of 
community and humanitarian work for the affected communities. 

• Communicate with effective organizations to determine the means that ensure 
effective communication. 

• Effective communication with stakeholders and learning from past experiences and 
lessons to ensure the development of work and coordination to provide the correct 
community/humanitarian intervention to the affected community. 

• Consult with specialists, effective institutions and pivotal people in the target area to 
ensure the application of the AAP. 

• Undertake joint training and development procedures in AAP to ensure the 
standardization of concepts and sufficient skills for consistent application of AAP 
standards. 

• Ensure the provision of sufficient, clear and correct information to stakeholders on 
each of the project's objectives, its most important activities, target groups and 
complaint mechanisms. 

• Publish an overview of the project, its objectives, activities and target groups, as well 
as its administrative and financial reports on REFORM’s website and all social media 
platforms. This ensures there is access in a responsive manner for all various social 
groups. 

• In order to enhance the principles and values of transparency and disclosure, the 
Association is committed to publishing the documents with the tools and internal 
bodies assigned for publishing:  

 
Scope of 
Disclosure 
 

Periodical 
of 
Disclosure 
 

Disclosure 
Tool 

Responsible body 
preparing confirming Publishing 

Financial Policy 
Manual 

Once Document
s 
published 
on the 
institution
’s website 

Financial 
Department  

Board of 
Directors 
General 
Assembly 

Communicat
ion and 
developmen
t unit 
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Annual budget, 
readable 
budget report 
   
 

At the 
beginning 
of each 
year 
 

Budget 
infographi
c 
document 
published 
on the 
website 
and social 
networkin
g sites 
 

Technical 
Support unit 
Operations 
unit 
Communicat
ion and 
developmen
t unit 
General 
Director 

General 
Director 
Board of 
Directors 
General 
Assembly  

Communicat
ion and 
developmen
t unit 

HR Handbook 
 

Once 
 

A guide 
published 
on the 
institution
's website 
 

Technical 
Support unit 
 

Board of 
Directors, 
General 
Assembly. 
 

Communicat
ion and 
developmen
t unit 

Procurement 
Manual 
 

Once 
 

Manual 
published 
on the 
website 
 

  technical 
support unit 
 

Board of 
Directors 
 

Communicat
ion and 
developmen
t unit 

Publish job 
vacancies at 
least on the 
institution's 
website, 
preferably in 
local 
newspapers, or 
on private 
employment 
websites. 

At least 
one week 
before the 
deadline 
for 
submissio
n 

Website/ 
Social 
Media/ 
Media 
 
 

technical 
support unit 

General 
Director 
 

Communicat
ion and 
developmen
t unit 

Requests for 
quotations, 
bids, and 
tenders 
 

According 
to the 
Procurem
ent 
Manual 
 

Publishing 
requests 
for 
quotation
s, on the 
institution

Purchase 
requisition 
unit and 
technical 
support unit 
 

General 
Director 
 

Communicat
ion and 
developmen
t unit 
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's website, 
along with 
any 
means 
specified 
by the 
Procurem
ent 
Manual 
 

Employee Code 
of Conduct, 
Corporate 
Policies 
 

When the 
Code/Polic
ies are 
approved 
by the 
Board of 
Directors 
 

Written 
document
s 
published 
on the 
institution
's website 
 

technical 
support unit 
 

Board of 
Directors 
 

Communicat
ion and 
developmen
t unit 

Strategic Plan 
,  
 

At the 
beginning 
of the 
planning 
cycle 
 

Read 
plan/ 
infographi
cs 
On the 
institution 
's website 
and its 
social 
networkin
g sites. 
 

