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1 INTRODUCTION 

1.1 PLACE OF SAFEGUARDING AND PREVENTION WITHIN THE ZOA INTEGRITY FRAMEWORK 
As an international organisation providing relief and recovery support to people impacted by conflicts and 
disasters, ZOA is committed to maintaining the highest standards of integrity in all its activities. The ZOA 
Integrity Framework has been developed for that purpose. It applies to all contracted staff, volunteers, 
consultants, and others representing ZOA (collectively referred to as staff and affiliates). 

The ZOA Integrity Framework comprises four pillars, described in separate documents: 

1. The ZOA Code of Conduct outlines the standard of behaviour ZOA seeks to promote within the organisation 
and in the interaction with its stakeholders – How to behave  

2. ZOA’s standards on safeguarding and prevention of misconduct describe the organisational measures in 
place to safeguard integrity and prevent misconduct (i.e. this document) – How to comply  

3. Procedures for staff, project participants1, and other key stakeholders on how to report an alleged breach 
of the ZOA Code of Conduct – How to report  

4. Procedures for addressing received reports of alleged breaches of the Code of Conduct – How to respond 

 
The structure of the Integrity Framework is illustrated in the figure below. 
 
 

 
 

 
1  The people served by ZOA through its projects and programmes are referred to in this document as ‘project participants’ (previously referred to as 

‘beneficiaries’).  
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All ZOA staff and affiliates are trained on the content and application of the Integrity Framework, through 
mandatory training sessions and refresher sessions. 

1.2 PURPOSE 
Having a Code of Conduct, the procedures on how to report an (alleged) misconduct and how to address 
complaints is not enough to promote integrity standards and norms.  ZOA strives to have an organisational 
culture that enhances integrity. ZOA’s core values drive our organisation culture. Every staff member has a role 
in shaping the ZOA culture to be safe and in maintaining our moral compass. Personal and cultural values differ 
between countries and have an impact on how integrity is promoted within ZOA. Together we build an 
organisational culture that feeds prevention of misconduct, and in which concerns are taken seriously and acted 
upon.  
 
This document describes how ZOA actively promotes safeguarding and preventing misconduct, in general and 
per theme, to ensure that the Code of Conduct and procedures of the Integrity Framework are actually 
implemented, practised and mainstreamed in ZOA’s way of working.   

1.3 HOW TO READ THIS DOCUMENT 
After a description of the scope (chapter 2), the core of this document is formed by chapters 3 to 5 which 
describe the organisational measures in place, in general and specifically per theme, to ensure that our Code of 
Conduct and procedures of the Integrity Framework are practised and mainstreamed in ZOA’s way of working.   
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2 SCOPE  

Safeguarding and Prevention is related to all themes covered in the Code of Conduct and applies to all 
contracted staff, volunteers, consultants, and others representing ZOA (collectively referred to as “staff and 
affiliates”).  
 
Safeguarding is the organisation’s responsibility to make sure our staff, operations and programmes keep 
people safe from sexual exploitation, abuse, and harassment (SEAH), and other forms of harm and misconduct, 
including fraud and corruption. It applies consistently and without exception across ZOA staff and affiliates, 
operations and programmes. It requires proactively identifying, preventing, and reducing risks of harm, neglect, 
exploitation or abuse arising from our work, and places participants and affected persons at the centre of all 
we do. 
 
This document does not cover protection, as this refers to harm that is caused by factors outside ZOA’s 
responsibilities2.  

 
2 For more information on ZOA and protection, see the Protection Position Paper ZOA  

https://zoango.sharepoint.com/sites/zoamanager/GuidanceLibrary/Programmatic%20Thinking/Sectors%20and%20Themes/Themes/Protection/Programmes_Themes_Protection_Position%20paper%20Protection.pdf
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3 SEXUAL EXPLOITATION, ABUSE AND HARASSMENT  

ZOA is committed to preventing, managing, and mitigating the risks of Sexual Exploitation, Abuse, and  
Harassment (SEAH) as described in the ZOA Code of Conduct.  
ZOA works in line with the Core Humanitarian Standard (CHS) 2024 PSEAH index and Inter-Agency Standing 
Committee (IASC) Minimum Operating Standards on PSEA (2024). The latter is followed in the structure of this 
chapter.  

3.1 PRINCIPLES 
ZOA works in accordance with the IASC six core principles relating to SEA3. These IASC core principles are 
integrated in ZOA Code of Conduct (Pillar 1). The ZOA Code of Conduct states that SEAH in all forms is 
considered and treated as gross misconduct and that a strict zero-tolerance policy is applied for any form of 
SEAH, whether committed by staff or affiliates. ZOA staff and affiliates have a duty to report, while ZOA respects 
confidentiality and protects against retaliation. The organisation is committed to preventing, detecting and 
investigating alleged misconduct and adopts a zero-tolerance approach for inaction. ZOA tailors PSEAH 
approaches to the context and ensures that the approaches are inclusive and survivor centred.   
 
