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MEPEAMOBA / PREAMBLE

IO «Micns3aBTpa» Npautoe 3 Bpas3IMBUMU BEPCTBaMM
HaceneHHs1 B YyMOBaXx ryMaHiTapHoi Kpusun. EcdekTuBHe
pearyBaHHs1 Ha CKapr — Lie 04HOYacHO NpaBoBe 3060B's3aHHS
Ta ryMaHitapHe 3060B's3aHHS.

Lis MoniTuka BCTaHOBNIOE 6E3MEYHUI, AOCTYMHUI Ta
KOHMIAEHLIMHWIA MexaHi3M Ans byab-aKoi ocobu, sika 6axae
BMC/TOBUTUN 3aHEMOKOEHHS, NoAaTN ckapry abo Hagatu
napTHepiB.

MowMpIOETLCSA HA: NEepPCOoHaJ, BOJIOHTEPiB, MapTHEpIB,
y4yacHuKiB nporpaMm, 6eHediuiapiB, uneHiB rpomaam,
AOHOPpIB.

1. 3ATAJIbHI NMNOJIOXXEHHA - 1. GENERAL PROVISIONS

NGO AfterTomorrow works with vulnerable populations in
humanitarian crisis. Effective complaint handling is both a legal
obligation and a humanitarian commitment.

This Policy establishes a safe, accessible, confidential
mechanism for any person to raise concerns, complaints, or
feedback about the Organisation's work, personnel, or partners.
Applies to: staff, volunteers, partners, programme
participants, beneficiaries, community members,
donors.

1.1 Cchepa 3acTocyBaHHS

XTO MOXKe noaaTu ckapry:

® byab-sika ocoba — 6e3 obMexxeHb 3a CTaTycoM,
rpoMagsHCTBOM abo cTocyHKoM Ao OpraHi3aduii.

Ha 1o Mo)XHa CKapXUTucs:

® SKiCTb Nporpam Ta nocnyr.

e [NoBeaiHka nepcoHany abo BOIOHTEPIB.

® PiweHHs abo nonitvku OpraHizadii.

e [pobnemu 3axucty (safeguarding).

o DiHaHCOBI NOPYLUEHHS.

LLlo HE oxonstoe ua Monituka:

e HR-ckapru nepcoHany — Koagekc nosefliHku
(AoxkymeHT N2 03) Ta KagpoBa nonituka (JlokymeHT N2
13, po3pin 7).

e Safeguarding-ckapru npuiimatoTbest 3a uieto MoniTukoto, ane
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1.1 Scope

Who can complain:

e Anyone — without restriction by status, citizenship, or
relationship to the Organisation.

What can be complained about:

e Quality of programmes and services.

e Conduct of staff or volunteers.

e Decisions or policies of the Organisation.

e Safeguarding concerns.

e Financial irregularities.

What this Policy does NOT cover:

e HR grievances for staff — Code of Conduct (Doc 03)
and HR Policy (Doc 13, Section 7).

e Safeguarding complaints are received under this Policy but
handled under the procedure and timelines of the Safeguarding

Policy (Doc 06).

1.2 Principles
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e [10CTYNHICTb: MHOXWHHI KaHanu nogadi, Kisibka MOB.

o KoHdiaeHUiMHICTb: 0COBUCTICTb CKapXXHUKA 3aXULLEHA
MaKCUMasnbHO MOX/IMBOIO Mipoto.

e 3axucT Bia noMcTu: Hyab-siKka NOMCTa € OKPEMUM
nopyweHHaM JokymeHTa N2 03 ta [lokymeHTa N2 09.

e HeynepemxeHicTb: Ckapru po3rnsigaoTbcs ocobamm 6e3
KOHMNIKTY iHTepeciB.

o MponopuiiHicTb: peakuis BiANOBIAAE THKKOCTI CKApru.
© 3BOPOTHUM 3B'A30K: CKapXXHMK iHPOPMYETLCA NPo
pe3ynbTart.

2. KAHAJIU NOAAHHA - 2. SUBMISSION CHANNELS

after” tomorrow

e Accessibility: multiple channels, multiple languages.

e Confidentiality: identity of complainant protected to
maximum extent possible.

e Non-retaliation: any retaliation = separate violation of Doc
03 and Doc 09.

e Impartiality: complaints handled by persons with no conflict
of interest.

e Proportionality: response proportionate to severity of
complaint.

e Feedback loop: complainant informed of outcome.

