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MMOJITHUKA PO3IJIAAY CKAPT
I'pomanchkoi opranizanii «Jlinepka»
kon €IPTIOY (45068190)

META

I'pomanceka opranizamis «Jlizepka» (mami — Opranizaiisi) nparHe BUPILNIYBaTH TPYIHOII],
npeTeHs3ii Ta CKapry MBUIKO, HEYNEPEKEHO Ta CIPaBEIINBO. 3a JOMOMOT0I0 MPOLIECY PO3TIISAY
ckapr Opranizanisi mparfe NOKpaIIUTH SKICTh CBOET pOOOTH, MiABUIUTH JIOBIPY 3alliKaBICHUX
CTOpiH, BU3HAUUTH cdepu poOOTH, sIKI HEOOXITHO BIOCKOHAIHWTH, 1 3a0e3medyuTH, 100
Oprani3zaiiisi BUMiacs Ha OCHOBI 3BOPOTHOTO 3B’ 3Ky, HAJIAHOTO B paMKaX IIbOTO MPOIIECY.

V it [TomiTuir po3risiay CKapr OIMMCcaHo MPOIECH, sIKI MalOTh 3/11HCHIOBATH 3alllKaBJICHI CTOPOHU
ta Opranizaitis, o0 CKapTy PO3TIIAIATUCS HAIC)KHUM YHHOM 1 11e 3a0e31euyBajio CrpaBeTuBUN
1 CBO€YACHUH MPOIIEC PO3TIISAY CKApT, IO 3PEHITOI 3MIIHIOBAJIO MiA3BITHICTh Ta €PEKTUBHICTh
Opranizarii .

BU3HAYEHHSA

Opranizamisi BuU3Hauae ckapru sk: «bynp-skuii Bupa3 HEBIOBOJICHHS ab0 CKapru MpOTH
Oprani3aiii abo mpoTH 11 JUPEKTOPIB, CIIBPOOITHUKIB, MOCTAYAILHHUKIB, TTAPTHEPIB, BOJIOHTEPIB
abo Oyab-KOTO 1HIIOTO, XTO Al€ Bif 1i iMeHi, sikio OpraHizaiiis HIOUTO HE BUKOHAJIa BUMOTH .
3000B’s13aHHS MOXe OyTH TIOB’Si3aHO 3 HisTbHICTIO Opranizaiiii, BUKOPUCTAaHHSM PECypCiB,
MICI€10 Ta IIIHHOCTSMH, TIOBEIIHKOIO IEPCOHATY a00 IOPUAUIHOIO BUMOTOIOY.

3AIIAC CKAPT

VYci ckapru, 3po0IieHi B yCHi 4n THCBMOBIHM Gopmi, OyayTh 3apeecTpoBaHi y XKypHani po3risny
CKapr IIiJ1 4ac MOoJaHHs CKapru abo sikHamBuame micis uporo. IlpeacraBuuk Opranizarii, skuit
Bi3bM€ JIaH1 CKap)KHUKA, 3aITUIIIE CKapTy.

[Tin wac po3rmsimy ckapru mpeactaBHUK OpraHizarfii 3amuiine iM’s Ta KOHTaKTHI JaHl
CKap)KHWKa, a TaKOoX NOBHY iH(OpMaIlil0 Mpo CKapry, BKJIoudaroud nary. Jletam BChOTO
CIIIJIKYBaHHS 31 CKAp)KHUKOM 1 OyAb-sIKi [Tii 111010 BUPIIICHHS CKapru Oy IyTh 3aMMCaHl TaM XKe.
KepiBHMIITBO TakoX BiICTE)KyBaTHME 3apEECTPOBAHI CKApru Ha MpeaMeT Oynb-sSKUX MOTOYHUX
TEHCHIII 1 HAMaraTUMEThCS BUPIIIUTU OY/b-5IKi TOTOYHI MPOOIEMH.

Ocobucri aaHi, HafaHi 0co000 YU OpraHizaliero , abo eTai iX ckapru OyIyTh 3amicaHi
B HaJIHHOMY MicCIli Ta He OyJIyTh pO3TOJIOIIEHI TpEeTiM ocobamM, skio OpraHizaiis He OTpUMae
MMCBMOBY 3roly ckapkHHKa. CKapru po3risAatoThCs 0€3MedHo Ta KOH(DIISHIIIHO.