In accordance with IASC principle 6, all ZOA staff and affiliates are obliged to create and maintain an 
environment which prevents sexual exploitation and abuse and promotes the implementation of ZOA’s Code of 
Conduct. Managers at all levels have particular responsibilities to create and maintain such an environment. 

3.2 POLICIES 
The ZOA Code of Conduct (Pillar 1) and the procedures to report and respond (Pillar 3 and 4) are in place and 
implemented. All staff have access to, are familiar with, and are aware of their expected compliance to the Code 
of Conduct and related procedures and duty to report. Staff and affiliates sign the ZOA Code of Conduct upon 
entering the organisation and upon major revisions.  

3.3 ROLES AND RESPONSIBILITIES 

• Line managers, particularly Country and HQ management are overall responsible and accountable for 
the implementation of safeguarding and prevention of SEAH in ZOA programmes, projects and teams, 
as well as for responding promptly, fairly and decisively to reports of SEAH.  

• Managers at all levels have the overall responsibility to nurture and develop a conducive organisational 
culture for integrity in which PSEAH is embedded.  

• ZOA’s HQ Integrity Coordinator is responsible for monitoring, learning and maintenance of the integrity 
management systems within ZOA.  

• Each ZOA country programme has one staff designated with the role of Country Integrity Coordinator, 
who is responsible to advocate for and help ensure PSEAH is given adequate attention, and ensure 
training and refresher sessions are given to ZOA staff, volunteers, local partners and other affiliates.  

3.4 SURVIVOR CENTRED APPROACH 

• ZOA adopts the survivor-centred approach which places the rights, wishes, safety, needs, dignity and 
well- being of the survivor at the center of all prevention and response measures concerning SEAH.  

• Each country team must identify (and regularly update) the existing SEAH Reference Network and 
available support services for protecting and supporting survivors.  

• If a report involves (alleged) SEAH: 
o Support must be offered to complainants and survivors, regardless of the status and/or 

outcome of any (preliminary) investigation.  
o A case worker must be appointed, who supports the survivor and proactively assists access 

to available support services, at the survivor’s pace and preferences. The case worker 

 
3 IASC Six Core Principles Relating to Sexual Exploitation and Abuse, 2019 

https://d1h79zlghft2zs.cloudfront.net/uploads/2025/04/CHS-PSEAH-Index_final.pdf
https://interagencystandingcommittee.org/sites/default/files/2024-10/Revised%20IASC%20Minimum%20Operating%20Standards%2C%20Protection%20from%20Sexual%20Exploitation%20and%20Abuse%20by%20Own%20Personnel%20.pdf
https://interagencystandingcommittee.org/sites/default/files/2024-10/Revised%20IASC%20Minimum%20Operating%20Standards%2C%20Protection%20from%20Sexual%20Exploitation%20and%20Abuse%20by%20Own%20Personnel%20.pdf
https://interagencystandingcommittee.org/inter-agency-standing-committee/iasc-six-core-principles-relating-sexual-exploitation-and-abuse-2019
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coordinates the provision of any care to be given to a SEAH survivor, with assistance of the 
HQ Integrity Coordinator (HQIC) when necessary. HQIC oversees support and investigations 
or other proceedings provided to the survivor.  

o Depending on the context and specific needs, guidance will be provided by ZOA HQ and/or by 
an external professional organization or existing support system. Support can include medical 
care, legal assistance, psychosocial counselling and support, peer support, and/or access to 
other specialist and appropriate support as needed and preferred by the survivor, taking into 
account personal circumstances. This includes referral to legal support. Survivors can choose 
from the support options available to them.  

3.5 RECRUITMENT AND PERFORMANCE MANAGEMENT 
Recruitment 

• All ZOA country offices are provided with clear guidelines, processes, formats, and templates to ensure 
consistency in all recruitments.  

• Job adverts include the PSEAH commitments of ZOA 

• During job interviews, gaps in employment history are checked and questions related to PSEAH 
including child safeguarding are included 

• At least two references taken from previous employers which include questions on candidate’s 
conduct and behaviour, including SEAH 

• Candidates must complete a self-declaration in which the candidate declares that there are no 
previous convictions or dismissals that prevent the candidate from working with children or at-risk 
adults. 

• Counter-Terrorism (COTER) check is conducted, and criminal records check where possible. 

• New ZOA staff and affiliates are required to sign the ZOA Code of Conduct (CoC) upon joining the 
organization, which includes PSEAH. 

• ZOA is a signatory of the Inter-Agency Misconduct Disclosure Scheme. ZOA ensures systematically 
asking for and responding to requests for checks with previous employers on SEAH issues. 

 
Induction 

• Induction includes an on-boarding session on ZOA’s Integrity Framework, including attention to 
PSEAH. 

 
Performance Management 

• Line managers are expected to uphold and foster a workplace that actively prevents misconduct, 
including SEAH. 

• Line managers are required to ensure the provision and resources to support engagement in the Code 
of Conduct trainings and refreshers. 

