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Feedback & Complaints Handling Policy 

1. Policy Statement 

Moses Welfare Foundation (MWF) is committed to promoting a culture of transparency, 

accountability, respect, and continuous improvement. We value the opinions, experiences, and 

concerns of our beneficiaries, donors, employees, volunteers, partners, suppliers, and members of 

the public. 

Constructive feedback helps us improve the quality, effectiveness, and impact of our programmes, 

while complaints provide an opportunity to address concerns fairly, promptly, and professionally. 

MWF is committed to ensuring that everyone can safely raise concerns without fear of retaliation, 

discrimination, or intimidation. 

As a Christian humanitarian and development organization, we believe that listening to those we 

serve is fundamental to our mission and strengthens trust, accountability, and responsible 

stewardship. 

2. Purpose 

The purpose of this policy is to: 

• Encourage open and honest feedback. 

• Provide accessible and confidential complaint mechanisms. 

• Ensure complaints are handled fairly, consistently, and promptly. 

• Promote accountability to beneficiaries, donors, and stakeholders. 

• Strengthen organizational learning and continuous improvement. 

• Protect complainants from retaliation. 

• Support compliance with donor requirements and recognized international good practice. 
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3. Scope 

This policy applies to complaints and feedback relating to all MWF activities and operations. 

It applies to: 

• Beneficiaries 

• Community members 

• Donors 

• Sponsors 

• Employees 

• Volunteers 

• Board Members 

• Consultants 

• Contractors 

• Suppliers 

• Partner organizations 

• Visitors 

• Members of the public 

The policy covers concerns relating to: 

• Programme quality 

• Staff conduct 

• Service delivery 

• Delays or unfair treatment 

• Procurement 

• Financial management 

• Fraud and corruption 

• Safeguarding concerns 

• Child protection 

• Sexual exploitation, abuse and harassment (SEAH) 

• Discrimination 

• Health and safety 

• Privacy and confidentiality 

• Organizational decisions 

• Environmental concerns 
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4. Guiding Principles 

MWF is committed to handling all feedback and complaints in accordance with the following 

principles: 

• Respect 

• Fairness 

• Accessibility 

• Confidentiality 

• Impartiality 

• Transparency 

• Timeliness 

• Accountability 

• Protection from retaliation 

• Continuous learning 

• Do No Harm 

5. Definitions 

Feedback 

Feedback includes suggestions, compliments, observations, recommendations, or comments 

intended to improve MWF's services and programmes. 

Complaint 

A complaint is any expression of dissatisfaction regarding MWF's activities, decisions, staff conduct, 

services, or programme implementation where a response or corrective action is expected. 
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Serious Complaint 

Serious complaints include allegations involving: 

• Fraud or corruption 

• Theft or financial misconduct 

• Child abuse or neglect 

• Safeguarding violations 

• Sexual exploitation, abuse or harassment (SEAH) 

• Serious misconduct 

• Violence or threats 

• Criminal activity 

• Significant breaches of organizational policies 

Such complaints shall be handled under the relevant specialized policies and may require 

immediate escalation. 

6. Who Can Submit Feedback or Complaints? 

Feedback or complaints may be submitted by: 

• Beneficiaries 

• Parents or guardians 

• Community representatives 

• Employees 

• Volunteers 

• Donors 

• Suppliers 

• Contractors 

• Partner organizations 

• Government authorities 

• Members of the public 

Anonymous complaints will be considered where sufficient information is provided to enable 

appropriate assessment and investigation. 
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7. Feedback and Complaint Channels 

MWF will provide multiple accessible ways to submit feedback or complaints, including: 

• Email 

• Telephone 

• Suggestion boxes 

• Community meetings 

• Written letters 

• In-person reporting to authorized staff 

• Online feedback forms 

• Social media (where appropriate) 

• Referral through partner organizations 

Information about available channels shall be communicated to beneficiaries and stakeholders in 

an accessible manner. 

8. Confidentiality 

All complaints shall be handled confidentially. 

Information will only be shared: 

• On a need-to-know basis. 

• Where required by law. 

• To protect individuals from harm. 

• For legitimate investigation purposes. 

The identity of complainants shall be protected whenever reasonably practicable. 
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9. Protection Against Retaliation 

MWF strictly prohibits retaliation against any individual who raises a concern or complaint honestly 

and in good faith. 

No person shall suffer: 

• Harassment 

• Threats 

• Intimidation 

• Discrimination 

• Victimization 

• Loss of services 

• Loss of employment 

• Other adverse treatment 

Retaliation itself may result in disciplinary action. 

10. Complaint Handling Process 

MWF shall seek to manage complaints through the following process: 

Step 1 – Receipt 

All complaints shall be recorded promptly upon receipt. 

Step 2 – Acknowledgement 

Where contact details are available, MWF will acknowledge receipt of the complaint within a 

reasonable timeframe. 

