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1. PURPOSE

1. META

1.1. The Non-Governmental Organization "Infection
Control in Ukraine" guarantees all people and
communities the ability to report their observations
related to the Safeguarding system, including
suspicions or violations (hereinafter — "Sensitive
Appeals"), through appropriate safe, accessible and
confidential channels.

1.1. F'pomaacbka opraHisauis "IHGeKuinHKMA KOHTPO/b
B YKpaiHi" rapaHTye nons Bcix Noger i rpomag
MOMAMBICTb NOBIAOMNATH CBOT 3ayBaXKeHHs, NOB'A3aHi
i3 cucTemoto YbeaneyeHHs, B TOMy YMCAi NPO Nigo3pu
ynm nopyweHHs (aani "3BepHEHHA YYTAMBOrO
xapakTepy") uepes BigNoOBiAHI Be3neuHi, f4oCcTynHi Ta
KOH}IAEHUIMHI KaHanw.

1.2. The Procedure for handling sensitive appeals and
providing feedback (hereinafter — "Procedure") has
been developed with the aim of implementing
effective mechanisms to ensure: the ability to submit
Sensitive Appeals to NGO «Infection control in
Ukraine»; encouraging the detection of any incidents
that may pose risks of Safeguarding violations; serious
and responsible consideration of any facts reported in
Sensitive Appeals; timely, consistent and professional
review of Sensitive Appeals while maintaining
confidentiality and guaranteeing the absence of
reprisals  against  whistleblowers;  appropriate
response and clear reporting procedures regarding
any established Safeguarding violations.

1.2. Mpoueaypa pos3rnagy 3BEPHEHb YyT/MBOrO
XapaKkTepy Ta HafaHHA 3BOPOTHOro 3B'A3Ky (gani —
"Mpoueaypa") pozpobneHa 3 METOK BNPOBAAKEHHSA
edeKTMBHMX  MexaHiamie  ana  3abe3nedveHHs:
MOM¥AMBOCTI NOAAHHA 3BEPHEHb YYTIMBOIO XapaKkTrepy
0o O «lHdeKUiMHMIA  KOHTpOAb B YKpaiHi»;
330X04YEHHA 40 BUABNEHHA DYAb-AKUX IHUMAEHTIB, WO
MOM¥YTb CTAHOBMTM PU3MKK MOPYLEHHA CUCTEMMU
Ybe3neyeHHA; Cceplo3HOro i BiAMNOBIAANBHOIO
CNPUAHATTA byab-aKux baKTiB, npo AKi
NOBIAOMNAETLCA Y 3BEPHEHHAX YYTNIMBOrO XapaKTepy;
CBOEYACHOro, MNOCNIAOBHOMO Ta  NpodecitHoro
po3rnagy  3BepHEeHb  YYTAMBOIO  XapaKktepy i3
OOTPUMaHHAM  KOHOiAeHUIAHOCTI  Ta  rapaHTieto
BIACYTHOCTI  MepecnifyBaHb  WOAO  BMKPWMBAYIB;
BIAMOBIAHOMO pearyBaHHA | 4iTKOI  npoueaypw
3BITYBaHHA WOAO BYAb-AKMX BCTAHOBAEHMX NOPYLIEHb
cucTemm YbesneyeHHs.

1.3. NGO «Infection control in Ukraine», within its
statutory activities, is oriented towards strengthening
a culture of accountability and transparency, and
achieving the highest quality standards, for which it
strives to make the Procedure convenient, safe,
accessible, effective and non-burdensome.

1.3. TO «IHdeKUinHWI KOHTPOIL B YKpaiHi» B mMexax
CBOEI  CTATyTHOI  AIANBHOCTI  OPIEHTYETbCA  HA
3MILUHEHHA KY/NbTYPW BiANOBIAaNbHOCTI M NiA3BITHOCTI,
a TaKOX [OCATHEHHA HaMBMWLLIMX CTaHAAPTIB AKOCTI,
3agnAa Joro nparHe, Wwob Mpoueaypa Byna 3pyyHoto,
He3neyHoto, A4OCTYNHOW, ePEKTUBHOI | TAaKOH, WO He
CTBOPIOE HAAMIPHOTO HaBaHTAXMKEHHA.,

2. SCOPE OF APPLICATION

2. COEPA 3ACTOCYBAHHA

2.1. The Procedure applies: directly to all Personnel,
Affiliated Persons and Beneficiaries, as well as any
other third parties who appeal or may report sensitive
Appeals to NGO «Infection control in Ukraine»
through designated feedback channels; to all sensitive
Appeals which NGO «Infection control in Ukraine»
receives or may receive through designated feedback
channels.

2.1. Mpoueaypa 3acTtocoByeTbeA: beanocepefHbO 40
Bcboro MNepcoHany, AdiniiosaHux ocib i beHediuiapis,
a TakoX Dyab-AKKMX TpeTix ocib, wo 3BepTatoThcA abo
MOMKYTb  MOBIOOMAATM  3BEPHEHHA  YyT/IMBOrO
xapakTtepy g0 [0 «IHQeKLUinHWIA KOHTPOL B YKpaiHi»
4yepes BM3HaYeHi KaHaau 3BOPOTHOTO 3B8'A3KY; 40 BCIX
3BEPHEHb YYTAMBOrO Xapakrepy, Aki FO «lHpeKuinHK1IA
KOHTPOMb B YKpaiHi» OTPUMYe 4epe3 BM3HaYeHi
KaHanW 3BOPOTHOIO 3B'A3KY.

2.2. The Procedure has been developed in accordance
with the Statute of NGO «Infection control in
Ukraine», the policies and procedures of the
Safeguarding system, other internal documents,
current legislation of Ukraine and international
standards.

2.2. Mpoueaypa pospobneHa BignoeiaHo go Cratyty
O «lHQeKUiMHWIA KOHTPONL B YKpaiHi», NoniTwk Ta
npoueayp cuctemu YbeaneyeHHs, iHWKMX BHYTPRIWHIX
OOKYMEHTIB, YMHHOMO 3aKOHOZABCTBA YKpaiHM i
Mi¥KHapOAHWX CTaHAAPTIB.

2.3. If under an agreement with a donor organisation
additional procedures are provided for the

2.3. Y BMNaaKy, AKLWO 3a JOrOBOPOM 3 AOHOPCHKOK
opraHisauieto nepenbayaroTben [0AaTKOBI




submission, processing and review of Sensitive
Appeals, Personnel involved in the implementation of
such a project/programme is obliged to notify the
Head of organization as Safeguarding system
implementation responsible about the requirements
defined in the relevant agreement for further
coordination.

npoueaypw WOoA0 NOAaHHA, ONPaLOBaHHA | po3rnaay
3BEpPHEHb  YYTAMBOIO  XapaKTepy, MepcoHan,
3a/y4eHKnin 10 peanisalii Takoro NPOEKTY/Nporpamu,
30608’'A3aHMI nosigomuTi [onoey Opranizauii Ak
BiANOBIAANBHOIO 33 BNPOBAAMKEHHA CUCTEMM | NONITUK
ybe3neueHHA Npo BUMOTK, BU3HAYEHI Y BigNOBIAHOMY
[0roBOPI A1A NOAANbLIOIO Y3rOAMKEeHHA.

3. SUBMISSION OF SENSITIVE APPEALS

3. NOJAHHA 3BEPHEHDb YYT/IMBOIO XAPAKTEPY

3.1. The right to submit a sensitive appeal to NGO
«Infection control in Ukraine» belongs to Personnel,
Affiliated Persons, Beneficiaries and all those whom
the activities of NGO «Infection control in Ukraine»
concern.

3.1. NMpaBo NOAATH 3BEPHEHHA YYT/NIMBOrO XapaKkTepy
00 O «IHbeKUiMHMIA KOHTPONb B YKpaiHi» HanemuTb
MNepcoHany, AdininosaHum ocobam, beHediujiapam i
BCiM, KOro CTOCYETbCA AifnbHicTe TO «IHdeKuinHMMA
KOHTPOAb B YKpaiHi».

3.2. For the submission of a Sensitive Appeal to NGO
«Infection control in Ukraine», it is recommended to
voluntarily identify oneself, which will facilitate the
successful review of the appeal and providing
feedback on the results. At the wish of the person, the
notification may be anonymous. Anonymity of the
appeal may complicate or make impossible further
actions for review.

3.2. [1nAa nopadi 3BepHEHHA YyTIMBOrO XapakTepy 4o
ro «IHeKUiNHMIA KOHTPOANb B YKpaiHi»
peKoMeHayeTbecA 40DpoBiNbHO igeHTUdIKyBaTK cebe,
WO CNpUATMME YCMiWHOMY pPO3rAALY 3BEPHEHHA |
Ha[aHHK 3BOPOTHOrO 3B'A3KY 33 pe3ynbTaTamm
po3rnsay. 3a bamaHHAM 0COOM NOBIAOMNEHHA MOXe
BYyTM aHOHIMHUM. AHOHIMHICTE 3BEPHEHHA MOXKe
YCKAAAHWUTU abo YHEeMOMXAWMBWTW nodanblui Aii ana

po3rnamLy.