Institution 
units 
board of 
directors, 
and the 
general 
assembly 

Board of 
Directors 
 

Communicat
ion and 
developmen
t unit 

Annual 
management 
report/achieve
ment report. 
And any reports 
to measure the 
impact or 
evaluation 
 

end of 
each year 
 

A 
readable 
report is 
published 
on the 
institution
's website 
and its 
social 

Communicat
ion and 
developmen
t unit. 
technical 
support 
unit, 
Operations 
unit 

Board of 
Directors,  
General 
Director  
 

Communicat
ion and 
developmen
t unit 
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media 
sites 
 

An overview of 
the programs 
and projects, 
their objectives, 
activities and 
target groups, 
as well as their 
administrative 
and financial 
reports 
 
 
 

At the 
start of 
each 
project 
 

A 
synopsis, 
summary 
and 
infographi
c to be 
published 
on the 
institution
's website 
and social 
media 
pages 
Pamphlets 
distribute
d in the 
targeted 
areas 

Operations 
unit 
Communicat
ion and 
developmen
t unit 
 

Communicat
ion and 
developmen
t unit 
 

Communicat
ion and 
developmen
t unit 

 
Feedback and complaints: To seriously and responsibly follow up with the societies’ views 
in order to improve REFORM policies and raise work efficiency.  This will ensure that 
feedback and complaints are simplified, appropriate and strong enough to deal with 
(communicate, receive, treat, respond to and learn from) related to violations of REFORM 
policies and stakeholder dissatisfaction. 
 
For the purposes of implementing this standard, REFORM seeks, with best practices, to 
secure the following main requirements: 
 
• Verify that the feedback system is activated, follow up on a continuous basis for 
complaints and verify that the incoming cases have been dealt with in the complaints 
system after the solution has been provided or answered. 
• Ensure that feedback and complaints tools are appropriate with the affected 
communities, taking into account language, gender and culture to guarantee the 
community can provide their feedback effectively. 
• Ensure confidentiality, follow-up and delivery of answers to all raised questions.  
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• Acknowledgment of the Director’s instructions to securely transfer the complainant to 
a third party if the complaint relates to issues that are not within the obligations and/or 
powers of REFORM. 
• The complaints system followed in the Protection from Sexual Exploitation and 
Harassment Policy prepared by REFORM, is an integral part of the AAP document, and 
constitutes the practical framework for receiving and following up on complaints within 
the AAP system. 
• Lessons learned from submitted complaints are an integral part of the feedback process 
on the basis in which REFORM develops its work mechanisms in a responsive manner to 
the results of the complaints reports. 
For the purpose of harmonizing and integrating the policies pursued and developed by 
REFORM, the following is attached as an appendix to this document:  
• A form for feedback and response to complaints that REFORM uses as follow-up on its 
development periodically. 
• A form for a complaint report.  
• A form for the annual report for complaints, which the complaints committee / 
employee sends to the manager of the Association. 
These appendices are also an integral part of the complaints system models that are 
designed in REFORM's Protection from Exploitation and Harassment Policy. 
In order to strengthen the above requirements, REFORM provides active, effective and 
responsive tools for all societal groups to respond to complaints. It is not limited to a 
number of steps and values / principles. The below is feedback on the complaint response 
mechanism, which is mentioned as an example and not found in this document. This 
mechanism is aimed to support the staff in designing and implementing a feedback and 
response mechanism for complaints while taking REFORM’s steps into account. The 
different mechanisms also show how to analyze complaints/feedback received by 
REFORM with the interests and requests of the target groups.  
 
Five steps REFORM follows and develops to prepare a feedback and complaint response 
mechanism: 

Ø Acknowledgment of receipt of the complaint 
Ø Enter into the database 
Ø Solve informally or formally by verification and/or investigation 
Ø Reply 
Ø Archive the response and receipt/response. 
Ø Observe and Learn 

 
Five values/principles REFORM adhere to in response to feedback and complaints: 
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Ø Fast and secure organizational commitment. It is responsive to all diverse social, including 
but not limited to a system for receiving and managing complaints and feedback. 

Ø Regular advice to communities on objectives and best practices. 
Ø Design a process for receiving feedback and complaints while agreeing on the roles. 
Ø Prepare the infrastructure, including electronic, to receive feedback and complaints, and 

train staff. 
Ø Inform the community/publishing and circulate how to submit a complaint. 