• Performance evaluations include the work environment. Employees are encouraged to share their 
sense of safety within the organization and raise their concerns 

3.6 RISK MANAGEMENT AND TRAINING 
ZOA is committed to ensure that all ZOA staff and affiliates understand PSEAH, are aware of the PSEAH 
reporting mechanisms of ZOA – including the various options for reporting - and are informed of their duty to 
report any suspicions or concerns and consequences of failing to report (e.g. disciplinary measures). All staff 
must complete the in-person Code of Conduct training that includes PSEAH and responding to risks and 
concerns. At least annual refresher training opportunities are provided. 
 
Risks of SEAH are pro-actively assessed, addressed and monitored through integrating PSEAH in programmes 
and operations: 

• Design of projects: the Roadmap ‘Risk assessment and Mitigation’ is required within each project and 
programme, which includes reviewing the SEAH risks and to assess how these risks could affect 
people. 

• Implementation: assessed SEAH risks are monitored, and when needed additional risk mitigation is 
developed.  
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• Regular training of ZOA and partner staff is organised on risk assessment, mitigating risks and 
prevention of SEAH and how to respond to signals or reports of SEAH, adapted to the specific context. 

• CICs and ISPs are trained on required actions when (alleged) SEAH is reported (i.e. referral of survivors 
to service providers with expertise in counselling). 

 
Internal Quality Control is designed to promote good behaviour, and to prevent, detect and respond to SEAH in 
projects and programmes as well as organisation:  

• Country Reports show the number and nature of complaints received and addressed. Lessons learned 
and recommendations for improvement are included. 

• ZOA annual Country self-assessment against key controls including implementation of the beneficiary 
accountability system and complaints reporting and response, including SEAH.  

• ZOA’s HQ Quality Unit audits country programs, including the systematic use of procedures and tools 
in relation to beneficiary accountability and prevention of SEAH. 

Staff with designated roles as Country Integrity Coordinator and Integrity Support Persons are responsible to 
enhance and coordinate awareness raising amongst staff over the Code of Conduct and Complaint Procedure. 
In each ZOA country there is a Country Integrity Coordinator and at the minimum two Integrity Support Persons 
- male and female. They are member of the integrity Community of Practice, and trainings and meetings are 
regularly organized by HQIC to strengthen them in their role.  
ZOA is CHS certified, and regular independent audits take place by external (HQAI) auditors against the CHS 
PSEAH criteria, which cover IASC’s standards and contains particular attention for beneficiary accountability 
and prevention of SEAH. Corrective Actions and observations from the audit result in management response 
and improvements at HQ and/or Country level, which are actively monitored by HQ management.  

3.7 PARTNERS AND CONSORTIA 

• Any partner organisation or consortium member receives and is required to sign the ZOA Code of 
Conduct or have an equivalent signed.  

• The funding agreement signed between ZOA and partners includes ZOA’s zero-tolerance policy on 
SEAH. 

• The Assessment for new local partners is used before signing an agreement. This covers Integrity, 
including the Code of Conduct, Complaints reporting and handling.   

• If identified as a weakness of the partner, the partner will be supported to develop policies and 
practises, regarding PSEAH as part of the Partner Capacity Strengthening Plan.  

• Integrity and Code of Conduct are included in the inception or kick-off meeting with (new) 
Implementing Partners.  

• When not covered by partner itself, partner staff receives refresher sessions on PSEAH.  

• ZOA shares relevant information with partners and is learning from partners, in order to strengthen 
SEAH related prevention and response in both ZOA and partner organisations.  

• Suppliers are obliged to sign the Code of Conduct for Suppliers, which includes ZOA’s zero-tolerance 
policy on SEAH.   

• Implementing partners have a contractual obligation to report to ZOA any (suspicion of) irregularities 
or other forms of unacceptable behaviour that arise in relation to a project/programme or related 
stakeholders. 

• Partners are challenged to be committed to the Core Humanitarian Standard and to undertake all 
reasonable efforts to comply or become compliant with it.  

3.8 COMMUNITY ENGAGEMENT, FEEDBACK AND REFERRAL 

ZOA designs and undertakes all its projects and activities in a way that protects people from harm that may 
arise from their interaction with ZOA.  

 

All staff or affiliates working with communities have an important role to play in PSEAH and are expected to: 

• Contextualise PSEAH approaches to the context and ensures that the approaches are inclusive and 
survivor centered.  
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• Systematically and regularly share information with programme participants about ZOA and expected 
behaviour of staff. This includes the commitments we have made as aid workers not to sexually 
exploit, abuse, or harass anyone, our obligation not to abuse power or do harm through our 
programming, and the way in which information about individuals in our projects is gathered and 
communicated.  

• Systematically and regularly share information with programme participants on the scope of issues 
they can complain about and ways to report concerns to ZOA and how we respond. MEAL and Project 
staff are trained to share information with communities and check that this is understood on a regular 
basis.  

• The information sharing to project participants and awareness raising on staff behaviour, PSEAH and 
complaint mechanism are a required step in the implementation phase of ZOA Project Management. 
The Information Sharing tool guides country project staff on information sharing during the project 
cycle.  