3.3. Any person who submits a Sensitive Appeal must
act in good faith and have sufficient grounds to
consider that the submitted information is reliable.

3.3. byab-aKa ocoba, Aka Nnofae 3BepHEeHHA YyTAUBOTO
XapakTepy, MNOBWMHHa AisTKM g06pocosicHO | MaTu
O0CTaTHI NigcTaBM BBa)KaTH, WO NodaHa iHhopmauis €
OOCTOBIPHOHO.

3.4. NGO «Infection control in Ukraine» guarantees
the preservation of confidentiality of received
information, the protection and safety of applicants at
all stages of the review of Sensitive Appeals.

3.4. TO «IHbeKUiMHWIA KOHTPONL B YKpaiHi» rapaHTye
3bepexeHHs KOH}IAeHUiMHOCTI OTPUMaHOI
iHbopmauii, 3axucT Ta Besneky 3aABHMKAM Ha YyCix
eTanax po3rnany 3BepHEHb YYTAWBOrO XapaKkTepy.

3.5. Protection from reprisals

3.5. 3axucT Big, penpecil

3.5.1. NGO «Infection Control in Ukraine» guarantees
full protection of any person who, in good faith,
submits a Sensitive Appeal or participates in the
review process. Reprisals against the applicant are
strictly prohibited. Reprisals include, but are not
limited to: dismissal or threat of dismissal; demotion
or change of working conditions; isolation or exclusion
from team communication; psychological pressure,
threats or intimidation; refusal to extend a contract or
renew employment.

3.5.1. TO «lHpeKuiiMHKMiA KOHTPO/b B YKpaiHi» rapaHTye
NoBHMIA 3axucT Byab-akin ocobi, Aka pobpocosicHO
nogae 3BepHeHHA 4yTAMBOrO xapakrepy abo bepe
yyacTb y npoueci horo posrnagy. byas-aki penpecii
LLLOA0 3aABHUKA CcyBOPO 3abopoHatoThCA. [lo penpecii
BiAHOCATLCA, 30Kpema: 3BiNbHeHHA abo norposa
3Bi/IbHEHHAM; MOHMMKEHHSA Ha nocadi abo 3miHa ymos
npaui; izonauis abo BigCTOPOHEHHA BiA, KOMaHAHOI
KOMYHIKaLji; NCMXONOMYHMIA  TWUCK, NOrpo3m abo
33NAKYBaHHA; BiAMOBa B NPOAOBKEHHI forosopy abo
NOHOBAEHHI TPYA0BUX BIAHOCHH.

3.5.2. Any person who believes that reprisals have
been taken against them as a result of submitting a
Sensitive Appeal or participating in its review may
report this through the same feedback channels
specified in clause 5.1 of this Procedure, or directly to
any member of the organisation (in the event that the
complaint concerns the Head). Such a report will be
considered as a new Sensitive Appeal and will be
reviewed in accordance with this Procedure.

3.5.2. byap-Aka ocoba, AKa BBa)kag, WO WOA0 Hei
BWUTO pPEnpPecuMBHMX 3axO4IB BHACNIAOK noaadi
3BEepHEHHA YYTNMBOrO Xapaktepy abo yyacTi B Moro
pO3rnfa4i, MOXe MOBILOMWUTM MPO Le Yepes Ti cami
KaHanm 3BOPOTHOrO 3B'A3Ky, BWM3HaueHi n. 5.1 ujei
MNpouenypu, abo HBesnocepegHbo ByAb-AKOMY YneHy
opraHizauii (y BMNagKy, AKWO 3BEPHEHHA CTOCYETLCA
FonosK). Take NOBIAOMIEHHA PO3rNA4ATUMETbCA AK




HOBe 3BEpHEHHA YYTAMBOrO XapakTepy Ta Oyae
pO3rnaHyTe BiANOBIAHO A0 Uil Mpouenypw.

3.5.3. The Head of the Organisation, and in the event
of their involvement — the Commission for Reviewing
Sensitive  Appeals (CRCC) — bears personal
responsibility for monitoring compliance with the
prohibition on reprisals. Any person found guilty of
reprisals against a whistleblower shall be subject to
disciplinary measures up to and including dismissal.

3.5.3. TonoBa opraHisauii, a y pasi Moro npu4eTHOCTI
— Komicia 3 posrnagy 4yTnmeux 3eepHeHsb (KPY3) —
Hece o0cobWCTy BIANOBIAANBHICTE 33 MOHITOPWHT
O0TpUMaHHA 3ab0poHKM penpecii. byab-Aka ocoba,
BM3HaHa BWMHHOK Yy 3aCTOCYBaHHI penpecii wono
BMKpWMBaYa, NiANATaE ANCUMNAIHAPHWUM 3aX04aM ax
[0 3Bi/IbHEHHA.

4. OBLIGATIONS TO SUBMIT SENSITIVE APPEALS

4. 3060B’A3AHHA NOAABATU 3BEPHEHHA
YYT/IMBOIO XAPAKTEPY

4.1. Each person who becomes a victim/witness of a
Safeguarding violation incident, as well as a person
who learned about such an incident from other
persons or from public sources, must submit a
Sensitive Appeal as soon as possible. Personnel and
Affiliated Persons are obliged to immediately (within
24 hours) notify through feedback mechanisms about
any suspicions and/or facts of Safeguarding violations
as soon as they hecome known.

4.1. KowHa ocoba, sKa CTae Xeprsok/CBiaKOM
iHUMOEHTY NopylweHHA cucTemmn YbeanedyeHHsa, a
Takox ocoba, aKa 40Biganaca Npo TakMi IHUMAEHT Big,
iHWWx ocib abo 3 nybaiuHMX AxKepen, NOBWHHA

AKHaMwWwBWAWe nogatv  3BepHEeHHA  YyT/AMBOrO
xapakTtepy. [lepcoHan Ta AdinitoeaHi ocobwu
30608’A3aHI  HeralHo  (nNpoTtarom 24 roguH)

NOBIZOM/ATH Yepes MexaHi3amM 3BOPOTHOMO 3B'A3Ky
npo 6yab-aki nigospu Ta/abo ¢aKkTi nNopyleHHS
cucTemmn YbesneyeHHA Bigpasy, AK TiNbKM NPO HMX
CTano BiAOMO.

4.2. If members of the Personnel of NGO «Infection
control in Ukraine» do not report a Safeguarding
violation incident, as well as in case of deliberately
providing false information about an incident,
disciplinary proceedings may be initiated against the
relevant persons in accordance with the disciplinary
measures established by labour contract and in
accordance with the legislation of Ukraine.

4.2. AKwo ocobu 3 ymncna MepcoHany MO «lHGeKUinHKA
KOHTPOAb B YKpaiHi» He NOBIAOMAAKTL NPO iIHUMAEHT
NnopylweHHA cucTemmn YBesnedeHHs, a TakoX y pasi
HaZlaHHA CBigOMO HenpasamBoi iHPopmauii npo
iHUMAEHT, NPOTM BIANOBIAHWX o0OCI6 MoKe OByTu
NOPYLWEeHO AWNCUMNAIHApHE NPOBaAXKEHHA BIANOBIAHO
40 nepepbadveHux  AMCUMNAIHAPHUX  3axoAis,
BM3HA4eHWX TPYAOBMM [JOrOBOPOM Ta 3rigHO 3
3aKOHOAABCTBOM YKPaAiHK.

4.3. Immediate actions upon receipt of a suspicion or
allegation:

4.3. Mepwo4eprosi 4ii Np1 oTpMMaHHI Nigo3pm abo
3BMHYBAYEHHA:

4.3.1. Immediately upon receipt of information about
a suspicion or allegation of a Safeguarding violation,
the following first-response steps must be taken
(regardless of whether a formal Sensitive Appeal has
been submitted): Step 1 — Ensure safety
(immediate): Ensure the physical safety of the victim
or persons at risk. If a child or vulnerable adult is in
immediate danger, take protective action and contact
emergency services if necessary. Step 2 — Do not
investigate alone: The person receiving the
information must not conduct their own investigation,
interview the alleged perpetrator or confront them
before the formation of the CRCC. Step 3 — Notify
within 24 hours: Report immediately (and no later
than 24 hours) to the Head of the Organisation (or, if
the allegation concerns the Head, to any member of
the organisation) through the channels specified in
clause 5.1. Step 4 — Preservation of evidence: If there
are physical or documentary materials that may be