 
 
Participation: REFORM believes in participation as one of its values and approaches. It is 
defined as enabling different societal groups to play an active role in decisions that will 
affect their lives by establishing clear guidelines and practices on participation while 
ensuring marginalized and at-risk groups have more representation.  
 
Participation in REFORM includes several levels: 
• Participate in identifying projects’ needs that are submitted to the community. 
• Participate in the partial planning of projects. 
• Participate in project management and implementation. 
 
For the purposes of implementing this standard, REFORM seeks, with best practices, to 
secure the following main requirements: 
 
• Verify that the affected community was actively involved and consulted with during 
project planning. 
• Ensure the participation of the affected community/community groups during the 
project implementation process.  
• Ensure that the participating community/community groups assisted in determining the 
selection criteria in the project.  
• Ensure that all segments of society can participate in the project (especially the most 
vulnerable groups). 
• Existence of effective and periodic procedures and activities that ensure the 
participation of community groups for each project in monitoring and evaluating the 
project. This includes the formation of advisory community committees for each project 
of the target group and community partners and the organization of open meetings with 
the target group. At least one meeting during the project implementation cycle presents 
what has been implemented and the activities will be implemented with the involvement 
of the target group and their success stories. It will also cover the collection of 
recommendations on best practices and lessons learned by the target group itself and the 
community partners. 
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• Enable the target community to make decisions about changes in the project to ensure 
its compatibility with the general context and the type of needed intervention. 
 
Monitoring and Evaluation: It means designing, monitoring and evaluating the objectives 
of programs and projects with the participation of the affected population. REFORM will 
receive the results of the operation on an ongoing basis.  
 
For the purposes of implementing this standard, REFORM seeks, with best practices, to 
secure the following main requirements: 
• Design the project in an affected community-centered manner through clear 
procedures (needs assessment, expert consultation, standards for humanitarian 
intervention). 
• Involve stakeholders in the design of the project and the construction of its main 
activities.  
• Create a clear follow-up and evaluation plan to benefit from its results in order to direct 
the project in line with its objectives and the results of the periodic evaluation. 
• Continue workflow follow-up in order to ensure the service quality provided to the 
affected communities. 
• Clear action indicators that focus on the project's qualitative goal, not just quantitative 
ones. This is to ensure that the benefit reaches the affected community in the best 
manner. 
• Follow-up on the implementation of the accountability manual and ensure that the 
relevant team possesses the appropriate skills to apply them in an optimal manner. This 
is done to carry out the necessary development processes on a regular basis. 
 
Annex 1: Feedback and Complaint Response Form 
Feedback form and response to complaints.2 
1. Introduction 
2. Governance and Administration (Complaints Committee, its members and 
responsibilities) 
3. Complaint Submission and Feedback Mechanism: 

3.1. Communication channels (Complaints committee, e-mail of the complaints 
committee and/or project committees, phone call, submitting a written request, 
messages on social media...) 
  3.2. Classification of communication steps (After submitting a complaint/feedback, 
information and data to be verified) 
  3.3. Handling complaints/requests 

 
2 : For more information on examples/complaints and feedback forms, please refer to the Department of Action Against Hunger/AFC Bangladesh 

Guidelines; Available at: https://drive.google.com/open?id=1wCr-triWKgdpflGvEP4Sl0SmgT4uuynn. 
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 3.4. The decision taken on the complaint/request/feedback and the reason 
  3.5. Close Feedback / Complaint and Feedback 
 4. Guidelines for managing complaints/requests 
 5. Confidentiality and protection 
 6. The complaint/feedback record number and the complaint/feedback file that was 
archived. 
 