• A safe, contextualised, and accessible community-based complaints mechanism is in place in all ZOA 
programmes. Wherever possible, project participants, particularly vulnerable groups, are engaged in 
the design of complaints handling processes, to fit the context and the culture of the community and 
to let people feel comfortable and trust ZOA’s Feedback, Complaints and Response Mechanism. A 
variety of channels is available for project participants and communities, as well as other stakeholders. 
The FCRM tool is used to register and handle feedback and complaints is GDPR compliant.  

• Designated MEAL staff – not being part of the project teams – monitor on a regular basis the 
effectiveness of the complaint system during project implementation. In addition, data collected 
through During Distributing Monitoring (DDM’s) and Post Distributing Monitoring (PDM’s) are 
analysed. If feedback contains complaints, including SEA related, ZOA pro-actively follows up. The 
MPQ and CIC are monitoring the effectiveness at overall level.  

• Communication and awareness raising visual materials for projects are available to all staff. This 
includes flyers, posters and banners. Staff modify it to their context, including local language, and use 
it to increase awareness on the PSEA standards, CoC and complaints mechanisms during their 
interaction with project participants.  

• Integrity Support Persons provide confidential advice and support to (potential) complainants and act 
as first responder. The Country integrity Coordinator is responsible to map existing referral pathways. 
A survivor will be referred to appropriate and available survivor-centred support as per wish of the 
survivor. 

• ZOA MEAL Framework is in place with policies, roadmaps and tools on engaging communities and 
affected populations, to let ZOA be accountable to the people we serve in the programmes and learn 
as an organisation. These roadmaps and tools support the Country teams in safeguarding PSEAH, in 
every phase from inception to closing projects.  

3.9 INVESTIGATIONS AND MANAGEMENT RESPONSE 
ZOA has a safe, confidential and accessible and survivor friendly reporting mechanism and procedures for staff, 
project participants and other stakeholders to report SEAH allegations. ZOA has a variety of reporting channels 
to choose for reporting.  
 
Procedures for investigation and management response are covered in Pillar 4 - ZOA Misconduct Handling 
Procedure and Pillar 4 - ZOA Investigation Guidelines.  
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4 CHILD SAFEGUARDING 

Child Safeguarding refers to preventive measures taken by ZOA to keep children safe from deliberate or 
unintentional acts that may lead to harm. It ensures that ZOA (collective and as individuals) and its 
programmes are safe for children.  

4.1 PRINCIPLES 
ZOA makes every effort to ensure that children4 are safe within its projects and programmes ZOA has a strict 
zero-tolerance policy for any form of child abuse, whether committed by staff or affiliates. The organisation is 
committed to preventing, detecting and investigating such acts. ZOA adopts a zero-tolerance approach for 
inaction. ZOA tailors the approaches to the context and ensures that the approaches are inclusive and child 
centred. 

4.2 POLICIES 
ZOA Code of Conduct (Pillar 1) and the procedures to report and respond (Pillar 3 and 4) are in place and 
implemented. All staff have access to, are familiar with, and know their responsibilities regarding the Code of 
Conduct, their compliance with the Code of Conduct and related procedures and duty to report. Staff and 
affiliates sign the ZOA Code of Conduct upon entering the organisation and upon major revisions 

4.3 ROLES AND RESPONSIBILITIES 

• At all levels have the overall responsibility to nurture and develop a conducive organisational culture 
for integrity.  

• ZOA’s HQ Integrity Coordinator is responsible for monitoring, learning and maintenance of the integrity 
management systems within ZOA.  

• Each ZOA country programme has one staff designated with the role of Country Integrity Coordinator.  

• For ZOA country programmes or projects that specifically is aimed at children: 
o the CIC is responsible to advocate for and help ensure Child Safeguarding is given adequate 

attention and ensure training and refresher sessions are given to ZOA staff, volunteers, local 
partners and other affiliates.   

o Managers, particularly Country and HQ management, are overall responsible and accountable 
for the implementation of child safeguarding in ZOA programmes, projects and teams, as well 
as for responding promptly, fair and decisive to reports of (alleged) misconduct.  

4.4 SURVIVOR-CENTRED APPROACH 

• ZOA adopts the survivor-centred approach which places the rights, wishes, safety, needs, dignity and 
well- being of the survivor at the center of all prevention and response measures concerning 
misconduct.  

• If a report involves (alleged) child abuse: 
o Support must be offered to complainants, children and their parents/carers, regardless of the 

status and/or outcome of any (preliminary) investigation.  
o In case of (alleged) sexual abuse, a case worker must be appointed, who supports the child 

and their parents/carers, and proactively assists access to available support services, at the 
child’s pace and preferences. The case worker coordinates the provision of any care to be given 
to the child, with assistance of the HQ Integrity Coordinator when necessary. HQIC oversees 
support and investigations or other proceedings provided to the child.  

o Depending on the context and specific needs, guidance will be provided by ZOA HQ and/or by 
an external professional organization or existing support system. Support can include medical 
care, legal assistance, psychosocial counselling and support, peer support, and/or access to 
other specialist and appropriate support as needed and preferred by child or parents/carers, 

 
4 Definition of a child: Any individual under the age of 18 years, irrespective of local definitions of when a child in a certain country reaches adulthood. 
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taking into account personal circumstances. This includes referral to legal support. They can 
choose from the support options available to them. 