4.3.1. Opgpasy nicna OTPMMaHHA iHpopmauii npo
nigo3py abo 3BMHYBAYEHHA Y MOPYLIEHHI CUCTEMM
Ybe3neyeHHA HeobxiaHO BKUTK Taki NnepLuoYveproBsi 4ji
(HezanexxHo Big, Toro, 4uM nogaHo dopmansHe
3BEPHEHHA YYTAMBOTO XapaKkTepy): Kpok 1 —
3abesneyntn Besneky (HeranHo): 3abe3nedynTn
¢diznmuny bHe3neky notepninoro abo ocib, AKMM
3arpoxye Hebesneka. AKWO aAMTMHA abo Bpaznuea
popocna  ocoba nepebysae B Oe3anocepenHii
Hebesneui — BXWTM 3aXMCHWMX 3axX0A4iB Ta Yy pasi
HeobXiAHOCTI 3BEPHYTMUCA 10 EKCTPEHMX CAYKO. Kpok
2 — He npoBoguTM CaMOCTIMHOrO pPO3CAigyBaHHA:
Ocoba, Aka oTpumana iHPOpmMaLilo, He NOBWMHHA
CaMOCTIMHO NPOBOAWMTU PO3CAigyBaHHA, ONWTYBaTW
nepenbayvyBaHoro NopylHMKa abo BCTynaTM 3 HUM Y
KoHdpoHTaujlo go dopmyBaHHA KPY3. Kpok 3 —
MNosigomuT npoTtarom 24 roguH: HeraiHo (ane He
nisHiwe 24 rogwH) nosigomuTu [onoBy opraHizauii
(abo, AKWO 3BMHYBA4YeHHA CTOCYETbCA [0N0BM, —




relevant to the investigation, ensure their
preservation without altering or destroying them.
Step 5 — Suspension decision: Upon receipt of a
Sensitive Appeal, the Head of the Organisation or the
CRCC decides within 24 hours whether to temporarily
suspend the alleged perpetrator from contact with
beneficiaries and/or colleagues pending investigation.
Such suspension is not a disciplinary measure and
does not imply a presumption of guilt.

byab-AKOrO uneHa opraHizauii) uyepes KaHanw,
BM3Ha4yeHi n. 5.1. Kpok 4 — 3bepexeHHs AoKasis: 3a
HanABHOCTI Bi3nYHMX abo AOKYMEHTabHUX MaTepianis,
WO MOXyTb OyTW NoB'A3aHi 3 po3cnigyBaHHAM, —
3abesneunTn ix 3bepeeHHA 6e3  3miHM  abo
3HMWeHHA. Kpok 5 — PilwleHHA Npo BIACTOPOHEHHA:
Micna OTpMMaHHA 3BEpPHEHHA YyT/AMBOrO XapakTepy
Fonoea opraHisauii abo KPY3 npotarom 24 roguH
NPUMAMaE pilleHHA NPO TWUMYacoBe BiACTOPOHEHHA
nepenbauysaHoro nOpPyWHMKa Bif, KOHTakTy 3
beHediuiapamn  Ta/abo  Koneramwu Ha  dac
poscnigyBaHHA.  Take  BIACTOPOHEHHA  He €
ANCUMNAIHAPHWUM 3aX040M | HE 03HAYAE NPE3YMNLiO
BMHMW.

5. FEEDBACK CHANNELS

5. KAHAIM 3BOPOTHOIO 3B'A3KY

5.1. Sensitive Appeals are submitted exclusively

5.1. 3BepHEeHHA YYT/IMBOrO XapaKTepy MoAaloTbCs

through official feedback channels, namely: BMKNKOYHO 4epe3 oQiliiHi  KaHanu 3BOPOTHOrO
38'A3KY, a came:
v by e-mail: info@infection-control.in.ua v/ enektpoHHow  nowTtow:  info@infection-

V' via online form on the NGO «Infection control in
Ukraine» website

V' by phone (phone number of NGO «Infection
control in Ukraine»)

V' personally to the Head of the organization (in
person, by phone +380 67 389 3838, to the work
email - aa@infection-control.in.ua)

control.in.ua

V' oHnaitH dbopmoto Ha caiTi TO «lHeKUinHMiA
KOHTPOAb B YKpalHi»

V' 138iHKOM Ha TenedoH MO «IHPeKLIMHWIA KOHTPONb
B YKpaiHi»

v ocobucto Tonosi opradizauii (npn ocobucTii
3ycTpivi, TenedoHom +380 67 389 3838, Ha
pobouy eneKkTpoHHy nowTy - aa@infection-
control.in.ua)

5.2. NGO «Infection control in Ukraine» ensures public
dissemination  of information about official
communication channels for the submission of
Sensitive Appeals in accordance with this Procedure.
NGO «Infection control in Ukraine» bears no
responsibility for information related to the
Safeguarding system that is submitted through
channels other than those defined by this Procedure.

5.2. TO «lHOeKUuiMHMiA  KOHTPOAb B YKpaiHi»
3abe3neuye nybniyHe nowupeHHs iHbopmauii npo
odiuifHi  KaHanw 3B'A3KY ANA nogdadvi 3BepHeHb
YYTIMBOrO XapakTepy BiANOBIAHO A0 Uiel Mpoueaypw.
O «lHdeKUiMHMIA KOHTpPONb B YKpaiHi» He Hece
BignoBigansHocTi Woao iHGopmaLii, AKa CTOCYETLCA
cucTemin YbesnedeHHs, ane nodaHa Ha iHWi KaHanu
3B8'A3KY, aHiXK BM3HauYeHo Uier MNpoueaypoto.

53. |If the appeal concerns the Head of the
organization, it can be sent directly to any member of
the organization.

5.3. AKwo 3BepHeHHA cTocyeTbcA [0N0BKM OpraHizauii,
MOro MoHa HanpasuTK beanocepeaHbo Byab-Komy 3
Y/IEHIB OpraHisauii.

6. TYPES OF SENSITIVE APPEALS

6. BUAM 3BEPHEHb YYTIMBOIO XAPAKTEPY

6.1. For the convenience and effectiveness of
processing and reviewing Sensitive Appeals, the
following types are distinguished:

6.1. AnAa 3py4HOCTi Ta epeKTUBHOCTI ONpPaLOBaAHHA |
posrnagy 3BepHeHb YyTAMBOTO XapakTepy
BWUAINAOTLCA TaKi BUAWN:

6.1.1. Notifications of violations of Safeguarding
policies and procedures — notifications of
actions/inactions of Personnel and/or Affiliated
Persons that contradict Safeguarding policies and
procedures, including appeals regarding: violations of
the Code of Ethics and Conduct; abuse and
exploitation (including abuse of official position, facts

6.1.1. MNoBiaOMNAEHHA NP0 NOPYLWEHHA MOAITUK i
npoueayp cuctemu YbesneyeHHs — MOBIOOMAEHHSA
npo aji/6esnianbHicTb ocib 3 ymcna MepcoHany i/abo
AdinioBaHnx ocib, AKi cynepeyaTb NOANITMKam Ta
npoueaypam YbeaneyeHHs, BKAOYAlOYM 3BEPHEHHA
WoAo0: nopyweHb KoAeKcy eTWKW Ta MOBEeAdiHKM;
3/10BXUBaHL | eKkcnayaTauii (B TOMy  4wmchi




of sexual exploitation and abuse); harassment,
violence, discrimination and/or bullying; any forms of
trafficking in persons; corruption and fraud, including
all forms of deliberate misuse of entrusted
funds/resources.

3/10BXUBAHHA  CNYXKOOBMM  CTaHOBMLLEM, ¢aKTis
cekcyaneHOi eKkcnayaTauii M Hapyrv); AoMaraHsb,
HacWANA, AMCKPUMIHALIT i/4M UbKyBaHHA; By ab-AKUX
dopm Toprieni AAbMM; KOpynuii Ta WaxpancTtea,
BK/IOYHO 3 ycima GopmamM CBiZOMOro HewiibOBOro
BMKOPWCTaHHA JOPYYEHMX KOLWTIB/pecypcis.

6.1.2. Notifications of potential/actual conflict of
interest — notifications about the existence of a
potential/actual conflict of interest for any of the
Personnel in accordance with the requirements of the
Conflict of Interest Prevention Policy, as well as any
facts of concealment of conflict of interest which
became known from other persons or public sources.

6.1.2. MNoBiAOMNEHHA MNPO NOTEHLINHWIA/peanbHKi
KOH®AIKT iHTepeciB — NOBIiAOMAEHHA MPO HAABHICTb
NOTEeHUIMHOro/peanbHoOro  KOHQAIKTY  iHTepecis v
Koroce 3 umcna [lepcoHany 3rigHO 3 BUMOramu
Monitmkn 3anobiraHHA KOHGAIKTY iHTepeciB, a TaKoX
npo byab-aki  GakTM  NpUXoBYBaHHA  KOHOAIKTY
iHTepeciB, NPo AKKUIA CTaNo BiAOMO Big iHWKX ocib abo
i3 NyBAidHKMX gpKepen.

6.1.3. Notifications concerning protection, including
of children and vulnerable adults — notifications about
violations and abuses listed in clause 6.1.1., by third
parties who are not among the Personnel and
Affiliated Persons of NGO «Infection control in
Ukraine».

6.1.3. MNoBiLOMNEHHA, WO CTOCYHOTLCA 3aXUCTY, B TOMY
yucni aiter i BpasnMBMX AOPOCAMUX — MOBIAOMIEHHA
npo ¢$aKkT NopyWweHb | 310BXKUBAHb, NEPEPAXOBAHMX
yn.6.1.1., 3 6oky TpeTix ocib, Aki He BXOAATb 0 YMCna
MNepcoHany i AdininoBaHux ocib O «lHbeKLinHKWIA
KOHTPOAb B YKpaiHi».