Annex 2: Complaint Report Form 
Complaint Report Form Complaint number: 
Section one: Complainant's data 
The full name of the 
complainant 

If it was unknown (it should 
be indicated) 

The date of filing the 
complaint 

Gender: (for individuals 
only):  

Male  Female 

Address: Governorate (name), city (name), town (name), village (name), camp (name) 
Phone number:  Email: if any 
The complainant: 
Beneficiary, supplier, employee, contractor, volunteer, civil society organization, others 
If the complainant is a person with a disability, we mention / indicate the type of 
disability (to be classified)3 
Communication Disability, Hearing Disability, Visual Disability, Mobility and Hand 
Disability, Difficulty- Slow Learning Disability “Learning Difficulty/Disability, Learning 
Disability, Memory and Concentration Disability, Mental Health Disability 
Age: For Individuals  Date of Birth: 
Phone number/mobile  E-mail: if any 
Section Two: About the Complaint 
The subject of the complaint Behavior of an employee or volunteer 

Allegations of sexual exploitation and 
harassment 
mishandling 
discrimination 
abuse of power 
other 

 
3 National definitions and classifications approved and adopted by the Palestinian Central Bureau of Statistics, the Ministry of 
Social Affairs and using the narrow definition of approving the classification of the World Health Organization and the Washington 
Disability Group.” Definition appendix, and complaints staff are trained on it, and it is an integral part of the complaints system 
pursued in the protection from exploitation policy and harassment at REFORM, and it was included in the last policy, for more 
information in this regard, please review the mentioned policy and its appendices. 
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The party against which the complaint is 
filed 

Employee, volunteer, contractor... 

The name Department / Administration 
How to submit a complaint? 
 

Email, telephone call, verbal complaint, 
message on social media, written letter, 
through employee/other person, other 

Complaint details 
 

The facts and merits of the complaint, why 
was it submitted, when did it occur, what is 
the complainant’s expectation...other 
details 

Action taken in the complaint  
Complaint current status  
Recommendations: 
1. At the level of the subject of the 
complaint / and the subject / the person 
complained about / from him 
2. At the level of procedures / 
instructions that must be taken by the 
director of the institution as a lesson 
learned from this complaint 
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Annex 3: Annual Complaint Report Form 
Complaint annual report form 
Section 1: Information about the entity that prepared the report 
Department/department name  
Report preparer's name  
The date the report was prepared  
The period covered by the report: (1/1/ for 
the year / - 12/30/ for the year) 

 

Section 2: Complaints received during the current year and their comparison with the 
complaints of the previous year 
Number of complaints accepted during 
the current year 

 

Number of complaints dismissed during 
the current year 

 

Total complaints received during the past 
year 

 

Its nature, owners (women, men, people 
with disabilities, the elderly, men) and 
geographical distribution 

 

Number of complaints received the 
current year 

 

Comparing the total complaints received 
for the current year with what was 
received last year, with percentage. 

 

Section 3: Distribution of complaints submitted during this year according to the nature 
of the complaining party 
The number of complaints submitted by 
male individuals during the current year 

 

The number of complaints submitted by 
female individuals during the current year 

 

Number of complaints submitted by 
elderly individuals during the current year 
(males and females) 

 

Number of complaints submitted by 
individuals with disabilities during the 
current year (males and females) 

 

Number of complaints submitted by 
children during the current year (males 
and females) 
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The number of collective complaints 
submitted during the current year (if they 
were submitted by more than one 
individual) 

 

Number of complaints submitted by civil 
society organizations or other bodies 
(non-individuals) 

 

Total individual complaints developed 
during the current year 

 

Total group complaints submitted during 
the current year (if they were submitted 
by more than one individual) 

 

The total number of complaints submitted 
by civil society organizations or other 
bodies (non-individuals) during the 
current year 

 

Section 4: Distribution of Complaints According to the Geographical Distribution of 
Governorates 
Governorate 
 

Number of 
complaints 
accepted during the 
past year 
 

Number of 
complaints 
accepted last year 
 

The difference in 
the number of 
complaints 
between last year 
and past year 

Jerusalem    
Ramallah and Al-
Bireh 

   

Jericho and the 
Jordan Valley 

   

Hebron    
Bethlehem    
Nablus    
Salfites    
Qalqilya    
Tulkarem    
Jenin    
Tubas and the 
northern Jordan 
Valley 

   

Uncategorized    
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outside Palestine    
Total    
Section 5: Distribution of complaints seen during the current year according to the 
method of receiving complaints 
Number of foreseeable complaints 
submitted during personal attendance and 
submission of an official letter/request 