BIAINIOBIJAb HA CKAPI'H

Oprani3zaiiisi HamMaraeTbcsi BUPIIUTH BCi ckapru npotsarom 10 muiB. ITuceMoBi ckapru
OyAyTh NPUIHATI HETalHO.

OxpemuM ocobam 1 opraHizauisMm Oyne HaJaHO NPUOIM3HHUNA TEpMiH MiJ 4Yac MOJAHHS
ckapru. Okpemi ocoOu Ta opraizauii Oy yTs npoiH(GOpPMOBaHi PO XiJ PO3MIIALY iXHBOI CKaprH,
0COOJIMBO SKIIO € OY/Ib-Ki 3aTPUMKH a00 3MiHU B Y3T'OJPKEHOMY.



Oxpemi ocoOu Ta opranizamii OyayTe npoiHpopMoBaHi mpo Oyab-siKi Aii, BXHTI 3a IXHBOIO
CKaproio.

VY BIAMOBIIHUX BHITAJKaX 3 OKPEMHUMH OCOOAMHU Ta OpTaHi3allisiMU, CKapru SKUX Oyio
BUPINICHO, MU 3B’SHDKEMOCS Ti3HiIIe, 00 MI3HATUCS, YM 33JI0BOJICHI BOHH THM, SIK PO3TIISHYIJIN
IXHIO CKapry.

Ckapry OyJie BUPIIIEHO MUISIXOM 3acTOCyBaHHS [Iporiexyp po3risay cKapr.

MNPOLUEAYPU PO3IJISIAY CKAPI'
Opranizaiis po3riasaatuMe HeoimiiiHi Ta oQiliiHI CKapTy 3a T0MOMOT0I0 TAKHX KPOKIB:

i.  OroJjouieHHs1 MexaHi3My cCKapr

Oprani3aiiist BKa3ye Ha CBOeMy o(iniiiHOMy BeO-caiiTi, CTOpiHKax B COIIQJIBHUX Mepexax, siK
OKpeMi ocoOu Ta oprasizauii MOXyTb MojaTH ckapry Ha Opraizaiiio, i ONHUCy€e MPOILEIypu
PO3TIIAY CKapr.

i. ~— IlpuiioM ckapr

IcHyrOTB pi3HI KaHAIH, HA K MOYKHA HAJICWJIATH Ta 3alUCYBAaTH CKapTH.

3aranpHi CKapru oo Oyap-skoro acrnekty Oprasisaii Ta ii poOoTH CI1iJ HaICUIIaTH Ha 3arajibHy
esnlekTpoHHy aapecy Opranizanii goliderka@gmail.com.

Ckapru, siki TOTpeOyYIOTh YBaru JUPEKTOpa, CIIiJl HaACHIATH 0e3M0CepeIHbO TUPEKTOPY.

Ckapru Ha TupeKTopa ciia Hajacuiatu 6e3nocepenubo ['omnosi [IpaBniHHs.

Ckapru Takox MOKHa HaJICWJIaTH Ha TMOIITOBY apecy 3a MicieM peectparlii Opranizaiii.

VYCHI ckapru MOXHa TI0JIaTH B TeJe(HOHHOMY PEKHUMI.

[Tepconan, sikuil po3risgae cKapry, MPOMIIIOB HABUYAHHS Ta PO3TIIAIaTHME CKapry Oe3ledHo

Ta KOH(1ACHITIITHO.

i, Po3'sscHenns ckapr (HeoiniiHuX 1 oiniiHUX)

VYci criBpoOITHUKH, SIKI OTPUMYIOTh CKapryl, TOBUHHI MaTH MOKJIMBICTh MPOSICHUTH JB1

BOXJIMBI pedi: YTOYHHTH, IO II€ 3a CKapra, i BU3HAUWUTH, YH € BOHA Ti€I0, Ha SKY
Oprani3aiiist MOXKe BiJIITOBICTH.