6.2. Appeals regarding the safety of personnel,
premises, programme/project activities, as well as the
safety of goods/services provided by contractors or
any other organisation, do not fall into the category of

6.2. 3BepHeHHA 3 nuTaHb 6e3neknm nepcoHany,
NPMMIlWEHb, NPOrPamHOI/NPOEKTHOI  AiAnbHOCTI, a
TaKOM LWOoA0 6e3neKkM ToBapiB/NoCAyr, AKI HaQaOTLCA
niapaaHvkamm 4 Byab-AKOH iHWO opraHisaujeto,

Sensitive Appeals. He BXO4ATb A0 KaTeropii 3BepHeHb YyT/MBOro
XapakTepy.
6.3. In case of receiving notifications concerning | 6.3. Y BMnNagky OTPMMAHHA NOBIAOMMEHb, WO

protection from third parties who are not among the
Personnel and Affiliated Persons of NGO «Infection
control in Ukraine», the procedure for redirecting
affected persons is applied, which provides for the
possibility of obtaining contacts and information
about services and organisations that may provide
appropriate assistance.

CTOCYIOTbCA 3aXUCTY Big TPeTiX ocib, AKi He BXo4ATb 40
yucna [MepcoHany i AdininoBaHmx oci6 O
«IHEKUIMHWMIA KOHTPONL B YKPaiHi», 3aCTOCOBYETLCA
npoueaypa nepeHanpasAeHHs nocTpamganux ocib,
wo nepenbavyae MOKAMBICTb OTPUMAHHA KOHTAKTIB Ta
iHpopmaLil Wwoao cnyxb i opraHizauii, aKki MOMKYTb
Ha[aTW BiAMOBIAHY AONOMOrY.

6.4. Non-sensitive (operational/programme)
complaints:

6.4. HeuyTnuei (onepauiiHi/nporpamHi) ckapru:

6.4.1. Appeals that do not fall within the category of
Sensitive Appeals as defined in clauses 6.1 and 6.2 of
this Procedure (in particular, operational complaints,
programme-related feedback, appeals regarding the
quality of services, suggestions, gratitude and general
feedback) are reviewed in accordance with the
general feedback mechanism of NGO «Infection
Control in Ukraine» according to current legislation,
separately from this Procedure. Such appeals are
submitted through the same channels specified in
clause 5.1, registered separately from the Sensitive
Appeals register, and reviewed by the relevant
responsible person within 14 working days. The
applicant shall receive a written response.

6.4.1. 3BepHeHHA, AKi He nmianafawTb Nig KaTeropik
3BEepHeHb YYTAMBOro XapaKkTepy BiAnoBigHo oo nn. 6.1
Ta 6.2 ujei Mpoueaypu (3okpema, onepauinHi ckapru,
NPOrpaMHKWiA 3BOPOTHUIA 3B'A30K, 3BEPHEHHA WOA0
AKOCTI nmocayr, Npono3uuii, noaaku Ta 3aranbHWUA
3BOPOTHMI 3B'A30K) pPO3rNA4al0TbCA BiAMNOBIAHO A0
3arafbHOr0  MexaHiamy 3BOpOTHOro 38'asky [0
«lHOEKUiMHMIM KOHTPOAb B YKpaiHi» 3rigHO YMHHOrO
3aKOHOAOABCTBa, OKpemo Big Uiei MMpoueaypu. Taki
3BEPHEeHHA NOAAKTLCA 4Yepe3 Ti cami KaHanu, wo
BM3Ha4eHi n. 5.1, peecTpyoTbCA OKPEMO Big, PEECTpY
3BepHEHb YYTAMBOrO XapaKTepy Ta PO3rNAfAatoTbCA
BignosigansHoo ocoboto npotarom 14 poboynx AHIB.
3aABHMKY HaAETLCA MUCbMOBA BiANOBIAb.




6.5. Complaints beyond the organisation's
competence:

6.5. CKapru, LWo BUXOAATb 33 MEXi KomneTeHu,i
opraHizauii:

6.5.1. If a received Sensitive Appeal concerns actions
of persons or organisations that are not among the
Personnel or Affiliated Persons of NGO «Infection
Control in  Ukraine» (partner organisations,
contractors, government bodies, other NGOs working
with the same communities), the following procedure
applies:  (a) The Complaints Processing Officer
registers the appeal and notifies the Head of the
Organisation. (b) The Head of the QOrganisation
assesses whether the Organisation has the authority
and  capacity to investigate the incident
independently. (c) If the incident is beyond the
Organisation's competence: the applicant is informed
of the limitation; the Organisation facilitates referral
of the affected person to relevant external services
(see clause 7.1 and the list of services in the
Safeguarding Policy); where required by donor
agreements or inter-agency protocols, the
information is forwarded to the relevant coordination
mechanism (e.g., inter-agency PSEA network, cluster
coordination). (d) If the incident involves a criminal
offence, the Organisation acts in accordance with
clause 8.6 of this Procedure.

6.5.1. VY pasi, AKWO OTpMMaHe 3BEPHEHHA YyT/IMBOro
XapaKTepy CTOCYETbCA Ail ocib abo opraHisauil, Aki He
BXOOATb A0 Yncna MNepcoHany abo AdinitoBaHmx ocib
O «lHdeKuiMHMIM KoHTpOoAb B YKpaiHi» (opraHisauii-
napTHepu, NigpAaHWKKW, opraHu Bnaam, iHwi HYO, wo
npauTs 3 TUMK  CaMKMMMK rpomagamm),
3aCTOCOBYETbCA Taka npoueaypa: (a) Paxiseup 3
0BpobKN CKapr PeecTpye 3BEpHEHHA Ta MOBIgOMANAE
Fonosy opraHisauii. (6) lonoBa opraHisauji ouiHIOE, YK
Ma€ OpraHi3alid MOBHOBA)KEHHA Ta CMNPOMOMHICTb
CaMOCTIMHO po3cnigyBaTv  iHUMAOEHT. (B8) Akwo
IHUMAOEHT BMXOAWTL 33 MEXKi KOMNeTeHL,ii opraHisau,i:
3adBHMKA  iHPOPMYIOTE NPO  Ue  OOMEeMKEeHHs;
opraHizauis cnpuae nepeHanpas/eHHIo
nocTpaxkaanoi ocobu A0 BIANOBIAHMX 30BHILLHIX
cnyxb (ome. n. 7.1 Ta nepenik cayxb y Monitmu,
ybesneyeHHs); 3a BMMOroW [OHOPCbKMX yrog abo
MiXKBIZOMYMX MpPOTOKONIB, iHQOpMaUis nepenacTbea
A0  BiAMOBIAHOIO  KOOPAMHALUIMHOTO  MeXxaHismy
(Hanpuknaa, mixkeigomya mepexa 3CEH, knactepHa
KoopamHauia).  (r) AKWOo iHUMAEeHT nos'A3aHWid 3
KPMMIHaNIbHUM MNPaBOMNOPYLUEHHAM, OpraHisauia Aie
BianosigHo 4o n. 8.6 uiei Mpouenypw.

7. SUPPORT FOR PEOPLE AFFECTED BY A SENSITIVE
INCIDENT

7. MIATPUMKA NIOAEN, 3 AKMMU CTABCA
YYTAVBUNA IHUMOEHT

7.1. With respect to the needs and wishes of people
who have experienced a sensitive incident, the
Protection Policy of the NGO "Infection Control in
Ukraine" contains a list of services that provide
specialized support to victims of sexual exploitation or
abuse (such as legal or medical/psychological services)
to ensure support during the consideration of
Sensitive Complaints.

7.1. 3 nogaroto g0 noTpeb Ta ba)kaHb NO4EN, 3 AKMMM
TPanNWBCA YyTANBUI IHUMAEHT, MNoniTuka Ybe3nedyeHHA
rO «lHQEeKUuiMHMA KOoHTpoAb B YKpaiHi» MICTUTb
nepenik cnyxb, WO HafalTb cneuianisosaHy
NiATPUMKY MKepTBaM CeKcyanbHOi ekcnayaTalii abo
3/10BKUBAHHA (Takumx AK HOPULMYHI um
MeOMYHI/NCUXoNoriYHi  cayskbu), wob 3abesneymTu
NiATPUMKY Mif4 4Yac po3rnAgy 3BepHeHb YyT/AMBOrO
XapakTepy.

7.2. Any staff and beneficiaries affected by the process
of handling Sensitive Complaints may receive support,
if necessary: access to medical and psychosocial
support through an internal (if available) or external
specialist; practical support during the investigation;
provision of referral and protection if a person is in
danger.

7.2. Byab-akunin nepcoHan Ta beHediuiapy, Ha AKKX
BMNIMBAE MNPOUEC PO3rnAgy 3BEepHEHb YYT/AMBOro
XapaKkTepy, 3a HeobXiZHOCTI MOXyTb OTpMMaTH
NiATPUMKY: 0OCTYN 40 MeAWYHOI Ta NCUXOCOLIabHOI
NiATOUMKKW Yepe3 BHYTPIWHLOMO (3a HaABHOCTI) abo
30BHIWHbOrO CNeLUianicta; NPakTUYHy MIATPUMKY Mig
Yac po3cnigyBaHHA; 3abe3nedyeHHA NnepeHanpaBneHHaA
i 3aXMCTY, AKLLO NHOAMHA 3HAaX0AMTLCA ¥ Hebe3ned,.

