ANNEX B:  Sexual Abuse and Exploitation (SAE) Reporting Mechanism 
This reporting system diagram outlines the procedures to be followed when a report of sexual abuse or exploitation by a humanitarian worker is made.  The purpose of this system is to ensure consistent and effective inter-agency approaches to reports in order to provide a coordinated strategy for SAE response.

All complaints concerning possible violations of sexual abuse and exploitation should be taken seriously, whether or not they constitute illegal or prohibited acts in Thailand. Agencies must conduct thorough investigations when such concerns are raised about its staff.

Agencies want to encourage complaints of SAE to be reported in whichever manner beneficiary communities feel most comfortable and safe. Therefore, an initial complaint of sexual abuse and exploitation can be raised at any level and through any method; the report might come through an existing structure such as a CBO, or reported through the SGBV committees, through a complaints box, or the report might come directly to the agency concerned from the community member him/herself. The most important issue is for the complaints systems to be accessible to all. 

It is recommended that staff be designated at each site as the primary field based focal point(s) to be responsible for referring the report onto the Head of Agency for action and following up on referral support services which the victim might need. It is NOT the responsibility of the field based focal point to ascertain whether the complaint raised is true, rather, to report onward to the head of agency that a complaint has been made and ensure the immediate safety and protection needs of the victim are met immediately.

If a beneficiary does not feel confident approaching the agency concerned directly, the complaint can be raised with another agency for follow up. The focal point would then contact that agency’s Country Director with the SAE complaint.

The following features have been considered in the design of the complaints mechanism:

· Designated field based focal points should be trusted staff members whom the community would feel safe and confident approaching

· Multiple entry points for lodging complaints should be established, catering to the most at-risk populations, including methods that can be used by people who cannot read or write

· Clearly explained roles for the parties to the complaint so there are realistic and accurate expectations of those involved in the process

·  Clear information regarding disclosure of information and confidentiality about the complaint must be stressed to those involved

· Safe spaces should be provided for the victim, complainant, and witnesses who are affected by the complaint

· Procedures for making complaints by proxy (i.e. that allow one person to complain on behalf of another), as well as an option that allows people to make anonymous complaints

The key principles of the complaints mechanism include:

· Safety : The complaint mechanism takes into consideration potential risks to parties involved and consider ways to prevent injury or harm. This includes ensuring confidentiality, offering physical protection when possible and necessary, and addressing the possibility of retaliation against the victim and/ or witnesses.

· Confidentiality : Information is restricted to only those who need to know for the purpose of determining if a breach of the Code of Conduct has occurred and an investigation is necessary. Confidentiality is NOT the same as secrecy; information will need to be shared with authorized personnel in order to take appropriate action. Focal points cannot promise secrecy, however, ensuring confidentiality helps create an environment in which victims / witnesses are more willing to come forward to report SAE and recount their versions of events.

· Transparency : Members of the community know the complaints mechanism exists, have been consulted in its development, and possess sufficient information on how to access it and ensure it is adhered to. Information should be made available to community beneficiaries and partners, and know who in the organization is responsible for handling complaints and communicating outcomes.

· Accessibility : The complaints mechanism should be available to be used by as many people as possible from as many groups as possible. Communities should be informed how to complain, what will happen when they come forward to make a report, and be actively encouraged to make complaints when problems or concerns arise.

In some instances there will be a specific allegation. In other instances, beneficiaries will have experienced, heard or seen something less obvious and conclusive. These can be raised with the Focal Point. Vague stories or rumors might form part of a pattern of concern that would lead to an investigation and thus be taken seriously. 

It is recognized that complainants may not feel confident or comfortable talking to the designated person at the agency in question. In these instances, a beneficiary may report concerns through a variety of routes, including through a complaints box, through a community based organization, through the SGBV committee, or to another agency focal point. 

For a number of reasons, beneficiaries may want to make an anonymous complaint. The fact that a complaint is made anonymously does not automatically mean that it is less reliable or important than one in which the complainant identifies him/herself. Complaints boxes should be provided in each work site to facilitate this, and information shared with the communities about the purpose of the box, how often it is checked, by whom, and what action is taken as a result of a complaint being reported. 

Inter-agency cooperation

Organisations may handle SAE complaints that involve personnel from other agencies, whether as complainants, witnesses or victims themselves. This can create a number of issues for consideration:

· Complaints should be directed to the attention of the agency field based focal point for referral onto the Head of Agency

· As the first point of contact, the agency staff member receiving the initial report should ensure the victim is provided with necessary referral services. Once the agency concerned is notified of the report and begins to take action, responsibility for follow up and communication with the victim transitions to the concerned agency. 

· Agencies should work together collaboratively in order to maintain confidentiality and ensure the safety and welfare of the victim / complainant. 
· It is NOT the responsibility of the focal point receiving the complaint against another agency to ascertain whether or not the complaint is true by starting to investigate it. It is his/her responsibility to report the concern on via the process outlined herein, and follow up with the agency focal point involved to ensure appropriate action is being taken. 

HOW MIGHT A COMPLAINT BE MADE in the CAMPS?

· Complaints boxes (though more awareness raising needed on what they are, how often they are opened, by whom, etc.)

· Through various CBO structures: Camp committees, KWO or SGBV Committee, Section leaders

· COERR Community Service Workers

· Through religious leaders

· Through the student or youth groups (KSNG, KYO)

· In the dormitories by the care takers

· Teachers and others involved in education services

· For the disabled populations, through Handicap International’s Social workers

· Community health workers

· Refugee security committee

· Camp Justice system

· Direct to the agency concerned

· Through another agency

· Through the Legal Assistance Centres (LAC)

Reports then follow the proposed complaints mechanism structure: 
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When notifying UNHCR and camp leader, confidentiality of both the victim and the subject of complaint must be ensured. Specific details of the case do not need to be divulged; rather both parties should be notified that a report has been raised, the agency is looking into the case, and action is being taken.

The investigation of complaints shall be conducted with particular care given to ensuring confidentiality, safety, impartiality, thoroughness, timeliness, and accuracy. It is the responsibility of the agency concerned to do all in its power to protect the victim and witnesses and to promote their safety and well being. All individuals concerned, including the subject of the complaint (the alleged perpetrator) should be treated with respect and dignity throughout the process and kept informed of the progress. Irrespective of the nature of the complaint, agencies have a duty of care to the subject of complaint throughout the reporting and investigation process. Protection and support issues must be considered and addressed to ensure the safety and security of staff.
REFERRAL SUPPORT SERVICES   

Urgent medical assistance, counseling and additional protective measures for the survivor must be made immediately available, through the already established referral systems which exist. For instance, where applicable, support services coordinated by the SGBV committees or KWO should be utilized to provide for the immediate needs of the survivor. The physical and psychological well being of the survivor must be a primary concern throughout this process, and field based focal points will be responsible to ensure such services are provided by referring to the sector agencies as appropriate.

Complaint channeled through any of the above
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