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 INTRODUCTION 

1.1 PLACE AND BACKGROUND OF THIS DOCUMENT 

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 main 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 – How to comply – to be completed 
in Q4 2025 

3. Procedures for staff, project participants1 and other key stakeholders on how to report an alleged 
breach of the ZOA Code of Conduct (i.e. this document) – 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. 
 

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

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

as ‘beneficiaries.’  
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1.2 PURPOSE 

A well-functioning mechanism for reporting (alleged) misconduct is important for several reasons: 

• For project participants, indirect beneficiaries, partners, and other stakeholders:  

o it is a way of exercising their right to be actively involved in all stages of project 
management, to express concerns, and to report (alleged) misconduct; 

o it contributes to the protection of project participants and partners against ZOA-related 
practices that are potentially harmful and not in their interest. 

• For staff and affiliates: 

o it encourages staff to come forward with signs of possible misconduct;  

o it prevents staff from feeling retaliated against, intimidated, or disadvantaged in any way 
because of reporting (alleged) misconduct; 

o it gives staff confidence that their reports are taken seriously and treated fairly and 
consistently. 

• More broadly, it contributes to a climate of trust, transparency, accountability, and confidence, both 
within ZOA and with external stakeholders.  

1.3 HOW TO READ THIS DOCUMENT 

In the next chapters of this document, the scope (chapter 2) and underlying key principles (chapter 3) 
are first described. In chapter 4, the different routes that can be used for reporting complaints are 
described, along with procedures for registering and processing these reports. 
 
This document provides general standards for reporting (alleged) misconduct that apply to the whole 
organisation. These general standards represent the minimum requirements that must be 
implemented in each country. However, based on consultation with project participants, additional 
ways of reporting could be established, for example a complaints box. Chapter 5 provides guidelines 
on how to contextualise and implement these standards in country-specific contexts. 
 

 
 

1.4 FOR ZOA STAFF: GRIEVANCES 

Grievances fall outside the scope of ZOA’s Integrity Framework as they are not violations of the Code of 
Conduct. ZOA is committed to providing a fair, safe, and ethically sound working environment for all 
staff. To support this, we have established separate procedures for reporting personal grievances 
related to work or the workplace. 
 
A grievance is defined as a concern, problem, or expression of dissatisfaction regarding a perceived 
injustice, unfair treatment, or wrongdoing. Such issues may negatively affect a ZOA staff member’s 
experience at work, their relationship with the organisation, or their ability to carry out their duties. For 
assistance and guidance on grievance-related matters, or if you want to report a grievance, please 
contact your in-country HR representative or your line-manager.  
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 SCOPE  

2.1 USERS OF THE MECHANISMS FOR REPORTING MISCONDUCT 

The mechanisms for reporting (alleged) misconduct are available to:  

• people served through ZOA’s projects and programmes; 

• partner organisations and their staff (humanitarian partners, contractors and authorities); 

• individuals (who are not project participants) or third parties involved in or affected by policies and 
activities of ZOA and its staff;  

• ZOA staff and affiliates. 
 
A person reporting (alleged) misconduct  may not be (directly) affected but could also be someone else 
who suspects (alleged) misconduct, or who raises the concern on behalf of others. 

2.2 THE NATURE OF MISCONDUCT 

Misconduct is defined as ‘Conduct that goes against ZOA’s Code of Conduct and related policies when 
committed by anyone working for or on behalf of ZOA’. Examples of misconduct are fraud, theft, Sexual 
Exploitation, Abuse and Harassment (SEAH), child abuse, bullying and discrimination.   

2.3 REFERRAL TO OTHER PARTIES 

ZOA can only address (alleged) misconduct when it falls within its scope of responsibility. If the 
reported issue lies outside this scope, ZOA may refer the complaint to the appropriate external party 
(e.g., partner organisations, government authorities), preferably in consultation with the individual 
who submitted the report. In cases involving SEAH (Sexual Exploitation, Abuse and Harassment), 
referral should only take place with the survivor’s informed consent. 
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 PRINCIPLES 

The following general principles apply to the development and application of reporting cases of 
(alleged) misconduct in ZOA: 

• Confidentiality – Reports of (alleged) misconduct will be handled with appropriate confidentiality 
and discretion. 
- All reports will be recorded in a protected register, accessible only to designated staff. 
- All staff involved in handling reports of (alleged) misconduct are required to maintain strict 

confidentiality. 
- The available reporting channels will be explained to project participants and partners, so they 

can select the most appropriate option. 
- Reports concerning financial misconduct, SEAH or child abuse will require oversight and 

involvement at ZOA’s headquarters to ensure proper follow-up. 

- Reports involving a Country Director will also require involvement at headquarters level. 

• Non-retaliation – Reporting (alleged) misconduct in good faith will not result in any negative 
consequences for the reporter. 
- ZOA will do everything possible to protect complainants from any form of retaliation or other 

negative consequences.  
- Disciplinary action may be taken against any staff member who retaliates against someone 

reporting (alleged) misconduct or cooperating with an investigation. 