8. INFORMATION PROTECTION AND
CONFIDENTIALITY

8. 3AXUCT IHGOPMALIIT | KOH®IAEHLIMAHICTb

8.1. NGO «Infection control in Ukraine» has the right
to request from the person submitting a Sensitive
Appeal appropriate, adequate and non-excessive
personal data for the purpose of identification and
providing the possibility of further review of the

8.1. TO «lHdeKuiMHWI KOHTPOAb B YKpaiHi» Mae npaso
3anuTyBaTH B 0coOW, AKa NOAAE 3BEPHEHHA YyTANBOTO
Xapaktepy, BIANOBIAHI, aLEKBaTHI Ta HeHaaMIpHI
nepcoHanbHi  gaHi 3 MmeTow  igeHTMdIKauii i
3abe3neyeHHAa MOMAMBOCTI NOAANbLIOTO PO3rnaaLy




appeal and its investigation (if necessary). The person
submitting a Sensitive Appeal gives consent to the
processing of their personal data.

3BEPHEHHSA | Moro poscniayBaHHA (3a HeobxigHoCTi).
Ocoba, AKka NoJae 3BEePHEHHA YYTAMBOrO XapaKkTepy,
Hajgae 3roay Ha 06pobKy CBOIX NepPCOHaNbHUX AaHKX.

8.2. NGO «Infection control in Ukraine» is obliged to
apply the highest level of protection in processing
personal data. Personal data obtained in Sensitive
Appeals, as well as in the course of their review and
investigation, must be processed in accordance with
the requirements of current legislation of Ukraine and
the Personal Data Privacy and Protection Policy.

82. O «IHQEKUiMHWMIA KOHTpPOAbL B YKpaiHi»
30060B’'A3aHa  3aCTOCOBYBATM  HaWMBUWMIA  piBEHb
3axucTy nig 4ac 0OpoBKM nepcoHanbHMX OaHMX.
MNepcoHanbHi AaHi, OTpUMaHi Y 3BepHEHHAX Yy T/IMBOTO
XapaKkTepy, a TaKo¥K B Xogi ix posrnagy i
PO3CAigyBaHHA, NOBMHHI 06pobnaTKCA BiANOBIAHO A0
BMMOI YMHHOrO 3akoHoAaBCTBa YKpaiHW i [MoAiTKKK
KOH®IAEHUIMHOCTI Ta 3aXMCTy NepCcoHaNbHUX AaHWX.

8.3. NGO «Infection control in Ukraine» recognises
that confidentiality is an important guarantee of
safety for persons submitting Sensitive Appeals,
whistleblowers, witnesses and subjects of review. All
information received in a Sensitive Appeal, as well as
in the course of its review and investigation, is
recognised by NGO «Infection control in Ukraine» as
restricted access information. Disclosure of said
information to third parties is permitted only in
exceptional cases with the consent of the person who
submitted the relevant appeal, or in the interests of
national security, economic wellbeing and human
rights.

8.3. TO «IHdeKUiMHWIA KOHTPONb B YKPaiHi» BU3HAE,
WO KOHGMIOAEHUMHICTE € Ba)K/IMBOK  rapaHTIiED
besneku ocib, WO nofatTb 3BEPHEHHA YyT/ANBOrO
XapaKkTepy, BUKpMBadiB, CBiAKiB Ta cyD’'ekTiB po3rnaay.
Bca iHdopmauin, oTpumaHa y 3BEpPHEHHI YyTAMBOrO
XapaKkTepy, a Takox B xo4i WMoro posrnagy i
po3CNigyBaHHA, BW3HaeTbca [O  «lHbeKUiMHWIA
KOHTpONb B YKpaiHi» iHdopmauieto 3 obmexeHum
[0cTynom. PO3KpMTTA 3a3HauveHOl iHbopmMauii TpeTim
CTOPOHAM AOMNYCKAETLCA NNLIE Y BUKOYHMX BUNaAKax
33 3rofoK ocobw, Wo nogana BigNoOBiAHE 3BEPHEHHA,
abo B iHTepecax HauioHanbHOT  Be3nekw,
eKoHOMIYHOTO A0bpobyTy Ta Npae AlgNHM,

8.4. All participants of the Sensitive Appeal review
procedure are obliged to treat all received information
with  maximum  confidentiality.  Breach  of
confidentiality will lead to immediate suspension from
performing duties on the Sensitive Appeal review
procedures, as well as possible application of
appropriate disciplinary measures.

8.4. Bci y4acHMKKM npoueaypu po3rnany 3BEepHeHHA
YYTIMBOMO xapakTepy 30008’A3aHi NoBogMTMUCA 3
YCi€El0 OTPMMaHO iHGOPMALIED 3 MaKCMManbHUM
piBHEM OOTPUMAHHA KOH(iAeHUiIMHOCTI. MNopyleHHs
KOH®iaeHUiMHOCTI npusseae Ao HEeramHoro
NPM3yNMHEeHHa  BMKOHaHHA  0DO0B'A3KIB  WO0A0
npoueayp posrnaay 3BepHeHHs YYTAMBOTO
XapaKkTepy, a TaKO¥ MOMAMBOrO 3aCTOCYBaHHA
HaNEXHWUX AMCLMNNIHAPHMWX 3aX04iB.

8.5. Disciplinary measures may be applied to NGO
«Infection control in Ukraine» employees in case of
disclosure of confidential information during
review/investigation, except where: disclosure of
information is provided for by law; disclosure of
information is required by management in the
interests of all parties involved; disclosure of
information is required by the project donor in which
the incident occurred, if provided for in the agreement
with the donor; disclosure of information is necessary
for special expertise (medical, legal, etc.).

8.5. Y pasi po3KpUTTA KoHPIAeHUIAHOT iIHpopmauii nig
Yyac posrnaay/poscnifyBaHHA 3BEPHEHHA YyTAUBOrO
XapakTepy npauisHMKkamu [0 «lHdeKLUiRHWN KOHTPOb
B YKpaiHi» MOXyTb 3aCTOCOBYBAaTMCA AMCUMNIIHAPHI
3aX04M, KPIiM CUTYaLLI, B AKMX: PO3KPUTTA iHDOpMaLLi

nepenbaveHo 3aKOHO/4ABCTBOM; PO3KPUTTA
iHbopMaL|i BMMaraeTbca KepiBHMLTBOM B iHTepecax
YCIX  3a/y4eHMX CTOPIH; PO3KPMTTA  iHQOopMaLi

BMMAraeTbCA JOHOPOM MNPOEKTY, B AKOMY CTaBCH
iHUMOEHT, AKWO uUe nepeabavyeHo AOroOBOPOM 3
OOHOPOM; PO3KpUTTA iHdPopmaLii HeobxigHe anA
NpoBefeHHA cneujanbHOi eKkcnepTusn (MeguyHoi,
HopPMAMYHOI TOLLO).

8.6. Information about criminal offences must be
transferred by NGO «Infection control in Ukraine» for
consideration by the authorities responsible for
investigating such matters, in accordance with current
legislation of Ukraine.

8.6. IHpopmaLia NPo KpMMiHaNbHE NPaBONOPYLLIEHHSA
noBWHHA nepedasaTuca IO «IHPEKUiHHMIA KOHTPOIL B
YKpaiHi» Ha po3rnAg OpraHie, BiANOBIAANBHWX 33
po3CAigyBaHHA TaKWMX MWTaHb, 3M4HO 3 YWMHHKMM
3aKOHOAABCTBOM YKPaAiHK.

8.7. External reporting requirements:

8.7. BMorM Ao 30BHIiWHbOT 3BITHOCTI:




8.7.1. Mandatory reporting to donor organisations. In
the event of a confirmed or credibly alleged
Safeguarding incident (in  particular,  sexual
exploitation and abuse, serious fraud, trafficking in
persons, violence against children), NGO «Infection
Control in Ukraine» notifies the relevant project donor
in writing within 48 hours of the incident being
established or a credible allegation being received.
The notification includes: a description of the nature
of the incident (without personal data of the victim);
the measures taken to ensure safety; the status of the
investigation. A full report is provided upon
completion of the investigation within the timeframe
established by the grant agreement.