4.5 RECRUITMENT AND PERFORMANCE MANAGEMENT 
Recruitment 

• All ZOA country offices are provided with clear guidelines, processes, formats, and templates to ensure 
consistency in all recruitments.  

• During job interviews, gaps in employment history are checked and questions related to child labour 
and child abuse are included. 

• At least two references taken from previous employers which include questions on candidate’s 
conduct and behaviour, including child abuse. 

• Candidates must complete a self-declaration in which the candidate declares that there are no 
previous convictions or dismissals that prevent the candidate from working with children or at-risk 
adults. 

• Counter-Terrorism (COTER) check is conducted, and criminal records check where possible. 

• New ZOA staff and affiliates are required to sign the ZOA Code of Conduct (CoC) upon joining the 
organization, which includes Child Safeguarding. 

• ZOA is a signatory of Inter-Agency Misconduct Disclosure Scheme. We ensure systematically asking 
for and responding to requests for checks with previous employers on child abuse. 

 
Induction/training 

• Induction includes an on-boarding session on ZOA’s Integrity Framework, including attention to Child 
Safeguarding. 

 
Performance Management 

• Line managers are expected to uphold and foster a workplace that actively prevents misconduct, 
including child abuse 

• Line managers are required to ensure the provision and resources to support engagement in the Code 
of Conduct trainings and refreshers 

• Performance evaluations include the work environment. Employees are encouraged to share their 
sense of safety within the organization and raise their concerns 

4.6 RISK MANAGEMENT AND TRAINING 

• ZOA is committed to ensure that all ZOA staff and affiliates understand child safeguarding, are aware 
of the reporting mechanisms of ZOA – including the various options for reporting and are informed of 
their duty to report any suspicions or concerns and consequences of failing to report (e.g. disciplinary 
measures). All staff much complete the in-person Code of Conduct training that includes Child 
Safeguarding and responding to risks and concerns. At least annual refresher training opportunities 
are provided. 

• For any ZOA programme or project aimed at children, child safeguarding risks are pro-actively 
assessed, addressed and monitored through integrating child safeguarding in programmes and 
operations: 

o Design of projects in a way that safeguards children form any risk of harm that may arise 
from the project and ZOA staff and affiliates.  

o Implementation: assessed risks are monitored, and when needed additional risk mitigation 
will be developed.  

o Regular training of ZOA and partner staff is organised on risk assessment, mitigating risks 
and prevention of child abuse and how to respond to signals or reports of child abuse, 
adapted to the specific context and needs of children.   

o CICs and ISPs are trained on actions that are required to take when (alleged) child abuse is 
reported (i.e. referral of survivors to service providers with expertise in counselling). 

• Internal Quality Control is designed to promote good behaviour, and to prevent, detect and respond to 
(signals of) child abuse in projects and programmes as well as organisation. 
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• Country Reports show the number and nature of complaints received and addressed.  Lessons learned 
and recommendations for improvement are included. 

• ZOA annual Country self-assessment against key controls including implementation of the beneficiary 
accountability system and complaints reporting and response, including SEAH.  

• ZOA’s HQ Quality Unit audits country programs, including the systematic use of procedures and tools 
in relation to beneficiary accountability and prevention of SEAH. 

 
Staff with designated roles as Country Integrity Coordinator and Integrity Support Persons are responsible 
to enhance and coordinate awareness raising amongst staff over the Code of Conduct and Complaint 
Procedure. In each ZOA country there is a Country Integrity Coordinator and at the minimum two Integrity 
Support Persons - male and female. They are member of the integrity Community of Practice, and 
trainings and meetings are regularly organized by HQIC to strengthen them in their role.  
 
ZOA is CHS certified, and regular independent audits take place by external (HQAI) auditors against the 
CHS criteria. Corrective Actions and observations from the audit result in management response and 
improvements at HQ and/or Country level, which are actively monitored by HQ management.  

4.7 PARTNERS AND CONSORTIA 

• Any partner organisation or consortium member is required to sign the ZOA Code of Conduct or have 
an equivalent signed.  

• The funding agreement signed between ZOA and partners includes ZOA’s zero-tolerance policy on 
child abuse. 

• The Assessment for new local partners is used before signing an agreement. This  covers Integrity, 
including the Code of Conduct, Complaints reporting and handling. 

• Integrity and Code of Conduct are included in the inception or kick-off meeting with (new) 
Implementing Partners.  

• Suppliers are obliged to sign the Code of Conduct for Suppliers, which includes ZOA’s zero-tolerance 
policy on child abuse.   

• Implementing partners have a contractual obligation to report to ZOA any (suspicion of) irregularities 
or other forms of unacceptable behaviour that arise in relation to a project/programme or related 
stakeholders. 