2.1 CraHpapTHi KaHanm

e EnexTpoHHa nowrTa: welcome@aftertomorrow.org
(MoHiTOpUTBCS [0N0BOKO NMPaB/iHHA Ta YNOBHOBAXXEHO 0C060t0
i3 3axucTy). Ckapru wogao Nonosw npaeniHHA Ta safeguarding-
CKapru HaacMnalTbCs Ha v.perova@aftertomorrow.org abo
whistle@aftertomorrow.org.

e 0co6KuCTO: 6Yab-IKOMY UMeHy NepcoHany, SKuii
3060B'A3aHMII NepeaaTy ckapry NpoTsrom 24 roavH.

e AHOHiIMHO: whistle@aftertomorrow.org (MOHITOPUTLCS
MpaBniHHAM, He [0M10BOIO NpaBAiHHSA).

2.2 flitu Ta Bpa3nusi rpynu / Children and Vulnerable
Groups

® [Ipy>XHE A0 AUTMHM 3BITYBaHHS: YCHa CKapra Big AUTUHU
NMPUIMMAETbCS Ta AOKYMEHTYETLCS MEPCOHANOM; MPO IHUMAEHT
NnoBiAOMNSAOTECS 6aTbKK/OMiKyHM NnLe 3a YMOBM 6e3neku.

® CKpVHbKM ANsi CKapr y MiCLSIX NPOBEAEHHS NMporpam.

® [liTh Ta y4acCHMKM iHDOPMYIOTLCS NPO MEXaHi3M noaadi ckapr
Ha KOXXHOMY BCTYMHOMY iHCTpYKTaX)i nporpamu.

® POo3KpuBaTN 0COBUCTICTb He 060B'A3KOBO AN1a noaadi ckapri.

e CKapru wopao 3axumcTy — 3aBXau nepegalTbest
YnoBHOBaXeHiin 0cobi i3 3axucty (JokymeHT Ne 06, Po3gin 5).

2.3 KanHanu ans naptHepiB / Partner-Facing Channels

e [lapTHepW MOXYTb NoAaBaTh CKaprv LWoAO NMOBeAiHKK
OpraHi3auji 6e3nocepeaHbo [0N10Bi NPaBiHHSA; CKapru Woao
camoi Fonosu npaeniHHA — Ha whistle@aftertomorrow.org
(MpaB.niHHIO).

e Cyb6-rpaHToOTpMMyBaYi 3060B'A3aHi NigTpUMyBaTN BNacHi
MeXaHi3Mu po3rnagy ckapr, y3rofkeHi 3 uieto Monitukoto.

3. CTPOKN OBPOBKW ¢ 3. PROCESSING TIMELINES

2.1 Standard Channels

e Email: welcome@aftertomorrow.org (monitored by the Chair
of the Board and the Safeguarding Officer). Complaints
concerning the Chair of the Board and safeguarding complaints
are sent to v.perova@aftertomorrow.org or
whistle@aftertomorrow.org.

e In person: to any staff member, who forwards within 24
hours.

e Anonymous: whistle@aftertomorrow.org (monitored by the
Board, not the Chair of the Board).

2.2 Children and Vulnerable Groups

e Child-friendly reporting: verbal complaint accepted from child,
documented by staff member; parental/guardian notification
only if safe to do so.

e Complaint boxes at programme venues.

e Children and participants are informed of the mechanism at
every programme induction.

e No requirement to disclose identity to submit a complaint.

e For safeguarding complaints - always escalate to the
Safeguarding Officer (Doc 06, Section 5).