8.7.1. Obos'a3KkoBe 3BiTYBaHHA Nepes opraHisauiamm-
AoHopamK. Y pasi nigreepaeHoro abo AOCTOBIpPHO
CTBEPAKYBAHOMO IHUMAEHTY B pamKax CUCTEMM
Ybe3neyeHHA (30Kpema, ceKkcyanbHa ekcniyartauis Ta
HAacWAbCTBO, CEpMO3He  WaxpaWcTBo,  ToprienAa
NoABMW, HACMALCTBO WoA0 Aiter) M0 «IHbeKLinHKWIA
KOHTPOAbL B YKpaiHi» y NMCbMOBIM dopmi noBigomnse
BIAMNOBIAHOMO AOHOPA NPOEKTY Npotarom 48 roamH 3
MOMEHTY BCTAHOBNEHHA ¢GakTy abo OTPUMaHHA
OOCTOBIPHOrO TBEPAMKEHHA. [OBIAOMNEHHA BKNOYAE!
ONUC XapaKkTepy iHUMAEHTY (6e3 NnepcoHaNbHUX AaHMX

nocTpaskganoi  ocobu);  BMMUTI  3axogu  AnA
3abe3neyeHHAa Oe3neku; CTaTyc PO3CAiAyBaHHA.
MOBHWI  3BIT  HAOAETLCA  MICNS  3aBepLUEHHA

po3cnigyBaHHA Y CTPOKM, BCTAHOBAEHI TPaHTOBOK
YroZoto.

8.7.2. Reporting to child protection and social welfare
authorities. In the event that a Sensitive Appeal
concerns a child or vulnerable adult, NGO «Infection
Control in Ukraine» cooperates with the competent
local authorities: local social protection services (social
protection departments of district/city state
administrations); the Service for Children's Affairs; the
National Social Service of Ukraine — in cases involving
children and family matters. Referral to these
authorities is carried out in accordance with the
requirements of current legislation of Ukraine and
only with the consent of the victim (or their legal
representative), except in cases where the life or
health of the person is at immediate risk.

8.7.2. 3BiTyBaHHA nepej opraHamu 3axucTy AiTer Ta
coluianbHOro 3axucty. Y pasi, AKWo 3BepHeHHA
YYTIMBOrO XapaKTepy CTOCYETbCA AMTMHM abo
Bpa3nmeoi gopocnoi  ocobu, O «lHbeKuinHWi
KOHTPONb B YKpaiHi» CniBnpautoe 3 KOMNETEHTHUMM
MIiCLEeBVMMW  opraHamm:  micueBuMmu  cnyxxbamm
couianbHoOro 3aXMCTY HaceneHHA (Bioginm
COUIAaNbHOrO 3aXMCTy PalNOHHMX/MICbKMX AEPMKaBHMX
agmiHicTpauii);  Cnywbolo y  cnpaBax — 4jiTei;
HauioHanbHOW CcoljanbHOK  cepBicHOW  cnyxboto
YKpaiHW — y BMNaAKax, WO CTOCYKOTbCA AiTel Ta
CiIMEMHMX CnpaB. 3BEepHeHHA 40 UMxX opraHis
34IMCHIOETBCA  BIANOBIAHO A0  BMMOr  YMHHOIO
33KOHOAABCTBA YKpaiHW Ta /uWWe 33  3ro4ow
nocTpaxkganoi  ocobwm (abo ii  3akoHHOro
NpeacTaBHMKA), KpiM BMNaAKiB, KOMM MUTTIO abo
3p0poB'to ocobu 3arpoxkye 6e3nocepegHs Hebesneka.

9. PROCEDURE FOR REVIEWING SENSITIVE APPEALS

9. NOPAAOK PO3rnAAY 3BEPHEHbL YYTNMBOIO

9.1. The procedure for considering Sensitive
Complaints provides for the following stages:

1. Registration, initial processing and transfer of
Sensitive Complaints to the Head of the organization.

2. Creation of the Commission for Considering
Sensitive Complaints (CRCC).

3. Initial verification, assessment of the CRCC appeal
and agreement on a course of action.

4. Investigation process.

6. Consideration of the results of the investigation and
decision-making.

7. Notification of the parties about the results.

8. Appeals (if necessary).

XAPAKTEPY
9.1. Tlopagok po3rnaay 3BEpHEHb  YyT/AMBOrO
Xapaktepy nepegbavac BianosigHi eTanu:
1. Peectpauis, nepeBuHHa o06pobka i nepegava

3BepHeHb YyTIMBOrO XxapakTepy [0noBi opraHizauii .
2. CrBopeHHA Komicii 3 po3rnaay 4yT/MBUX 3BEPHEHD
(KPY3).

3. MepBWHHA nepeBipKa, OUiHKa 3BepHeHHA KPY3 i
Y3ro[KeHHA HanpamKy Ail.

4. MNpouec po3cnifyBaHHA.

6. Po3rnag, pesynbTaTiB po3CcAigyBaHHA | BUHECEHHSA
pilleHHA.

7. MoBigOMNEHHS CTOPIH NPO Pe3yabTaTy.
8. Anenaduji (3a HeobxigHocTi).

9.2. NGO «Infection control in Ukraine» receives
Sensitive Appeals exclusively through the feedback
channels defined in clause 5.1. of this Procedure. If
employees of Network Member Organisations receive

9.2. TO «IHbeKUINHWIA KOHTPOAb B YKpaiHi» oTpumye
3BEpPHEHHA YYT/IMBOTO XapaKTepy BWK/OUHO 4yepes
KaHanW 3BOPOTHOro 3B'A3Ky, BM3HadeHi y n. 5.1
Mpouelypu.  AKWO  MNPaLiBHWKKM  OTPUMYHOTb




Sensitive Appeals through other channels (by phone,
in person from another employee or community
member), they must record the notification and
within 24 hours transfer it through the established
feedback channels. All Sensitive Appeals submitted
through feedback channels must be registered in the
relevant internal restricted-access database of NGO
«Infection control in Ukraine».

3BEpPHEHHA YYTNMBOTO XapaKTepy Yyepes iHWi KaHanu
(TenedoHom, ocobMCTO Big, iHWOro NpauiBHWKA Yu
yneHa rpomagu), BOHW NOBWMHHI  3adikcyBaTu
NoBILJOMNEHHA Ta NpoTArom 24-x roguH nepenatw ii
BCTAHOBNEHMMUW KaHanamu 3BOPOTHOrO 3B'A3Ky. Yci
3BEpHEHHA YYTAMBOrO XapakTepy, nodaHi uvepes
KaHannm  3BOPOTHOrO  3B'A3KY, MNOBWHHI  ByTu
3apeecTpoBaHi N0 «|HOEKUIMHWIA KOHTPOL B YKpaiHi»,
00 AKoi BCTaHOBNEHO 0bmekeHui noctyn MepcoHany.

9.3. Complaints Processing Officer

9.3. daxiseup 3 06pobKM cKapr

9.3.1. The Complaints Handling Specialist is an
employee of the NGO "Infection Control in Ukraine",
who receives daily appeals through all established
feedback channels, accepts incoming calls, and carries
out coordination activities in projects. Upon receipt of
a Sensitive Appeal, the specialist registers and tracks
the received Sensitive Appeal and provides a
mandatory written notification to the Head of the
organization (a member of the organization in the
event of receiving an appeal regarding the Head).

9.3.1. daxieeup 3 06pobKM cKapr € npauieHWKoM O
«lHOEKUIMHMIK KOHTPOAbL B YKpaiHi», AKWKA 34iMCHI0E
LoAEHHe NEUHUMaHHA 3BEpPHEHb no BCiX
BCTAHOB/IEHMX KaHanax 3BOPOTHOIO 3B8'A3Ky, NpUMMaE
BXiZHi A3BIHKW, 34iMCHIOE KOOPAUHALIMHY AiANbHICTb Y
NPOEKTAX.

MpW OTPUMaHHI 3BEPHEHHA 4YYTAMBOIO XapakTepy
daxiseub 34IMCHIOE peecTpauilo Ta BiACTEXKeHHA
OTPUMaHOro 3BEPHEeHHA 4JYT/IMBOTO XapaKTepy Ta
34iMcHIOE 0D0B'A3KOBE MUCbMOBE MNOBIAOM/IEHHA
FfonoBW opraHisauii (41eHa opradizauii y swnaggy
OTPUMAHHA 3BEPHEHHA WoA0 [0N0BM).

9.4. The Head of organization

9.4. Tonosa opraHisauji

9.4.1. The Head of the organization ensures

- creation of an internal system for registering appeals,
registration and tracking of all received Appeals and
proper documentation of responses and results;

- providing confirmation to the applicant that a
Sensitive Appeal has been received;

- determining the composition of the CRCC;
- coordination of CRCC meetings;

- feedback to the applicant and parties involved in the
appeal; ensuring confidentiality;

- organizing informing Beneficiaries, Staff and
Affiliates of the NGO "Infection Control in Ukraine"
about the Procedure for considering Sensitive
Appeals.

9.4.1. TonoBa opraHisauii 3abesneyvye

- CTBOPEHHA BHYTPIWHbLOI CUCTEMM pPeecTpay,i
3BEpPHEeHb, pPEeecTpauia Ta BiACTEXEeHHA BCiX
OTPUMaHMX 3BepHeHb Ta HanexHoro
AOKYMEHTYBaHHSA BiANOBIAEeN Ta pe3ynsTaTis;

- HadaHHA NiATBEPAMKEHHA 3aABHMKY Npo Te, WO
3BEPHEHHA YYTIMBOTO XapaKkTepy OTPUMAHO;

- BU3Ha4YeHHA cknaay KPY3;
- KOOpAMHaL,o 3acigaHb KPY3;

- 3BOPOTHWI 3B'A30K i3 3aABHMKOM Ta 3a1yYeHUMK 40
3BepHeHHA CTOpOoHamu; 3abe3nedvyeHHs A0TPUMaHHSA
KOH®iaeHUIMHOCTI;

- OpraHizauito iHbopMyBaHHA BeHediuiapis,
MNepcoHany Ta AdiniiogaHux ocib MO «lHbeKLinHKIA
KOHTpOnb B VYKpaiHi» npo [Mpoueaypy po3rnagy
3BepHeHb YyT/IMBOrO XapaKTepy.