• For any ZOA programme or project aimed at children: 
o When not covered by partner itself, partner staff receives refresher sessions on child 

safeguarding.  
o If identified as a weakness of the partner, the partner will be supported to develop policies and 

practises, including child safeguarding as part of the Partner Capacity Strengthening Plan.  
o ZOA shares relevant information with partners and is learning from partners, in order to 

strengthen child safeguarding related prevention and response in both ZOA and partner 
organisations.  

• Partners are challenged to be committed to the Core Humanitarian Standard and to undertake all 
reasonable efforts to comply or become compliant with it.  

4.8 COMMUNITY ENGAGEMENT, FEEDBACK AND REFERRAL 

ZOA designs and undertakes all its projects and activities in a way that protects children from harm that may 
arise from their interaction with ZOA. The approaches are contextualized to the context, inclusive and child-
centered.  

All staff or affiliates working in programme or project aimed at children, and working with children, their families, 
carers and communities, have an important role to play in child safeguarding: 

• Make sure that children, parents or carers and relevant others know about ZOA’s child safeguarding 
commitments and measures and expected behaviour of ZOA staff and affiliates. Communications 
between ZOA and parents/carers/community leaders will take account of language or communication 
differences. 
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• Systematically and regularly share information with children, parents or carers and relevant others 
about ZOA and expected behaviour of staff and affiliates,  on the scope of issues they can complain 
about and ways to report concerns to ZOA and how we respond. MEAL and Project staff are trained to 
share information with communities and check that this is understood on a regular basis.  

• A safe, contextualised, child-friendly and accessible community-based complaints mechanism is in 
place in all ZOA programmes. Wherever possible, children, their parents or carers are engaged in the 
design, and the monitoring of complaints handling processes, in order to fit the context and the culture 
of the community and to let people feel comfortable and trust ZOA’s Feedback, Complaints and 
Response Mechanism. A variety of channels is available for project participants and communities, as 
well as other stakeholders. The FCRM tool is used to register and handle feedback and complaints is 
GDPR compliant.  

• Designated MEAL staff monitor on a regular basis the effectiveness of the complaint system during 
project implementation. In addition, data collected through of During Distributing Monitoring (DDMs) 
and Post Distributing Monitoring (PDMs) are analysed. If feedback contains complaints, ZOA pro-
actively follows up. The MPQ and CIC are monitoring the effectiveness at overall level.  

• Communication and awareness raising child-friendly visual materials for projects are available to all 
staff. This includes flyers, posters and banners. Staff modify it to their context including local language 
and use it to increase awareness on the PSEA standards, CoC and complaints mechanisms during 
their interaction with project participants.  

• ZOA MEAL Framework is in place with policies, roadmaps and tools on engaging communities and 
affected populations, to let ZOA be accountable to the people we serve in the programmes and learn 
as an organisation. These roadmaps and tools support the Country teams in safeguarding PSEAH, in 
every phase from inception to closing projects.  

4.9 INVESTIGATION AND MANAGEMENT RESPONSE 
ZOA has a safe, confidential and accessible and survivor friendly reporting mechanism and procedures for 
staff, project participants and other stakeholders to report child abuse allegations. ZOA has a variety of 
reporting channels to choose for reporting. For any ZOA programme or project aimed at children, these 
mechanism and procedures will be adapted to include a child-friendly version.  
  
The investigation and management response is covered in Pillar 4 - ZOA Misconduct Handling Procedure and 
Pillar 4 - ZOA Investigation Guidelines.  
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5 FRAUD AND CORRUPTION 

ZOA is committed to making optimal use of the resources entrusted to the organisation for the benefit of 
programme participants. Fraud and corruption undermine this purpose and fundamentally contradict ZOA’s 
values of integrity and accountability. The organisation is therefore committed to preventing, detecting, and 
investigating fraud and corruption. 
 
Conflicts of interest can lead to fraud and corruption. Detecting and appropriately addressing situations of 
conflict of interest is an integral part of ZOA’s measures to prevent fraud and corruption. 
 
The description below follows the same structure used in the previous chapters on SEAH and Child 
Protection. 

5.1 PRINCIPLES 
ZOA applies a strict zero‑tolerance policy toward any form of fraud and corruption, whether committed by 
staff or affiliates. ZOA’s core values—particularly ‘being good stewards’ and ‘serving with integrity’—form the 
foundation for this commitment. In designing and maintaining preventive measures, accountability and 
transparency are key underlying principles. 

5.2 POLICIES 
The ZOA Code of Conduct (Integrity Framework – pillar 1) and the procedures to report and respond to such 
reports (pillars 3 and 4) are in place. The Code of Conduct outlines ZOA’s commitment to preventing fraud 
and corruption and clarifies expected and unacceptable behaviour. 
 
All staff must have access to, be familiar with, and comply with the Code of Conduct and related procedures, 
including the duty to report misconduct. Staff and affiliates sign the ZOA Code of Conduct upon joining the 
organisation and upon major revisions. 
 
In the development of organisational policies and procedures, fraud and corruption are considered risk 
factors, resulting in the inclusion of appropriate mitigating measures where relevant. 