 

Number of foreseeable complaints 
submitted using the complaints email 

 

Number of complaints received by phone  
The number of foreseeable complaints 
submitted using the institution's regular 
mail and/or to the employees/manager of 
the institution 

 

Number of perceived complaints made 
using social media 

 

The number of perceived complaints 
submitted by other means 

 

The total number of complaints seen 
during the past year and their distribution 
according to the method of receiving 
complaints 

 

Section 6: Distribution of complaints seen during the current year by type of complaint 
Subject of the complaint  Number of 

complaints seen 
during the current 
year 

Number of 
complaints 
processed during 
the last year 

Misbehavior of employees (classified)   
Misbehavior of volunteers (we classify)   
Violations of freedom and physical 
integrity (classification) 

  

Discrimination on the basis of (class) 
gender, religious belief, disability, political 
belief, opinion, class, ethnicity 

  

Complaints submitted for gross violations 
of the institution’s internal and/or 
financial and/or administrative rules (can 
be categorized here) 
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Section 7: Distribution of foreseeable complaints and complaints that were addressed 
about the activities implemented and/or not implemented by the institution (we 
mention them and classify them according to projects and programs) 
Activity 
 

Project/Program 
 

Number of 
complaints received 
during the current 
year 
 

Number of 
complaints handled 
in the last year 

    
Total    
Section 8: Distribution of complaints rejected and/or for which no action has been 
taken according to the reason for rejecting the complaint 
Reason for rejection of complaint / failure to take 
action 
 

Number of complaints rejected 
/ no action taken during the 
current year 

The subject of the complaint is being challenged 
before the courts and/or other official bodies 

 

The complaint is malicious  
The subject of the complaint is outside the jurisdiction 
of the institution and/or has been transferred to 
another party 

 

Previously rejected or previously decided by the 
Complaints Committee 

 

Other uncategorized reasons  
Total  
Section 9: Analysis of complaints, decisions taken, and lessons learned 
The number of complaints is analyzed in terms of their subject matter, geographical 
location, project/program/employee/organization against which the complaint is filed, 
its classification and nature 
We write, by analysis, comparisons with percentages associated with the number of 
complaints, and their percentage for the past years for the same authorities (increased 
/ decreased) and the reasons 
We mention the recommendations and lessons learned, and the administrative 
procedures / instructions that must be taken to develop the work of the institution and 
strengthen control and prevention 
The following questions are for the purpose of developing the performance and internal 
control of the parties that handle the complaint within the institution 
Have complaints been submitted to the director of the institution against a committee 
/ member of the complaints committee? 
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Yes 
No 
If the answer is yes: What is the subject of these complaints, and what actions have 
been taken? 
 
 
Have complaints been submitted against the director of the institution and/or a 
member of a general assembly and/or board of directors? 
Yes 
No 
If the answer is yes: What is the subject of these complaints, and what actions have 
been taken? 
 
Section 10: Miscellaneous related to complaints work 
What are the most prominent obstacles and challenges that you faced while following 
up on complaints during the current year? 
What are the training and development needs? 
Based on your practical experience, what are your suggestions for developing 
complaints handling mechanisms in the institution? 
Is there an effect of following up on complaints received by the institution in amending 
(policy, system, procedure or instructions) in the institution, to mention it if any? 
What are your recommendations and suggestions regarding the complaint form, 
including suggesting amendments to the classifications contained in it? 
What are your recommendations to improve the complaints system at the institution? 
Section 11: A model for a success story in receiving and handling complaints 
We write the details of one success story for a complaint that was received, and it was 
successfully processed, so that the right was returned to its owner, and/or an action 
was taken to amend and/or change the policies/regulations of the institution and/or 
another procedure as a treatment for the subject of the complaint, please attach the 
supporting documents In particular, Form 1, Request for Submission of a Complaint, 
the procedures taken and the decision taken, and the written Letter sent to the 
complainant notifying him of the complaint follow-up results 

 
 