2.3 Partner-Facing Channels

e Partners may submit complaints about the Organisation's
conduct directly to the Chair of the Board; complaints about the
Chair herself go to whistle@aftertomorrow.org (the Board).

e Subgrantees must maintain their own complaint mechanisms
aligned with this Policy.
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CTpoKu pearyBaHHS:

e MiagTBEpAYXKEHHSA OTPUMAHHSA: 3 pobounx AHi.

e MpomixkHa BiaNoBiAb (AKLO po3cnigyBaHHA TPUBAE): 7
poboumnx OHiB.

e OcrtaToyHa BignoBiAgb: 14 pobounx AHIB 3 AaTN OTPUMaHHSI.

e CknapHi cnpasu: 10 30 AHiB 3 NMCbMOBUM MOBIAOMIIEHHAM
Npo NOAOBXEHHS.

e EkcTpeHi/6e3nekoBi ckapru (3arpo3a ocobi): 24
roIMHW, HerawHi Ail.

© AHOHIMHI CKapru: Ti CaMi CTPOKM; CKapXXHUK iHPOpMyeTbCS
yepes ToW CaMUii KaHaJl, SKLLO MOXJIMBO.

e Ckapr, WO MiCTTb O3HAKM 3aXMLLEHOrO NOBIAOMMIEHHS
BMKpMBaya abo safeguarding-iHunaeHTy, po3rnsgaoTbes 3a
cTtpokamu JokyMeHTiB N2 09 Ta N2 06 BignosigHo.

® 30BHilWHi KaHanu: HauioHanbHe areHTCTBO 3 NUTaHb
3anobiraHHs kopynuii (HA3K) — nazk.gov.ua (kopynuisi,
KOHAIKT iHTepeciB); YnoBHoBaxeHWUI BPY 3 npaB ntoamHm —
ombudsman.gov.ua (npaBa NtoanHKW, NEPCOHaNbHi AaHi);
HauioHanbHa nonidis — 102 (KpuMiHanbHi NpaBOMNOPYLLEHHS);
[OBP — dbr.gov.ua (3no4nHm cnyx60Bmx 0Cib, SKLo
3aCTOCOBHO). BMKpMBay TakoX Ma€e NpaBo 3BEPHYTMUCA
6e3nocepeaHbO A0 AOHOPA 3@ KOHTaKTaMu, 3a3Ha4YeHUMU y
rpPaHTOBIN yrogi.
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Response timelines:

e Acknowledgement of receipt: 3 business days.

e Interim response (if investigation ongoing): 7 business
days.

e Final response: 14 business days from receipt.

e Complex cases: up to 30 days with written notification of
extension.

e Emergency/safety complaints (threat to person): 24
hours, immediate action.

e Anonymous complaints: same timelines; complainant
informed through same channel if possible.

e Complaints containing elements of a protected whistleblower
disclosure or a safeguarding incident are handled under the
timelines of Documents No. 09 and No. 06 respectively

e External channels: National Agency on Corruption Prevention
(NACP) — nazk.gov.ua (corruption, conflict of interest);
Ukrainian Parliament Commissioner for Human Rights —
ombudsman.gov.ua (human rights, personal data); National
Police — 102 (criminal offences); State Bureau of Investigation
— dbr.gov.ua (offences by officials, where applicable). A
whistleblower may also contact the donor directly using the
contacts specified in the grant agreement.

4. ECKAJIALIA ¢ 4. ESCALATION

4.1 BHYTpilWHIN wnax eckanauii

e PiBeHb 1: YneH nepcoHarny, sikuii OTpumaB ckapry —
OOKYMEHTYe Ta nepefae [[onoBi npaBniHHA NPOTAroM 24 roguH;
SKLLO cKapra cTocyeTbcs [[onoBu npasniHHA — YNOBHOBaXeEHil
0cobi i3 3axucTy abo lMpaeniHHio (whistle@aftertomorrow.org),

MuHatouun fonoBy npaeniHHS.

e PiBeHb 2: ['0/10Ba NpaB/iHHA — po3rnsigae, poscnigye,
Bignosigae npotsrom 14 pobounx AHiB.

e PiBeHb 3: HKLLO cKapXHWK He3a40BoeHnit ABO sKLLo
ckapra cTocyeTbcsi [0/10BM NpaBAiHHS — NepenaeTbes

MpaeniHHO npoTsarom 7 poboumx AHiB. Ckapry woao Monosu
npaeniHHA po3rnagae yneH MpaBniHHS, BUSHAYEHWUI PilIEHHAM
MpaBniHHs, 6e3 yyacTi Fonoswu (JokymeHT Ne 03, n. 5.2).

e PiBeHb 4: PiweHHs NpaBniHHS € OCTAaTOYHMM Y MeXax
BHYTPILLUHBLOrO MpoLecy.