5.3 ROLES AND RESPONSIBILITIES 
Management at HQ and country level holds primary responsibility for preventing fraud and corruption by 
ensuring compliance with policies and procedures and fostering a culture of transparency and accountability. 
Attention is given to soft controls, recognising that prevention requires more than compliance alone. Regular 
reflection - during both formal evaluations and informal meetings - on ZOA’s mission, organisational culture, 
and leadership by example is essential. 
 
HQ based Project and Financial controllers are responsible for monitoring and support in the use and 
application of financial and operational policies and procedures at country level. In doing so, they support 
compliance and feed internal accountability. 
 
The HQ based Internal Audit team determines country team compliance to policies and procedures and the 
effectiveness of improvement actions resulting from previous internal and external audits. Although their 
regular audit scope is not focused on the identification of fraud, they pick up signals of potential fraud and 
adjust their audit scope accordingly, if necessary. 
 
The HQ Integrity Coordinator is responsible for coordinating and monitoring the follow-up of reports received 
about possible fraud, under the final responsibility of HQ management. HQ Quality Unit staff take the lead in 
investigating such reported fraud signals or in guiding country teams conducting such investigations.  
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The ZOA Management charter (global and country specific) sets authorisation levels and rules for adequate 
segregation of duties and prevention of conflicts of interest.   

5.4 RECRUITMENT AND PERFORMANCE MANAGEMENT 
All ZOA country offices are provided with clear procedures, formats, and templates to ensure consistency in 
all recruitments. Several measures for mitigating fraud and corruption risks have been defined in the 
recruitment process:  

• During job interviews, gaps in employment history are checked. 

• At least two references are taken from previous employers, including questions on candidate’s 
conduct. 

• In case candidates cannot provide any or sufficient references, they must complete a self-declaration 
in which the candidate declares that there are no previous convictions or dismissals that prevent the 
candidate from working in the relevant position. 

• Counter-Terrorism (COTER) check and criminal records check is conducted, where possible. 

• ZOA is a signatory of Inter-Agency Misconduct Disclosure Scheme and systematically asks for and 
responds to requests for checks with previous employers. 

 
Induction procedures include an on-boarding session on ZOA’s Integrity Framework, including attention for 
Fraud & Corruption. All staff complete the in-person mandatory Code of Conduct training, which includes 
Fraud & Corruption and responding to risks and concerns. 

5.5 RISK MANAGEMENT AND TRAINING 
ZOA’s control framework includes procedures for all main processes, including various control measures 
contributing to the prevention and detection of fraud & corruption: 

• Project risk analysis and mitigation;  

• Project management standards; 

• Finance & Accounting manual; 

• Procurement manual; 

• Treasury charter; 

• Staff recruitment standards; 

• Project monitoring standards. 
 
Relevant staff are regularly trained on fraud prevention and identification, with specific attention for ‘soft 
controls’. A clear protocol is in place for the evaluation of reported situations of potential conflict of interest. 
 
Fraud & Corruption is included in risk identification at project and country level. For the Director/Manager of 
Operations, this feeds awareness about specific operational risks related to fraud and corruption. For the 
Programme Manager (PGM) and Manager of Programme Quality (MPQ) this provides insight into specific 
programme related fraud risks. 
 
Suppliers meeting certain criteria are obliged to sign the Code of Conduct for Suppliers, which includes ZOA’s 
zero-tolerance policy on fraud & corruption. These criteria concern monetary value of services or goods 
provided, level of interaction with programme participants and level of representation of ZOA towards other 
actors. 

5.6 PARTNERS AND CONSORTIA 
Several measures for mitigating fraud and corruption risks have been included in the processes related to 
partner management: 

• A due diligence check, with prevention of fraud & corruption being one of the dimensions considered, 
is conducted before ZOA formally engages with a partner. 

• Funding agreements signed between ZOA and partners include the requirement to sign the ZOA Code 
of Conduct or have an equivalent Code of Conduct in place with specific attention to the prevention of 
fraud & corruption.  
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• Implementing partners have a contractual obligation to report to ZOA any (suspicion of) Code of 
conduct breaches or other forms of unacceptable behaviour that arise in relation to a 
project/programme or in the interaction with related stakeholders. 

• Integrity, including prevention of fraud & corruption is among the subjects covered in the inception or 
kick-off meeting with (new) Implementing Partners.  

5.7 COMMUNITY ACCOUNTABILITY AND FEEDBACK 
Given its mission and mandate, ZOA attaches great importance to community accountability and feedback. 
Various measures and procedures related to this, contribute to preventing and detecting fraud and corruption: 

• Information about ZOA and expected behaviour of staff is systematically and regularly shared with 
programme participants.  

• Information on the scope of issues programme participants can complain about and ways to report 
their concerns to ZOA are systematically and regularly shared with programme participants.  

• A safe and accessible community-based complaints mechanism is in place in all ZOA programmes. A 
variety of channels is available to project participants and communities, as well as other stakeholders. 

