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1. POLICY STATEMENT
United Nationals Countryless Children (UNCC) – East Africa prioritises the safety, dignity, and wellbeing of all individuals we serve, including seniors, children, refugees, and vulnerable communities.
UNCC is committed to:
· Listening to feedback 
· Responding to complaints 
· Managing incidents effectively 
· Learning and improving continuously 
All feedback, complaints, and incidents are handled with:
✔ Respect
✔ Confidentiality
✔ Fairness
✔ Cultural sensitivity

2. POLICY PURPOSE
This policy ensures that:
· Feedback (positive and negative) is valued 
· Complaints are addressed promptly and fairly 
· Incidents are reported, investigated, and managed appropriately 
· UNCC continuously improves its services 

3. KEY PRINCIPLES (UNCC APPROACH)
Principle 1: Person-Centred Approach
UNCC ensures all responses:
· Respect individual needs, culture, and dignity 
· Prioritise safety and wellbeing 
· Are inclusive of children, seniors, and persons with disabilities 

Principle 2: Outcome-Focused
UNCC aims to:
· Resolve complaints effectively 
· Restore relationships where possible 
· Prevent future incidents 

Principle 3: Clear, Accessible & Inclusive
UNCC ensures:
· Easy-to-understand complaint processes 
· Availability in local languages 
· Access for people with disabilities 

Principle 4: Accountability
All staff and volunteers:
· Are responsible for reporting incidents 
· Must act ethically and transparently 
· Are accountable for decisions and actions 

Principle 5: Continuous Improvement
UNCC:
· Learns from feedback and incidents 
· Improves systems and practices 
· Uses data for quality improvement 

Principle 6: Proportionate Response
Responses are:
· Based on severity of risk or harm 
· Aligned with legal and safeguarding obligations 

4. SUPPORT FOR COMPLAINANTS
UNCC ensures individuals can safely provide feedback by offering:
· Language and interpretation support 
· Assistance in writing complaints 
· Access to advocates or support persons 
· Culturally appropriate communication 

5. PROTECTION FROM RETALIATION
UNCC strictly prohibits retaliation.
✔ No individual will be punished for:
· Making a complaint 
· Reporting an incident 
· Supporting another person to report 
Any retaliation will result in disciplinary action.

6. DEFINITIONS
Complaint: Expression of dissatisfaction requiring response
Feedback: Any positive or negative comment
Incident: Event causing or risking harm
Critical Incident: Serious event causing major harm or risk
Safeguarding Incident: Any risk or harm to a vulnerable person
Harm Includes:
· Physical abuse 
· Sexual exploitation 
· Emotional harm 
· Neglect 
· Financial abuse 
· Discrimination 

⚖️ 7. LEGAL & POLICY FRAMEWORK (EAST AFRICA & INTERNATIONAL)

🌍 International Frameworks (UNCC Standard)
UNCC aligns with:
· Universal Declaration of Human Rights (UDHR, 1948) 
· Convention on the Rights of the Child (CRC, 1989) 
· Convention on the Rights of Persons with Disabilities (CRPD, 2006) 
· Convention on the Elimination of Discrimination Against Women (CEDAW) 
· African Charter on Human and Peoples’ Rights 
· African Charter on the Rights and Welfare of the Child 

🌍 Regional & East Africa Frameworks
UNCC operates in alignment with:
Uganda
· Children Act (Amended 2016) 
· Domestic Violence Act 2010 
· Persons with Disabilities Act 2020 
· Data Protection and Privacy Act 2019 
Kenya
· Children Act 2022 
· Persons with Disabilities Act 
· Sexual Offences Act 2006 
· Data Protection Act 2019 
South Sudan
· Child Act 2008 
· Penal Code Act 2008 
· Transitional Constitution (Human Rights Framework) 

🛡 Humanitarian & Donor Standards
UNCC complies with:
· UNHCR Protection Principles 
· UNICEF Safeguarding Standards 
· Sphere Humanitarian Standards 
· ACFID Code of Conduct (adapted) 

🚨 8. INCIDENT REPORTING & MANAGEMENT
All incidents must be:
1. Reported immediately 
2. Documented confidentially 
3. Escalated to management 
4. Referred to authorities where required 
UNCC ensures:
· Immediate protection of affected persons 
· Investigation and documentation 
· Corrective action 

📊 9. CONTINUOUS IMPROVEMENT
UNCC:
· Reviews all complaints and incidents 
· Identifies trends and risks 
· Improves policies and services 

ACKNOWLEDGEMENT OF COUNTRY 
UNCC acknowledges the people who are the traditional custodians of the land ,and pays respect to the Elders, past, present, & emerging, and extends that respect to other people of Maracha to Arua, Terego to Odup peoples.  UNCC Regional office:  Makogine, Garissa Road, Nairobi Kenya |
www.uncc.agency | +61730502051 Selected option 4, and record a voice mail our team will be in touch with you as soon as possible |+254715177103
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