4.2 3oBHiwWwHA eckanauis / External Escalation

e CKkapru wWopao 3axXmcTy: YnoBHOBaxeHa ocoba i3 3axucty +
30BHILLHI opraHu BignosigHo Ao JokymeHTa N2 06.

e ®iHaHCOBI NOpyLweHHSA: MpaBniHHS + 30BHiLLHI ayanTop;
AOHOPW NOBIAOMNSAIOTLCS BiAnosiaHO A0 [lokyMeHTa N2 02
(po3gin 5.3) Ta JokymeHTa N2 09.

o MpaBoBi NOpPYLIEHHSA: BiANOBIAHI OpraHn YKpaiHu
(HauioHanbHa noniuis, HA3K, YnoBHoBaxxeHuiA BPY 3 npaB
NIOAVHW — 3aNEeXHO Big npegmeTa ckapru)

o CKap)XHWK 3aBXau iHPOPMYETBLCS MPO NMPaBO Ha 30BHILLHIO
eckanaduito.

4.1 Internal Escalation Path

e Level 1: Staff member receiving complaint -~ documents and
forwards to the Chair of the Board within 24 hours; if the
complaint concerns the Chair of the Board — to the
Safeguarding Officer or the Board (whistle@aftertomorrow.org),
bypassing the Chair.

e Level 2: Chair of the Board — reviews, investigates, responds
within 14 business days.

e Level 3: If complainant unsatisfied OR if complaint is about
Chair of the Board — escalates to the Board within 7 business
days. A complaint about the Chair of the Board is handled by a

Board member designated by Board resolution, without the
Chair’s participation (Document No. 03, Section 5.2).

e Level 4: Board decision is final for internal process.

4.2 External Escalation

e Safeguarding complaints: Safeguarding Officer + external
authorities per Doc 06.

e Financial irregularities: Board + external auditor; donors
notified per Doc 02 (Section 5.3) and Doc 09.

e Legal violations: the relevant Ukrainian authorities (National
Police, NACP, Ukrainian Parliament Commissioner for Human
Rights — depending on the subject of the complaint).

e Complainant always informed of the right to external
escalation.
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5. KOHOIAEHUIAHICTb « 5. CONFIDENTIALITY
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® OcoBMCTICTb CKapXHMKa 3axuLleHa B MaKCMMasibHO MOXXITUBIiA
Mipi.

e THopMaLis MOLMPIOETLCA Nnwe cepen ocib, SKMM BOHa
HeobXiaHa ANst BUKOHAHHSA cry60Bux 060B'A3KiB.

® 3anucu Wwoao ckapr 36epiratoTbCst OKPEMO Bif 0C060BUX
CnpaB nepcoHarny.

e 36epiraHHs: 5 pokiB 3 MOMeHTY 3aKkpuTTS cnpasu (JOKYMeHT
N2 08, po3gin 5)

o MNMopylweHHA kKOH(IAEHUINHOCTI = OKpeMe NOpPYLLEHHS
Kopekcy noseaiHku (JokymeHT N2 03, Po3gin 7).

e Identity of complainant protected to the maximum extent
possible.

e Information shared only on a need-to-know basis.

e Complaint records stored separately from personnel files.

e Retention: 5 years from case closure (Document 08, Section
5).

e Breach of confidentiality = separate violation of Code of
Conduct (Doc 03, Section 7).

6. CTAHOAPT CHS ¢ 6. CORE HUMANITARIAN STANDARD ALIGNMENT

6.1 3060B'A3aHHA CHS 5

CriifibHOTV Ta@ 0CObM, MOCTPaXXAasli Bif KpHU3u, MaroTb JOCTYIT 4O
6e3r1eYHUX Ta YyviHUX MEXAHI3MIB 10434/ CKapr.

KniouoBi BUMOry, siki BUKoHye usa Monituka:

® besneyHi Ta AOCTYMHI KaHanW Ans BCix, BKAOYaoUM HanbinbLL
Bpa3NnBUX.

e Ckapru po3rnsaatoTbest ocobamm 6e3 kKoHMNIKTy iHTepecis.