[Tepconann, sikuii mpuiiMae Ta po3’ICHIOE CKapTH, MOBUHEH OYTH 3/IaTHUM JI0 aHAJI3y, TEPITIHHS Ta
JTUTIIIOMAaTHYHOCTI. SIKIIO ckapra He BiAMOBiAa€ BU3HA4YeHHIO cKapru Oprasizailii, CKapKHUKY
CJI11 BBIWIMBO BIIMOBHTH. SIKIIIO CKapra CTOCYEThCS 1HIIOT OpraHi3aliii , mpo e CiIij1 MOBIIOMUTH
CKap)KHUKY; SKIIO € MOXIIMBICTh HAIIPABUTH CKap)KHUKA JI0 KOTOCh 1HIIOTO, XTO PO3TIISIaTHME
fioro ckapry, To 1€ CJIiJ 3poOuTH.

iv. Bupimenns ckapr:

Bupimenns HeopManbHuX ckapr

binbmiicte ckapr, siki otpumye Opranizaris, OyayTh HEOQIIIMHUMH CKapramu, i iXx MO)KHA
HEraifHO BWPINIUTH, KEPYIOUHCHh 3J0POBUM TIy370M 1 3HarO4M mporpamu. HeoOxigHO
320X0UYYyBATH Ta MIATPUMYBATH MIEPCOHA, IKHI PO3TIISAIAE CKAPTH, SKIIO 1€ MOXKIIHBO.

Skmo ckapry Oyyo BHpIIIEHO HETAWHO, CHIBPOOITHHKHU, SIKI PEECTPYIOTh CKapry, BCE OJHO
MOBMHHI 3amucaTH Aetani y ¢popmy peectpamnii ckapr. @opMu ckapr CiijJ 3aBxiau 30epiratu B
TAEMHHIII.

Bupimenns oginiitHux ckapr

Opranizariist po3ymie, 110 oiniiHi Ta ORI CKIAAHI CKapr U100 IPOrpaM Ta/abo mepcoHary
HEMOXKJIUBO BUPIMIUTH HETaWHO YM JIETKO. SIKIIO CKapru CTOCYIOTBCS NpOrpam, Uil ix



BUPILICHHS, HIBHJIIE 332 BCE, 3HANOOMATbCA dYac, 3yCWUIA Ta aHami3. [HIII MOXyTh OyTH
CKJIQIHIIIMMU Ta BUMAaraT JIOAATKOBOI MIATPUMKH (HAPUKIIAL, ayAUT TOIIO )

Odiuiitni ckapru 6yayTh po3riigHyTi. Ocoba, sika po3risaae CKapry:

i. BcranoBiTh (akTH Ta 30epiTh BiIMOBIIHY iH(pOpMaIiio

ii. Axio HeoOXiaHO Ta/ab0 MOXKIIMBO, ONMUTANTE 3TyYEeHUX 0C10

Ckap XKHUKHA OTPUMAIOThH BIJMOBIb 13 3a3HAUEHHSM PE3yJbTaTy PO3IIISAY CKapru abo, SKIIO 11e
CKJIa/IHE MTUTAHHS, KOJIU Oy/1e MPOBEICHO MOAAJIBIIE PO3CIIIyBaHHs Ta CKUTBKH Yacy Iie 3aiime.
Oprani3aiiisi TOBIIOMUTh CKap)KHHUKY MPO PE3yIbTaTH PO3CIIAYBaHHS, SKI MOXYTh BKJIIOUYATH:
BXKWTI KOPUTYBAIbHI [Iii; TEpPMiHM BHUKOHAHHS; Ta 0c00a/poyib, sKa 3aMaeThCs MPOOIEMOIO.
Hupexrop Opranizaiii KOHTPOJIIOE e mporec.

S0 cKapry HEMOXKIIMBO BUPIIIMTH 32 JOMTOMOTO0 3BUYAITHOTO MPOIIECy PO3TIISITY CKapT, ii Oyie
nepenano 1o IlpaBmiHHA, 1 CKapKHUK Oyzae npoiHdopMoBaHuil i oMy Oyne HajaHO 3MIHEHUH
TEPMiH BUPILLICHHS.

Sxmo Opranizaiiisi He 3MOKe BUPIIIMTH CKapry Ha 3aJI0BOJICHHS CKap)KHUKA, MU TTOB1JIOMHUMO
HOro mpo Te, Ky/iu BOHU MOXKYTb BXKUTH MOAAJBIINX 3aX0/IIB.