• Committed response – ZOA takes all reports of (alleged) misconduct seriously and will respond in 
a fair and structured manner. 
- All reports of (alleged) misconduct will be dealt with in a consistent, fair and integer way. 
- All cases will be processed according to standardised procedures, as outlined in pillar 4 of 

the Integrity Framework. 

- If a report involves (alleged) SEAH, ZOA adheres to the survivor-centred approach (see 

chapter 4 of pillar 2 – Safeguarding and Prevention) 

- Those who report (alleged) misconduct have the right to one appeal against the original 
decision regarding their case. 
 

• Timeliness – Reports of (alleged) misconduct must be filed within reasonable time and will be 
responded to promptly. 
- Complainants will receive confirmation of receipt (in writing or verbally, depending on the 

situation) within 5 working days. 
- If an investigation exceeds the expected timeframe, the reporting individual will be properly 

informed.  
- Ideally, reports should be submitted within three months of the incident. In exceptional cases, 

ZOA may still act on reports concerning incidents that occurred earlier. 

• Respecting the Code of Conduct – The mechanism for reporting must be used fairly and 
appropriately.  
- Deliberately making false reports or misusing the Integrity Framework to discredit others will 

be considered misconduct and may lead to disciplinary measures. 
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 REPORTING MISCONDUCT 

4.1 OPTIONS FOR REPORTING MISCONDUCT AT COUNTRY AND GLOBAL LEVEL 

ZOA offers various ways to report (alleged) misconduct. 
 
For project participants, partners, and other stakeholders: 
Project participants, partner organisation staff or other stakeholders can decide which reporting 
channel best fits their situation and the nature of the (alleged) misconduct. 
 
The following options for reporting misconduct are available in all ZOA countries: 
 
• Oral or written reporting to any ZOA staff member 

All ZOA staff are trained to receive and record reports of misconduct from project participants, 
partner staff, or other external stakeholders. After receiving a report, the staff member must 
register it using one of the following methods: 
- Via FCRM tool in ZOA Portal. The report is automatically registered at the appropriate level, 

depending on the category of misconduct. 
- Via the standard misconduct form (see annex 2). The completed form is sent to the Country 

Integrity Coordinator, who registers it. 

• By email to a country-specific address: report.<country>@zoa.ngo 
The address is to be customised per country. The mailbox is managed by the Country Integrity 
Coordinator, who registers the report.  
 

• By phone through a country-specific telephone number  
This number is to be determined per country. Preferably, it should be a toll-free number and/or 
support WhatsApp). The line is managed by the Country Integrity Coordinator, who registers it in 
the FCRM tool.  

 
• Via additional reporting mechanisms 

In consultation with project participants, partners, and other stakeholders, additional country-
specific reporting mechanisms should be established (see chapter 5 and annexes for more details). 

 
The following reporting option is available at the level of ZOA HQ in the Netherlands: 
 
• By email to the global ZOA complaints address: report@zoa.ngo.  
The mailbox is managed by the ZOA HQ Integrity Coordinator, who registers reports in the FCRM tool. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:report@zoa.ngo
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For ZOA staff and affiliates:  
ZOA offers several options for staff and affiliates to address concerns or report (alleged) misconduct, 
depending on the situation and severity of the issue. 

1. Dialogue options 

Where appropriate, the preferred first step is to address the issue directly with the colleague 

involved. This can be done individually or with support from a line manager or an Integrity 

Support Person. 

2. Advice and/or support options 

Staff and affiliates can seek confidential advice or support from: 

- Integrity Support Persons (male or female) in the country of the staff or affiliate; 

- Integrity Support Persons (male or female) at HQ; 

- An independent external advisor, unaffiliated with ZOA management, who can offer 

confidential advice and reporting options. 

Contact details for all Integrity Support Persons and the external advisor can be found in the 
document ‘<Country> Integrity Team – for staff in <country>.’ 
 

3. Reporting options 

Staff and affiliates can report (alleged) misconduct through the following channels: 

- To their own line manager; 
- If the line manager is involved or the staff member feels uncomfortable reporting to them, 

the report can be submitted to a higher-level manager or another appropriate authority; 
- Through the FRCM tool in the ZOA portal. Depending on the nature of the complaint, the 

report will be directed either to the Country Integrity Coordinator or ZOA HQ Integrity 
Coordinator; 

- By email to the country-specific address: report.<country>@zoa.ngo. This mailbox is 
managed by the Country Integrity Coordinator. More information about your CIC can be 
found in the document ‘How to Report Misconduct’; 

- By email to the global ZOA complaints address: report@zoa.ngo. This mailbox is managed 
by the ZOA HQ Integrity Coordinator. More information about ZOA HQ IC can also be found 
in the document ‘How to Report Misconduct’. 
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4.2 REGISTRATION AND NOTIFICATION  

All reported misconduct must be recorded by a ZOA staff member in the Feedback, Complaints and 
Response Mechanism (FCRM) tool. Until the FCRM tool is officially launched, the Incident Reporting 
App will be used instead. Reports must be entered without altering their original content. 
 