® CKapXXHWK OTPUMYE 3BOPOTHMI 3B'A30K LLOAO pe3ysbTaTy.

e Ckapru iHhOpMYOTb HaBYaHHS Ta BAOCKOHANIEHHS NPOrpam.
@ [1ia3BiTHICTb NAapTHepiB: YCi NapTHEPWU NOBUHHI MaTH
Y3ro[pKeHi MexaHi3Mu po3rnsay ckapr.

6.2 BnpoBag)XeHHs Ha piBHi nporpam / Programme-
Level Implementation

e CkpuHbka ans ckapr CHS HasiBHa y BCixX MicLsX NpoBeAeHHS
nporpam 3 4iTbMu.

e MexaHi3M noaadi ckapr NOSICHIOETLCS YCHO Ha KOXXHOMY
BCTYMHOMY iHCTPYKTa)i nporpamu.

o LllopiyHuiA nepernsa BKIOYAE aHanis ckapr Ans HaBYaHHS 3
nporpam.

® [apaHTis HyNbOBOI MOMCTW BUAMMO BigobpaXkeHa y MicLsxX
NPOBEAEHHS Nporpam.

6.1 CHS Commitment 5

Communities and people affected by crisis have access to safe
and responsive complaint mechanisms.

Key requirements this Policy fulfils:

e Safe and accessible channels for all, including most
vulnerable.

e Complaints handled by persons with no conflict of interest.
e Feedback provided to complainant on outcome.

e Complaints inform programme learning and improvement.
e Partner accountability: all partners must have aligned
complaint mechanisms.

6.2 Programme-Level Implementation

e CHS complaint box present at all programme venues with
children.

e Complaint mechanism explained verbally at every programme
induction.

e Annual review includes analysis of complaints for programme
learning.

e Zero retaliation guarantee displayed visibly at programme
venues.

7. HABYAHHSA TA OBI3HAHICTb ¢ 7. TRAINING AND AWARENESS

e Becb nepcoHan NpoxoauTb HaBYaHHS 3 06pobku ckapr
NPOTAroM 7 AHIB Mic/s NpUitoMy Ha poboTy.

o LLlopiyHuiA NOBTOPHUIA KypC.

® [lapTHEPW 03HAMOMIIIOIOTLCSA 3 MEXAHI3MOM Moadi ckapr nia
Yyac BCTYMHOrO iHCTPyKTaXxy napTHepCTBa.

® beHediuiapy Ta y4acHMKM iHDOPMYIOTLCS Ha NoYaTKy
nporpamu.

e All staff trained on complaint handling within 7 days of
joining.

e Annual refresher.

e Partners briefed on complaint mechanism at partnership
onboarding.

e Beneficiaries and participants informed at programme start.

8. 3BITYBAHHA TA HABYAHHSA - 8. REPORTING AND LEARNING
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® PeecTp ckapr (aHOHIMi30BaHWIA) BeAe F0noBa NpaBiHHS;
ckaprv wopo Monosu npasniHHA Ta safeguarding-ckapru
peECTpye YNOBHOBaXXeHa 0Coba i3 3aXWUCTY, PEECTP AOCTYMHUM
MpaBniHHIO.

o |llokBapTanbHWIA 3BIT MpaBniHHIO: KiNbKiCTb, TUM, Yac
BUPILLEHHS], pe3ynbTar.

® PiyHWiA 3BIT: TEHAEHLIi, BUSBNEHI CUCTEMHI Npobnemu,
BAOCKOHANEHHS Nporpam, 34iiCHeHi y pe3ynbTari.

e 3BiTyBaHHS AOHOpaM: BiAMnoBiAHO A0 YMOB rpaHTy;
CEepWo3HIi ckapru, LWo cTocytoTbesa safeguarding, — 3a
[HokymeHToM N2 06, po3ain 9.2; iHWi cepiio3Hi ckapru —
NpOTAroM 72 roavH, SKWO rpaHToBa yroaa He BCTaHOBJ/IIOE
iHLIWI CTpOK.
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e The complaint register (anonymised) is maintained by the
Chair of the Board; complaints about the Chair and safeguarding
complaints are logged by the Safeguarding Officer, and the
register is available to the Board.