. BunMocs Ha ckaprax i HaJIe)KHIM YHHOM 3MIHIOEMO HAIIy MPAKTUKY

OpraHnizaiiist po3yMie, 1o Pe3yIbTaT MPOLECy PO3TISAY cKapr nonoMoxke OpraHizaiii BU3SHAYUTH
Oyab-sKi poOsieMu, siIKi He0OX1THO BUPIIIUTH 100 BUKOHAHHS HAIIOI IPOTrpaMu, IEpCOHAIy Ta
[IpaBniHHs, HOTITUKH Ta MPOLEAyp Ta/abo crocobiB poOOTH, 11100 MOAIOHI CKapru He BUHUKAIH B
MmaiiOyTHe. Opranizamis BXHBE BCIX HEOOXITHMX 3axoOJiB, 100 mMomiOHI cKapru He
HIOBTOPIOBAJIHCS.

HABYAHHS TA HABUAHHS NEPCOHAJIY
Oprani3aiist 3a0€3MeYnTh HAJIKHE HABYAHHS JJIS WICHIB MMEPCOHAY, sIKI PO3TJIAIAI0Th CKapTH.
Hapuanng BkiIroyatume Taki CIICMCHTHU.:

. [Ipuiiom ckapr: HaBUYKH CITyXaHHS Ta €MIIaTii;

. BinnoBine Ha ckapru: BUKOPUCTOBYIOYH TAKT, PO3YMIIOUM TOUKY 30py CKap>KHUKA Ta
BI/INOBIZJAI04YX KOHCTPYKTUBHOIO MOBOIO;

. BIJINOB1/IaTH HA CKAPTH 3asIBHUKIB y Oe3MeuHui Ta KOH(IACHIIHUHN criocid, 0cOOIHBO
Ha Ti, 10 HAJXOATh BiJl HE3aXUIIEHUX a00 BPa3IMBHX 3aIlIKaBJICHUX CTOPIH,

. PoscnigyBanus ckapru: 30ip ¢hakTuvHOI iHPOpMAIlii, HABUYKH OMUTYBaHHS;

. [ToBoKEeHHS 31 CKIaIHUMU CKapraMu: ik pearyBaTH IIiJl THCKOM.

orjsaa MOJITUKU PO3IJISIAY CKAPT
Opranizailisi mparie 10 MOCTIHHOTO BAOCKOHAJEHHS 1 PEryJspHO MEperisgaTHMe L0
MOJIITUKY.
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Complaints Handling Policy
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code (45068190 )

PURPOSE

Non-government organization “The Leader” (hereinafter - the Organization) seeks to resolve
difficulties, grievances, and complaints in a prompt, impartial and just manner. Via the process of
resolving complaints Organization seeks to improve the quality of its work, enhance the trust and
confidence of stakeholders, identify areas of work that need to be improved, and ensure that
Organization learns from the feedback provided through this process.

This Complaints Handling Policy outlines the processes to be undertaken by stakeholders and
Organization in order for complaints to be appropriately dealt with and that will ensure a fair and
timely complaints handling process, ultimately strengthening Organization’s accountability
and efficiency as an organization.

DEFINITION

Organization defines complaints as: "Any expression of dissatisfaction or grievance made against
the Organization or against of its director, staff, suppliers, partners, volunteers or anyone else
acting on its behalf, where the organization has allegedly failed to meet a requirement. The
commitment might be related to Organization's activities, use of resources, mission and values,
staff conduct/behavior, or a legal requirement."

RECORDING COMPLAINTS

All complaints made, verbally or in writing, will be recorded at Handling Log at the time that the
complaint is made, or as soon as possible afterwards. The Organization representative who takes
the complainant's details will record the complaint.

When taking a complaint, the Organization representative will record the name and contact details
of the complainant, as well as full details of the complaint including the date. Details of all
communication with the complainant and any actions to resolve the complaint will be recorded in
the same place.

Recorded complaints will also be monitored for any ongoing trends by management and efforts to
resolve any ongoing issues.

Personal details given by the individual or organization, or details of their complaint will be
recorded in a safe place and will not be divulged to third parties unless Organization has the
complainant's written consent. Complaints are treated in a safe and confidential manner.