9.4. Formation of the Sensitive Appeals Review
Commission (CRCC)

9.4. CreopeHHA Komicii
yyTAMBoro xapakrepy (KP4Y3)

3 po3riagy 3BEpPHEHb

9.4.1. The CRCC is formed at the level of NGO
«Infection control in Ukraine» in each case taking into
account the classification of the Sensitive Appeal.
Before forming the CRCC composition, all potential
members undergo a conflict of interest check. The
gender equality principle should be observed when

9.4.1. KP4Y3 dopmyeTbca Ha piBHi O «IHbeKUiHMA
KOHTPONbL B YKpaiHi» y KOXHOMY BMNagKy 3
ypaxyBaHHAM Knacudikayii 3BepHeHHA YyTAMBOrO
xapaktepy. MNepen dopmyBaHHAM cknagy KPY3 Bci
NOTEHUIMHI YNeHW NPOoX0aATb NEPEBiPKY Ha HAABHICTb
KOHNIKTY iHTepecie. Mpu popmyeaHHi KPY3 HaxaHo
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forming the CRCC. Permanent members of the CRCC
by position are the Head of NGO «Infection control in
Ukraine» (or an authorised deputy).

OOTPUMYBATUCA  MPUMHUMMY  reHaepHoi  piBHOCTI.
MocTitHMmMK YneHamm KPY3 3a nocagoto € KepisHMK
N0 «lHdeKUiMHMA KOHTpONb B YKpaiHi» (abo
YNOBHOBAXEHW A 3aCTYMHMK).

9.5. Investigation Process

9.5. lpouec poscnifysaHHA 3BepHeHb YYTAWBOrO
XapakTepy

9.5.1. The CRCC shall appoint the most qualified
Investigation and Information Collection Specialists
(ISIS) based on the type of Sensitive Case. The
investigation may be conducted by one qualified
person or by a team of persons, consisting of at least
two persons (of different genders), if possible. The ISIS
or the ISIS team shall be objective, impartial,
independent, including from conflict of interest, and
possess appropriate professional skills.

9.5.1. KPY3 moxe  npu3HadMtK  Hanbinbuw
KBanipikoBaHOro/mx CneuianicTiB-aHaniTukis 3
pocnigeHHa i 36opy iHbopmauii (CAL3I), Bruxoaaqm 3
BMAY 3BEPHEHHA YYTNMBOro XapakTtepy. MNposeaeHHs
po3CcnigyBaHHA  MOXe  34ilcHIoBaTMCA  OAHIED
KBanidpikosaHoto ocoboi abo rpynoto ocib, wWwo
CKNaZaTMMeTbCA WOHalMMeHWwe 3 Asox ocib (pi3Hoi
cTaTi), AKWOo ue moxnmeo. CAA3l abo rpyna CAA3I
NOBWHHI  BYTM 0O'EKTMBHUMM, HeynepesKeHUMmHM,
He3aNeXHWUMK, B TOMY YUCAI Bid, KOHQAIKTY iHTepecis,
BONOAITU BiANOBIAHMMKM NPOdECIAHMMIN HABUUKAMMN.

9.6. Review of Investigation Results by CRCC and
Decision-Making

9.6. Posrnag pesynbTaTie poscnigysaHHAa KPY3 i
BMHECEHHA pilleHHA

9.6.1. After the completion of the investigation, ISIS
compiles a report and submits it to the CRCC for
review and approval. The CRCC makes the final

decision based on the recommendations and
conclusions of ISIS. The decision may include
recommendations regarding necessary further

actions, including accountability measures. The Head
of NGO «Infection control in Ukraine» monitors the
implementation of the CRCC decision.

9.6.1. TMicna 3asepweHHA po3cnigyBaHHa CAL3I
cKNagae 3BiT i nepeaae Moro go KPY3 ona posrnagy Ta
3aTeepaKeHHA. KPY3 Ha ocHoBI pekomeHpauin Ta
BMcHoBkiBs CA3] npMiiMae ocTaTouHe pilleHHA LWoA0
3BEpPHEHHA YYTIMBOIO XapaKTepy, AKe Po3rnaganoca.
PiweHHA KPY3 morxke BKAKOYATKM pekomeHaauil Wwono
HeobxigHWX  noganbluimx A, B8 TOMY  YMCAi
33CTOCYBaHHA 3ax04ie BNAMBY i BianoBigansbHocTi (y
BMMaAKy NIATBEPAMKEHHA NopylleHHA). KepisHuk O
«lHOEKUiMHMIM  KOHTPOMb B YKpaiHi»  KOHTPOAKE
BUMKOHAHHA pilleHHA KPY3.

9.7. Notification of Results

9.7. NosigomneHHA pesynbTaTie

9.7.1. The head of the organization is obliged to
organize a process of notification of the results of
consideration of a Sensitive Appeal to all participants
in this incident. Written notification of the results of
consideration of appeals is carried out, as a rule, by e-
mail. The organization should not notify the
complainant if information about the incident has
been transferred to the police or other authorities for
criminal investigation, since the authorities will take
further measures themselves.

9.7.1. Tonoea opraHisalii 3000B’A3aHMIN OpraHisyBsaTu
NPOUEC MNOBIAOMAEHHA NPO Pe3ynbTaTv PO3rnALy
3BEpPHEHHA YYT/IMBOTO XapaKTepy YCiX YYaCHWKIB
aaHoro  iHumMaeHTty.  ucbmoBe  iHGOPMYBAHHA
33ABHMKIB NpPO pe3ynbTaTM PO3rNALY 3BEPHEHb
34iMCHIOETBCA, AK NPABMO, Yepes eNeKTROHHMIA ICT.
OpraHisauia He NoBWMHHA MOBIAOMAATU CKApPXKHKMKa,
AKWO iHhopMaLjlo Npo iHUMAeHT Byno nepegaHo A0
noniuii abo iHWWX OpraHie A4na KpWMiHaAbHOrO
pO3CNifgyBaHHA,  OCKIi/bKM B/flafla  BX¥MBaTUMe
NoAasnblinx 3aX04iB CAMOCTIMHO.

9.8. Appeals Procedure

9.8. Npoueaypa anenawji

9.8.1. NGO «Infection control in Ukraine» strives to
resolve all Sensitive Appeals satisfactorily for both the
applicant and the organisation. If the applicant is not
satisfied with the result, they have the right within one
working week after receiving notification of the review
results to send an appeal to NGO «Infection control in
Ukraine» by e-mail: info@infection-control.in.ua,

9.8.1. TO «lHpeKUinHMIA KOHTPONb B YKpaiHi» nparHe
BpPerynBaTuM BCi 3BEpHEHHA 4YyT/MBOrO Xapakrepy
33[0BiIIbHUM YMHOM AK ANA 33aABHMKa, Tak i 4nA
opraHisauji. fKWO 3aABHWMK He  3a3[0BOJIEHWIH
pes3ynbTaToM, BiH Ma€ MpaBO NPOTArOM O4HOro
poboyoro TUMHKHA NicnA OTPMUMAHHA MNOBIAOMNEHHSA
npo pe3ynsTaTi po3rnany 3BEPHEHHA HanpasuTh 40
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indicating in the subject line "Appeal No." The review
period for an appeal must not exceed 30 (thirty) days
from the date of submission.

MO «IHdeKUinHMI KoHTpoAb B YKpaiHi» anenauio Ha
eNeKTPOHHY CKpWMHBbKY: info@infection-control.in.ua,
BKazaBWwW y Temi nucta "Anenauia Neo". TepmiH
po3rnaay anenAauii He noBuHeH nepesuwysatu 30
(TPMAUATW) AHIB 3 AaTW NOAAHHA.

10. INVESTIGATION AND REVIEW COSTS

10. BUTPATW HA PO3CNIAYBAHHA | PO3TNAL

10.1. All costs associated with the investigation and
review of a Sensitive Appeal (for example, travel, etc.)
must be covered from the budget of the project in
which the incident occurred, or from the
administrative budget of the organisation. At the
request of the donor and with the approval of the
Head of NGO «Infection control in Ukraine», the
investigation may be conducted by an external party,
the costs of which will also be covered from the
project budget in which the incident occurred.