Step 3 – Assessment 

The complaint will be reviewed to determine: 

• Nature of the issue 

• Level of risk 

• Appropriate handling procedure 

• Whether immediate action is required 
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Step 4 – Investigation 

Where appropriate, an impartial investigation shall be conducted. 

Investigations will: 

• Respect confidentiality. 

• Be fair to all parties. 

• Gather relevant evidence. 

• Maintain accurate records. 

Step 5 – Decision 

Appropriate corrective or preventive actions shall be determined based on the findings. 

Step 6 – Response 

Where appropriate and legally permissible, the complainant shall be informed of the outcome or 

the conclusion of the process, recognizing that confidential personnel or safeguarding information 

may not be disclosed. 

Step 7 – Closure 

Complaints shall be formally closed after appropriate action has been completed and documented. 

11. Complaints Requiring Immediate Escalation 

The following shall be reported immediately to senior management and handled under the relevant 

policies: 

• Child safeguarding concerns 

• Sexual exploitation, abuse or harassment 

• Fraud and corruption 

• Serious security incidents 

• Violence 

• Criminal allegations 

• Significant financial irregularities 

• Major data breaches 

Where required by law, MWF shall notify the appropriate authorities. 
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12. Responsibilities 

Board of Directors 

The Board shall: 

• Approve this policy. 

• Promote organizational accountability. 

• Review trends in complaints and organizational responses. 

• Ensure appropriate oversight of serious complaints. 

Chairman / Executive Director 

The Chairman shall: 

• Ensure implementation of this policy. 

• Promote a culture that welcomes feedback. 

• Ensure appropriate resources for complaint handling. 

• Monitor organizational improvements arising from complaints. 

Feedback & Complaints Focal Person 

The designated Focal Person shall: 

• Receive complaints. 

• Maintain complaint records. 

• Coordinate investigations where appropriate. 

• Monitor response timelines. 

• Analyze complaint trends. 

• Recommend improvements. 

• Prepare periodic reports for management. 

Employees and Volunteers 

All personnel shall: 

• Treat complainants respectfully. 

• Report complaints promptly through established procedures. 

• Cooperate with investigations. 

• Maintain confidentiality. 

• Protect complainants from retaliation. 
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13. Record Keeping 

MWF shall maintain secure records of: 

• Complaints received 

• Feedback received 

• Investigation actions 

• Decisions 

• Corrective actions 

• Lessons learned 

• Follow-up activities 

Records shall be maintained in accordance with the Data Protection & Privacy Policy and applicable 

legal requirements. 

14. Learning and Continuous Improvement 

Feedback and complaints shall be analyzed regularly to: 

• Identify recurring issues. 

• Improve programme quality. 

• Strengthen accountability. 

• Enhance staff performance. 

• Improve organizational policies and procedures. 

• Reduce future risks. 

Lessons learned shall be incorporated into planning, training, and programme design. 
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15. Training and Awareness 

MWF shall provide training on: 

• Complaint handling procedures. 

• Respectful communication. 

• Confidentiality. 

• Safeguarding referrals. 

• Fraud reporting. 

• Protection from retaliation. 

• Customer service and accountability. 

Beneficiaries and stakeholders shall be informed of available complaint mechanisms during 

programme implementation wherever practicable. 

16. Monitoring and Compliance 

Implementation of this policy shall be monitored through: 

• Complaint registers. 

• Periodic management reviews. 

• Internal audits. 

• Beneficiary satisfaction surveys. 

• Feedback analysis. 

• MEAL reporting. 

• Policy reviews. 

Corrective actions shall be implemented where improvements are identified. 

17. Policy Violations 

Failure to comply with this policy may result in: 

• Corrective action. 

• Mandatory retraining. 

• Disciplinary measures. 

• Suspension. 

• Termination of employment, volunteer engagement, or contracts where appropriate. 

• Referral to the appropriate authorities where legally required. 
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18. Policy Review 

This policy shall be reviewed annually or sooner if required by changes in legislation, donor 

requirements, organizational operations, or identified risks. 

19. Commitment 

Moses Welfare Foundation is committed to creating an environment in which every individual feels 

respected, heard, and valued. We recognize that constructive feedback and fair complaint handling 

strengthen accountability, improve programme quality, and build lasting trust with the 

communities we serve. 

By encouraging open communication, protecting those who raise concerns in good faith, and acting 

on lessons learned, MWF demonstrates its commitment to integrity, transparency, and continuous 

improvement in all aspects of its humanitarian and development work. 

Approval 

This Feedback & Complaints Handling Policy has been approved by the Board of Directors of Moses 

Welfare Foundation and is binding on all Board Members, employees, volunteers, consultants, 

contractors, partner organizations, and representatives acting on behalf of the Foundation. 

Approved By: Board of Directors 

Moses Welfare Foundation 

Effective Date: 28 July 2026 

Review Date: 28 July 2027 

 

Motto: "Listening with Respect. Responding with Integrity. Improving through Accountability." 

 

 

 