RESPONDING TO COMPLAINTS

Organization strives to resolve all complaints within 10 days. Written complaints will be
acknowledged promptly.

Individuals and organizations will be given an approximate timeframe at the time they make
their complaint. Individuals and organizations will be informed of the progress of their
complaint, especially if there are any delays or changes to what has been agreed.



Individuals and organizations will be informed of any actions taken as a result of their complaint.
Where appropriate, individuals and organizations who have had a complaint resolved will be
contacted at a later date to see if they are happy with how their complaint was handled.

A complaint will be resolve by implementing the Complaints Handling Procedures.

COMPLAINTS HANDLING PROCEDURES
Organization will handle informal and formal complaints via the following steps:

i.  Advertising the complaints mechanism
Organization advertises on its official website how individuals and organizations can make a
complaint against the Organization and outlines the Complaints Handling Procedures.

i.  Receiving complaints

There are different channels to which complaints can be made and recorded.

General complaints about any aspect of Organization and its work should be sent to the
Organization's general e-mail address goliderka@gmail.com.

Complaints requiring the attention of the CEO should be sent directly to the CEO.

Complaints about the CEO should be sent directly to the Chairman of the Board.

Complaints may also be sent to the Organization's official postal address.

Verbal complaints can be made over the phone.

Staff handling the complaint have received training and will handle the complaint in a safe and
confidential manner.

. Clarifying complaints (informal and formal)

All staff who receive complaints need to be able to clarify two important things: clarify

what the complaint is and determine whether it is one to which Organization is able to

respond to.

Staff receiving and clarifying complaints need to be capable of analysis, patience, and diplomacy.
If a complaint does not fit with Organization's definition of complaint, then the complainant
should, politely, be turned away. If the complaint is about another organization then this should
be pointed out to the complainant; if it is possible to direct the complainant to someone else who
will deal with their complaint then this should be done.

iv. Resolving complaints:

Resolving informal complaints

The majority of complaints Organization receives will be informal complaints and can be
resolved immediately with common sense and knowledge of the programs. Staff handling
complaints must be encouraged and supported to do this if at all possible.

If a complaint is immediately resolved, the staff recording the complaint should still record
details on a Complaints Record Form. Complaints Record Forms should be kept confidential at
all times.

Resolving formal complaints

Organization understands that formal and more complex complaints about programs and/or staff
cannot be resolved immediately or easily. If the complaints are programs related, they are likely
to require time, effort and analysis to resolve. Others may be more complex and may require
additional support (e.g., audit etc)

Formal complaints will be investigated. The person handling the complaint will:



i. Establish the facts and gather relevant information

i If necessary and/or practicable, interview those involved

Complainants will receive a response outlining the outcome of the complaint or, if it's a complex
matter, when it will be investigated further and how long it is likely to take.

Organization will let the complainant know the outcome of the investigation, which may include:
corrective action being taken; timeline for implementation; and person/role addressing the issue.
Organization's director oversees this process.

If a complaint cannot be resolved by the usual complaint process, it will be referred to the Board
of Organization and the complainant will be informed and given an amended timeframe for
resolution.

If Organization cannot resolve the complaint to the satisfaction of the complainant, we will
inform them about where they can take further action.

V. Learning from complaints and amending our practice appropriately

Organization understands that the outcome of the complaints process will assist Organization to
identify any issues that need to be addressed in our program delivery, staff and board of directors,
policies and procedures, and/or ways of working so that similar complaints do not arise in the
future. Organization will undertake all necessary steps to ensure that similar complaints to not
recur.

INDUCTION AND TRAINING STAFF
Organization will ensure that sufficient training will be provided to members of staff and board
directors who are handling complaints. The training will include elements around:

. Receiving complaints: listening and empathy skills;

. Responding to complaints: using tact, understanding the complainant point of view and
responding using constructive language;

. Responding to complaints and complainants in a safe and confidential manner,
especially those being made by disadvantaged or vulnerable stakeholders;

. Investigating the complaint: gathering factual information, interviewing skills;

. Handling difficult complainants: how to respond under pressure.

This policy is available for all staff and board directors on a shared drive. Information about the
policy is part of the induction process for all new board and staff members.

REVIEW OF COMPLAINTS HANDLING POLICY
Organization is committed to ongoing improvement and will review this policy regularly.