10.1. Bci BuTpaTM, noB’A3aHi i3 po3cnigyBaHHAM i
po3rnAgOM  3BEPHEHHA  YYTAMBOIO  XapakTepy
(HanpuKknaa, BigpPAAKEHHA TOLLO) MatoTb BYTW NOKPUTI
3 BloaKeTy NPOEKTY, Y AKOMY CTaBCA iHUMAEHT, abo 3
aaMmiHicTpaTMBHOrO BrodxKeTy opraHizauii. Ha sumory
OOHOpa Ta 3a nNOrogKeHHam KepisHumka [0
«|HOEKUiMHMI KOHTPOAbL B YKpaiHi» po3cnigyBaHHA
3BEpPHEHHA YYTAMBOTO XapakTepy MOMKE
34iMCHKOBATMCA 30BHILUHbOK CTOPOHOK, BMTPATK Ha
3aNy4eHHA AKOI TaKOX NOKPMBATUMYTbCA 3 DIOAMETY
NPOEKTY, ¥ AKOMY CTABCA iIHUMAEHT.

11. ACCOUNTABILITY

11. BIANOBIAANBHICTb

11.1. Accountability for the review of Sensitive
Appeals rests with NGO «Infection control in Ukraine»
in accordance with the Statute, policies and
procedures of the Safeguarding system, other internal
documents and requirements of current legislation of
Ukraine.

11.1. BignoBiganbHicTe 33 po3rnag  3BepHeHb
4YyTAMBOro xapaktepy Hece T[O  «lHQeKUilnHWMA
KOHTPOAb B YKpaiHi» BignosigHo oo CTaTyTy, NOAITUK i
npoueayp cuctemu YbeaneyeHHs, iHWKMX BHYTPRIWHIX
OOKYMEHTIB | BUMOT YMHHOTO 3aKOHOAABCTBA YKpaiHK.

12. FINAL PROVISIONS

12. NPUKIHLEBI NONOMEHHA

12.1. This Procedure is developed for NGO «Infection
control in Ukraine» based on best practices and
Safeguarding system standards.

12.1. Ua MNpoueaypa po3pobneHa agna [0
«|HPEeKUiMHMIA  KOHTPOAb B YKpaiHi» Ha OCHOBI
HalKpaWMx NPaKkTMK Ta  CTaHAapTiB  CUCTEMM
YbesneueHHs.

12.2. All amendments and additions to this Procedure
are made by presenting it in a new edition. After
approval of a new edition of the Procedure, the
previous one loses its validity.

12.2. Bci 3miHM Ta [oNoBHEHHA A0 uiel MNpouenypw
BHOCATLCA LWAAXOM BMKNAAEHHA Ti B HOBIM peaakuii.
Micna 3aTBepiKeHHA HOoBOI pepnakuii Mpoueaypw,
nonepeaHA BTPa4ae YNHHICTb.

12.3. After approval, this Procedure is provided for
familiarisation to all Personnel on the date of approval
and is placed in open public access on the NGO
«Infection control in Ukraine» website.

12.3. Micna 3aTBepaeHHA ua Mpoueaypa HanaeTbeA
ONA 03HaWoOMNeHHA BCim ocobam, Lo BXOAATb A0
uncna MNepcoHany Ha AaTy 3aTBEPAKEHHA. 3 MeTot
CNPUAHHA  03HAaWOMAEHHIO | obi3HaHoCTi  BCiX
3auikaBneHnx ocib, Tpoueaypa pPO3MILLYETbCA Y
BigkpuTomy nybniyHomy pgocTyni Ha Bebcakhti O
«IHdEKUIMHWMA KOHTPONL B YKpaTHI».

12.4. In addition to publishing the Procedure on its
website (Clause 12.3), NGO “Infection Control in
Ukraine” undertakes the following specific measures
to ensure that beneficiaries and community members
are aware of the available feedback and complaints
mechanisms:

(a) Display of visible informational materials provided
by donors, including posters, leaflets, and information
sheets, in locations accessible to beneficiaries and
community members.

12.4. Ha popatok A0 po3miweHHa lMpoueaypy Ha
gebcanti (n. 12.3), O «IHpeKUiMHMIA KOHTPO/Mb B
YKpaiHi» BXWBAE TaKWX KOHKPETHWX 3axodiB AaA
3abesneyeHHa obi3HaHoCTi BeHediuiapis Ta 4neHis
rpomMagu LWOAC MexaHi3MiB 3BOPOTHOrO 3B'A3KY Ta
ckapr:  (a) PoamiweHHA BUAMMMX iHOOPMALiMHMX
martepianie OTPMMaHWUX Bifg AoHopie  (nNocTepis,
NUCTIBOK, iIHPOpMaLiMHMX apKywWwiB)

(6) VYcHe
30608'A3aHi

iHGOPMYBaHHSA:
iHbopMyBaTK

NONbLOBI  MPaLiBHUKK
BeHediujapis  npo
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(b) Verbal communication: Field staff are required to
inform beneficiaries about the existence and purpose
of the feedback and complaints mechanism at the
beginning of any project activity or service delivery.

(c) Training of field personnel: All staff members who
work directly with communities must receive
instruction on how to explain the complaints and
feedback mechanism to beneficiaries, including
communicating it in a simple, accessible, and
understandable manner for vulnerable groups.

HAABHICTL MEXaHi3My 3BOPOTHOrO 3B'A3KY Ha NOYaTKY
byab-AKOi NPOEKTHOT AianbHOCTI abo HagaHHA nNocayr.
(B) HagyaHHA  MNONLOBOTO  MepcoHany:  yci
cniBpobiTHUKKM, AKi Be3nocepedHbO NPALIOKTL 3
rpoMaZammu, NMOBMHHI MPOMTK IHCTPYKTaX LWOAO TOro,
AK po3'acHioeaTM BeHediyiapam mexaHiam ckapr (y
TOMY u4MCni B NPOCTiM | pocTynHin dopmi  anA
BPa3AMBMX rpyn).

12.5. This Procedure is inextricably linked with other
policies of NGO «Infection control in Ukraine», in
particular the Safeguarding Policy and procedures.

12.5. JaHa [Mpoueaypa Hepo3pMBHO noB'A3aHa 3
iHWWMKM noniTMkammn FO «lHbEeKUiMHUA KOHTPONbL B
YKpaiHi», 30Kkpema [loniTmkow | npoueaypamu
cuctemm YbeaneyeHHs.

12.6. This Procedure comes into force from the first
day of the month following the month in which its
approval took place.

12.6. faHa MNpouenypa HabyBae YMHHOCTI 3 NEPLIOTO
YnMcna MICALUA HaACTYMHOrO 3a MicALEeM, Yy AKoMy
Binbynock ii 3aTBEPAMHKEHHS.
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Annex 1. Response Script for a Sensitive Appeal
published on public online resources

Annex 1. logatoK Ne 1. CKkpunT Bignosiai Ha
3BepHeHHA YYTNWBOro XxapakTepy, onybnikoeaHe Ha
ny6niyHMX OHNAMH-pecypcax

(Sent in response (comment in open access) to a
Sensitive Appeal on a public online resource)

(HaocKMnaeTbeA v BIANOBIAL (KOMEHTAP Y BiAKPUTOMY
OOCTYNI) Ha 3BEpHEHHA YyT/NMBOMO XapakTepy Ha
nybaiYHOMY oHNalH pecypci)

Good afternoon! Thank you for your appeal.

Lobporo aHal Aakyemo 3a Bawe 3BepHEHHSA.

If you need a consultation regarding receiving
assistance, you may contact NGO «Infection control in
Ukraine» by phone +380973853838 (Mon-Fri 9:30-
16:00).

AKWO Bam noTpibHa KOHCYyNbTaLIA WOAO OTPUMAHHA
gonomorv, Bum  moxete 3BepHyTMcb go O
«|HPeKUiMHMI KOHTpONb B YKpaiHi» 3a TenedhoHOM
+380973893838 (nH-nT 9:30-16:00).

If you want to report a possible violation (illegal,
unethical, unsafe behaviour), please contact through
official feedback channels, namely:

AKWO B  xo4yeTe TMOBIGOMUTM NP0  MOKIWUBE
NOpylWeHHA (He3aKoHHY, HeeTuuHy, Hebe3neyHy
NOBEAiIHKY), NPOCMMO 3BepTaTUCcA uepe3 OQiliMHI
KaHanu 3BOPOTHOrO 3B'A3KY, a came:

v by e-mail: info@infection-control.in.ua

Vv via online form on the website of NGO «Infection
control in Ukraine»

V' by calling the hotline of NGO «Infection control in
Ukraine»

v/ eneKktpoHHow  nowrtow:  info@infection-

control.in.ua

V' oHnaitH dbopmoto Ha caiTi TO «lHeKUinHMiA
KOHTPOAb B YKpalHi»

v 13BIHKOM Ha Homep TenedoHy IO «IHeKUinHMiA
KOHTPOAb B YKpaiHi»

You can familiarise yourself with the policies and
procedures of the NGO «Infection control in Ukraine»
Safeguarding system on the website of NGO
«Infection control in Ukraine».

O3HalOMWTUCL 3 TMOAITMKAMKM Ta Mpoleaypamu
cuctemu YeesnedeHHs O «IHOEKUIMHMIA KOHTPOAL B
YKpaiHi» moxHa Ha Bebcanti O «lHbeKuinHWi
KOHTPOAb B YKpaiHi».
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