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Complaint by telephone in Castellano 





Complaints officer 


Important first point of contact for callers 





M&E and Standards Advisor reviews registered complaints daily; first step is to identify complaints as serious or non serious 





Investigation


Monitoring officers visit communities to speak to complainant 





Latrine project team (across all 3)  





Monitoring officer (Huancavelica)





Monitoring officer (Canete/Chincha)





Complaint by telephone in Quechua 





Complaint through webpage 





Complaint form filled in complainant, or by field based staff on their behalf





Field Team 


Huancavelica  





Field Team 


Chincha





Field Team 


Canete 








Registration:  Complaint is entered into computer, and a reference number is provided to the complainant. The officer explains what happens next     





Serious complaints are directed to the complaints committee 





COMPLAINTS COMMITTEE 


Made up of Programmes Director, Head of Emergency, M&E Advisor, Others  








Overall tracking


number received


number attended to


type, trends





DISPLAYED ON CARE PERU WEBSITE





Non serious complaints are directed to the either the monitoring officer for verification of a complaint, or directly to field team for action (straight forward complaint) or for analysis of the situation and identification of options for action (more complex complaint)        








Action Field teams implement agreed actions. 





Action 


Committee agrees course of action for serious complaints  





Conversations





Conversations





No action If no action is the agreed response, this is explained to the complainant in person (or by telephone if appropriate) 