• Designated MEAL staff – not being part of the project teams – monitor the effectiveness of the 
complaint system on a regular basis.  

• Communication and awareness raising visual materials about the Code of Conduct and mechanisms 
for reporting misconduct are used by staff during their interaction with project participants.  

• The ZOA MEAL Framework includes policies, roadmaps and tools on engaging communities and 
affected populations, in order to let ZOA be accountable to the people served in the programmes and 
to learn as an organisation.  

5.8 INVESTIGATION AND RESPONSE 
The procedures for the investigation and processing of reported allegations of fraud & corruption are covered 
in Pillar 4 of the ZOA Integrity Framework. 
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ANNEX 1 - TERMS AND ABBREVIATIONS 

 

Term Description 

Affiliate A person who is hired or engaged by ZOA or otherwise represents ZOA, 
but is not employed on a standard staff contract. This includes volunteers, 
consultants, contractors, and others representing ZOA. 
 

CoC (Code of Conduct) A document that outlines ZOA’s behavioural standards to which staff, 
volunteers, consultants, and other representatives of ZOA are obliged to 
adhere. 
 

ISP (Integrity Support 
Person) 

A ZOA staff member who promotes integrity in the organisation and 
advises and supports colleagues regarding integrity and reporting 
misconduct. 
 

Complaint An expression of dissatisfaction or protest communicated by anybody 
who feels negatively affected by ZOA or any person related to ZOA, or who 
believes that ZOA has failed to meet a stated commitment. A complaint 
may relate to misconduct, a grievance or general dissatisfaction.  
Reporting of the complaint refers to the formal filing of the complaint via 
one of ZOA’s designated channels. 
 

Complainant A person communicating a complaint. 
 

CIC (Country Integrity 
Coordinator) 

A ZOA staff member who supports and strengthens integrity within the 
organisation at country level and coordinates the process of reported 
misconduct. 
 

HQIC (Headquarters 
Integrity Coordinator) 

The Integrity Coordinator based at ZOA HQ. This role is fulfilled by the 
Advisor Integrity & CHS (Core Humanitarian Standard).  
 

Partners Organisations that collaborate with ZOA under formal agreement to jointly 
pursue a specific objective. Each partner’s roles and responsibilities are 
outlined in a written agreement. 
 

Project participants People ZOA aims to assist through its projects and programmes. 
 

PSEAH (Prevention 
from Sexual 
Exploitation, Abuse and 
Harassment) 

An organisational commitment to prevent and actively manage and 
mitigate the risk of SEAH and respond appropriately when it occurs. 

Reporter A person reporting a misconduct. 
 

 
 
See for the definitions: ZOA Code of Conduct  
  

https://www.zoa-international.com/sites/default/files/assets/files/PD%26S%20docs/Pillar%201%20-%20ZOA%20Code%20of%20Conduct%20-%202025%20-%20final%20sept.pdf?_gl=1*vonxu1*_up*MQ..*_ga*MTU1NDg0MTAxMi4xNzc3ODg0MjQ0*_ga_SFM8G4WLTT*czE3Nzc4ODQyNDQkbzEkZzEkdDE3Nzc4ODQyOTAkajE0JGwwJGgw
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ANNEX 2 - ROLES INVOLVED 

Role Positioned Role essentials and contact 

Country Integrity 
Coordinator  
(CIC) 

Country • Coordinates the process of handling reported misconduct 
at country level, in accordance with the procedures of the 
Integrity Framework. 

• Registers reported misconduct at country level and 
maintains the status of complaints handling in the 
complaints database. 

 
Contact details: report.<country>@zoa.ngo 
 

Country Integrity Support 
Person 
(ISP) 

Country • Listens, advises and supports concerning the Code of 
Conduct, dialogue and reporting misconduct; 

• Acts as first responder with psychosocial support 

• Supports and assists in situations of sexual exploitation, 
abuse and harassment. 

• Treats information provided strict confidential, has no duty 
to report.  

 
Each country must have at least one male and one female 
Integrity Support Person. 
 
Contact details: to be defined per country 
 

ZOA HQ Integrity 
Coordinator 
(ZOA HQIC) 

HQ • Coordinates the process of handling reported misconduct 
at HQ level, in accordance with the procedures of the 
Integrity Framework. 

• Registers reported misconduct at HQ level and maintains 
the status of each case in the database. 

 
Contact details: report@zoa.ngo 
 

ZOA HQ Integrity Support 
Person 
(HQISP) 

HQ • Listens, advises and supports concerning the Code of 
Conduct, dialogue and reporting misconduct; 

• Acts as first responder with psychosocial support 

• Supports and assists in situations of sexual exploitation, 
abuse and harassment. 

• Treats information provided strict confidential, has no duty 
to report.  

 
A male and a female Integrity Support Person are available. 
 
Contact details: 

  female.supportperson@zoa.ngo
male.supportperson@zoa.ngo 

 

 

 
 
 
 

mailto:report@zoa.ngo
mailto:female.supportperson@zoa.ngo
mailto:male.supportperson@zoa.ngo

