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COMPLAINTS RESPONSE POLICY

Introduction

As an INGO, IAS DK believes and welcomes feedback and will
react constructively to complaints from the people the organization works with.
We acknowledge that staff (internal) or beneficiaries, service providers etc.
(external) have a right to complain when they feel that IAS DK has wronged
them in one or another way. IAS DK believes that a well-managed mechanism
for handling complaints (internal and external) can improve the quality of our
work, and that there is need to discover in a timely manner evidence of
activities that may threaten or impede compliance with IAS DK policies as the
organization strives to serve all target communities. As IAS DK is not an
implementing agency, this policy also commits all partners of IAS DK,
implementing projects on behalf or with IAS DK, to implement according to the

policy.

Therefore, the process put in place to handle complaints, when implemented
and properly maintained, will assist in the efforts to reinforce ethical behaviors
related to the work that IAS DK does, and will detect and correct any
unacceptable conduct. Establishing an early warning system and bringing
issues or matters arising, to senior management, and in time, will prevent or
detect and correct possible problems before they cause serious harm or
damage.

This policy applies to all departments within IAS DK, our partners, target
community, suppliers, contractors, donors, and all partners.

What is a complaint?

In the context of this policy, and according to the Vision and Mission of IAS
DK, a complaint is a grievance made against IAS DK or our partners or any
of its employees, partners and or associates where there has been failure to
do as promised; and that promise (verbal or written) should be related to our
activities, our Mission and Values, or the conduct of IAS DK staff or partners.

Stakeholders

Regarding the guidelines for complaints, there are four major or key
stakeholders.
o The individuals who bring the complaint (Complainants). These can be

either from within IAS DK (Current or former Employees, Trainees or
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Volunteers) or from outside the organization (the beneficiaries or target
community, Suppliers, contractors, partners, donors)

o The accused, who could be individuals or groups. These can also be
either from within IAS DK (Current or former Employees, Trainees or
Volunteers) or from outside the organization (the beneficiaries or target
community, Suppliers, contractors, partners, donors)

o The victim may have been subject to different kinds of misconduct
and/or abuse such as manipulation, threats, violence, wrongful use of
power and money, etc., and especially cases of sexual offence. Sexual
Offences can be defined as abuse of a role or power where a person
in a vulnerable situation is being exploited instead of protected. It is
about one person exploiting his/her position towards a person he/she
is in a helping relation to, whether that be by sending out sexual signals
or by introducing a sexual relationship to that person. With sexual
offences we mean the whole range of sexual acts, from offensive
language to imposing sexual intercourse or similar acts. Complainants
of sexual exploitation or abuse could come from within or from outside
the organization.

o Other interested parties like family members of the accused, government

line ministries or bankers.

Complaint mechanism

IAS DK partners are responsible for implementing a well-designed complaint
mechanism that can demonstrate its commitment to  accountability,
transparency, and responsiveness to the needs and concerns of its beneficiaries
and stakeholders in case of complaint.

To do so the practical implications are:

IAS DK partners must identify their communication channels, the means through
which beneficiaries and stakeholders can submit their complaints. Options may
include:

e Dedicated complaint hotline.

e Email address for complaints.

e Physical complaint boxes at project sites or offices.

e Community meetings or forums for in-person feedback.
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Partners must clearly inform procedures: explain how complaints will be
received, documented, and addressed. This includes:

o Setting response timeframes for acknowledging and  resolving
complaints.

e Establishing confidentiality protocols to protect complainants' identities if
desired.

e Creating escalation procedures for unresolved complaints.

e Train Staff and Volunteers: ensure that staff and volunteers are trained
in how to handle complaints professionally and empathetically. They
should understand the complaint procedures, be able to document
complaints accurately, and know when and how to escalate issues.

e Promote awareness about the complaint mechanism among beneficiaries
and stakeholders. This can be done through; Information sessions or
workshops, Flyers, posters, or brochures distributed in the community,
Announcements at project sites or community gatherings, social

media posts and website updates.