e Quarterly summary to Board: number, type, resolution time,
outcome.

e Annual report: trends, systemic issues identified, programme
improvements made as result.

e Donor reporting: per grant conditions; serious safeguarding
complaints — under Document No. 06, Section 9.2; other
serious complaints — within 72 hours unless the grant
agreement sets a different deadline.
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AOAATOK A: ®OPMA NMOAAHHA CKAPT ¢ ANNEX A: COMPLAINT SUBMISSION FORM

®dopma nopaHHa ckapru — N0 «MicnasaBTpa»

[ata / Date:

IMm'a (Heo60B'A3k0BO/aHOHIMHO) / Name
(optional/anonymous):

Complaint Submission Form — NGO AfterTomorrow

Date / OaTa:

Name (optional/anonymous) / IM'a (Heo60B'A3k0BO):

KoHTtakT (Heo60B'si3k0B0) / Contact (optional):
Email / Phone:

Mporpama / koHTekcT / Programme / context:

Contact (optional) / KoHTakT:
Email / Phone:

Programme / context / NMporpamMa / KOHTEKCT:

XapakTep ckapru (BigMiTbTE)

O dAxicTb nporpamu / Programme quality

O MosegiHka nepcoHany / Staff conduct

O MNosepiHka napTHepa / Partner conduct

O MNpo6bnema 3axucty / Safeguarding concern
O diHaHcoBe nopyweHHs / Financial irregularity
O PiweHHs/nonituka / Decision/policy
O IHwe / Other:

Onuc ckapru / Description of Complaint

OnuwiTh cuTyauiro skoMora getanbHiwe (Lo
Tpanunocs, Ae, Konu, XTo 6yB 3a5yyeHui):

Nature of Complaint (tick all that apply)

Programme quality / AxicTb nporpamu

Staff conduct / MNoBepgiHka nepcoHany
Partner conduct / MNMoBegiHka napTHepa
Safeguarding concern / MNpo6nema 3axucTty
Financial irregularity / ®iHaHCcOBE NOpPYLUEHHS
Decision/policy / PilweHHsi abo nonituka
Other / IHWwe:

ooooooao

Description of Complaint / Onuc ckapru

Please describe the situation in as much detail as
possible (what happened, where, when, who was
involved):

BbaxaHui pesynbrat / Desired Outcome

SIkMi pe3ynbTaT BU OUIKYETe Bif po3rnaay ui€i ckapru?

Desired Outcome / baxaHuii pe3ynbtaT

What outcome do you expect from the handling of this
complaint?

3ropa Ha 3BOpoTHMi4 3B'A30K / Consent to Follow-Up

Consent to Follow-Up / 3roga Ha 3BOPOTHMI4 3B'130K
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O Tak / Yes — 51 Hagalo 3roly Ha 3BOPOTHWIN 3B'A30K 3a
BKa3aHVWM KOHTaKTOM.

O Hi/ No — 5 He 6axato OTpUMyBaTh 3BOPOTHUIA 3B'SI30K.

O AHOHIMHO / Anonymous — 3B'siI30K MOX/IMBUIA NnLLe Yyepes
aHOHIMHUIA KaHan.

MNignnc (HeoboB'a3koBO) / Signature (optional):

[ata / Date:

L{a opma Takox JOCTyrIHa ycHO. CKapru rnpuuMarTbcs 6yab-
AKUM YJIEHOM IEPCOHA/TY Ta NEPEAAarOTHCA [0/10B/ rpas/iiHHSA
npoTAarom 24 rogmH. Baila ocobUCTICTb 3aXULLEHA BIAMOBIAHO 40
Pozginy 5 yiei lNosaituky.

after” tomorrow

O Yes/ Tak — | consent to follow-up at the contact provided.
O No / Hi — I do not wish to receive follow-up.

O Anonymous / AHoHiMHO — follow-up only via anonymous
channel.

Signature (optional) / Mianuc:

Date / OaTa:

This form is also available verbally. Complaints are accepted by
any staff member and forwarded to the Chair of the Board
within 24 hours. Your identity is protected in accordance with
Section 5 of this Policy.

[okKyMmeHT nignucaHo y cepiici BuacHo (noyaTok)
07 Complaints Policy.pdf
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