IAS DK's Partner Organizational Tool specifies in further detail how partner
organizations should elaborate on their complaints response policies and
complaints response mechanisms.

How to file a complaint

It is in the interest of IAS DK that anyone wishing to express a concern of any
kind and against anyone within the organization should feel free and
comfortable doing so. In this guideline, anyone is free to use the following
avenues.

+ One can decide to discuss with any senior manager, supervisor or any
IAS DK or partner staff on ground from where the complaint comes.

« Use confidential conversation with human resource personnel.

« Send a mail to IAS DK or partner.

o Submit a complaint on the website: hitps://www.uvildiginstans.dk/

Implementation
IAS DK is committed to the full implementation of this policy, by which IAS DK

encourages all stakeholders to be able to come forward with a complaint
without fear of retaliation. Any retaliation by a staff member or other
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representative of the organization may result in discontinuation of the staff
member from the organization.

To ensure a proper, confidential, and respectful framework for interactions
within 1AS DK, FrikirkeNet — the umbrella organization of which IAS DK is a
member — has arranged for an independent body (Uvildiginstans) made up of
four to five individuals appointed by FrikirkeNet’s board for three-year terms.
The complaints are handled by this Uvildiginstans teams and can be filed at the
website (https://www.uvildiginstans.dk/).

The members of this team are geographically distributed across Denmark and
represent diverse professional backgrounds; all have relevant education and
experience in handling cases involving sexually inappropriate behavior. This
arrangement ensures that individual cases are managed accurately,
professionally, and with due regard for all parties involved.

Depending on the situation, we recommend that the complaint:

e Be raised directly with the person alleged to have committed the
violation.

o If that is not possible or appropriate, be submitted to the alleged
offender’s supervisor.

o If the supervisor cannot address it, be escalated to the supervisor’s
manager or the church/organization leadership and ask them to handle
the case.

e If special circumstances make this sequence impractical, contact the
independent body directly at any time, regardless of the nature or
severity of the alleged violation.

No one who feels sexually violated — or who suspects or knows of sexually
inappropriate behavior — should be expected to handle the matter alone.
Anyone in this situation may contact the independent body for support and
assistance.

To ensure safety and trust, inquiries are handled according to the following
fundamental principles:

o Confidentiality

Only those with a legitimate need to know—such as parties directly involved or
designated caseworkers—should have access to case information. Information
may not be disclosed to anyone outside the independent body without the
written consent of the person who contacted the independent body.

o Respect for Privacy
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Personal data must be handled in accordance with applicable legislation at
all times.

o Right of response

The person against whom an accusation has been made must have the
opportunity to comment on the case and be informed of the allegations made
against them.

e Objectivity

Cases must be handled objectively and fairly, with all relevant circumstances
considered impartially. The independent body (uvildiginstans.dk) offers
confidential conversations with the person raising the concern and provides
clarification, guidance, and practical assistance with next steps when needed.

Processing valid reports

Reports deemed valid are forwarded to the IASDK Whistleblower Unit,
consisting of:

o |ASDK Secretary General
« |ASDK Head of Finance

They investigate the matter and provide updates to Uvildiginstans.

Handling conflicts of interest

If a report concerns a member of the Whistleblower Unit, the remaining non-
conflicted members of the unit will handle the case.

Response timeline
 Within 7 days: Confirmation of receipt
« Within 3 months: Notification of case closure or update

o If more time is required, you will be informed and given a reason. All
communication takes place through the Uvildiginstans portal.

Confidentiality

Sensitive complaints are handled with the highest confidentiality. IAS DK will
involve only the small, necessary group of people who need to know to manage
the case.
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The independent body handles all information confidentially and internally and
operates under strict confidentiality obligations. Information received by
uvildiginstans.dk about specific incidents or suspected incidents of sexually
inappropriate behavior will not be shared with third parties without the written
consent of the person(s) who contacted the independent body.

Requests for advice, guidance, or help clarifying next steps may be made

anonymously with respect to the organization. However, the independent body
will always record the inquirer’s name and email address.
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