If the report is made verbally, the ZOA staff member must carefully listen, ask for clarification where 
necessary, and ensure an accurate understanding of the complaint. If needed, a translator may be 
involved—preferably an independent person with no stake in the matter.  
 
Once the report is clearly understood, the staff member writes a concise but accurate summary using 
the misconduct form. In coordination with the Country Integrity Coordinator (CIC), the report is then 
registered in the FCRM tool by either the CIC or the staff member who initially received it. 
 
Within 5 working days, complainants will be notified (in writing or verbally, depending on the situation) 
that their report has been received, along with information about the next steps in the follow-up process. 
  
The Country Integrity Coordinators and ZOA HQ Integrity Coordinator maintain a register of all 
misconduct reports and their status. Given the confidential nature of most reports, access to these 
registers is strictly controlled and secured according to assigned security levels. All data is stored in 
compliance with EU law (GDPR proof). 

4.3 HANDLING OF COMPLAINTS RECEIVED 

After the reported (alleged) misconduct is received by Country Integrity Coordinator or HQ Integrity 
Coordinator, and upon decision by the BoD and/or CD (depending on the reported misconduct 
category), the CIC or HQIC will assign the appropriate staff for handling the complaint.  
 
As the nature of reported misconduct varies, different follow-up procedures have been defined to 
ensure appropriate handling. These procedures are outlined in a separate document under pillar 4 of 
the ZOA Integrity Framework. The specific type of procedure and its corresponding timeframe should 
be considered when informing a complainant about the receipt of their report and the anticipated 
follow-up process.  
  
Pillar 4 describes the specific follow up, investigation and management response per nature of 
reported (alleged) misconduct. This includes the survivor-centred approach in cases involving SEAH 
or children.  
 

 

In exceptional cases, a complainant may determine that a reported misconduct not only affects their 
personal situation but also poses a risk to the public interest due to a pattern of insufficient response 
by ZOA through its complaint handling procedures. In such cases, the complainant may choose to 
report the issue outside of ZOA’s internal structure and may contact the Dutch Whistleblowers 
Authority: www.huisvoorklokkenluiders.nl. Important: 

• This external reporting of misconduct should have both aspects: it goes beyond their personal 
interest and puts the public interest at risk 

• The complaint has first been reported and processed through ZOA’s internal channel and 
complaint handling procedures and complainant determines this and comparable other 
complaints to have been responded to insufficiently 

• It is not for appeals or follow-up on individual complaints 

https://eur01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.huisvoorklokkenluiders.nl%2F&data=05%7C02%7Cj.meas%40zoa.ngo%7Cb9993c2ddab345272cd308de37283ca8%7C3d037bae74e64984a760d9fa83afcbf7%7C0%7C0%7C639008843142594425%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=lQR6UKlMezxg56xXEtFhZnMyBOeyJcEQDpYhEASKefU%3D&reserved=0
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 PROCESS GUIDELINES FOR COUNTRY-SPECIFIC 
PROCEDURES IN PROGRAMMES 

As mentioned in the previous chapters, country specific mechanisms for receiving and dealing with 
reported (alleged) misconduct must be available in all ZOA country programmes. These include the 
generic options for reporting outlined in section 4.1, as well as country-specific details and additional 
options where relevant. Guidelines for developing, implementing, and maintaining these country-
specific mechanisms are provided in this chapter. Reporting mechanisms for ZOA staff are described 
in the country specific document ‘How to Report Misconduct’.  

5.1 KEY ELEMENTS  

The following key elements must be in place to establish and maintain a well-functioning mechanism 
for complaints reporting: 

• Consultation – Project participants, local partners and other external stakeholders must be 
consulted about their preferred way of sharing feedback, lodging programme related complaints 
and reporting misconduct to ZOA. (Refer to section 4.1). 

• Multiple reporting channels – Communities must be offered different ways to report 
complaints. As outlined in section 4.1, these should be contextualised and made country-
specific where relevant.  

• Training – ZOA staff must be trained on the ZOA Integrity Framework, the country-specific 
complaint handling procedures, and the effective communication thereof. Refresher trainings 
should be conducted at least annually. 

• Communication – Project participants and partners should be informed and consulted in a timely, 
regular, and appropriate way about the complaints mechanism and what they can expect from ZOA. 
In such communication, specific attention must be given to: 
- the standards of expected behaviour for ZOA staff (as set out in the Code of Conduct), 

emphasizing what constitutes acceptable conduct and what does not; 
- the fact that project participants and partners are welcome to raise complaints with ZOA; 
- the scope of issues that can be reported, including cases of Sexual Exploitation, Abuse and 

Harassment (SEAH); 
- the available reporting channels and how they differ, allowing individuals to make informed 

choices; 
- what to expect about the process and timeframe of the follow-up. 

• Country Integrity Coordinator – The role of Country Integrity Coordinator must be assigned 
to a member of staff at Country Office level. This person is responsible for coordinating and 
monitoring complaints handling. This role co-exists with that of the Integrity Support Person, 
who provides internal advice and support to staff. 

• Documentation and registration – Effective and safe systems for documentation and 
registration must be in place. All complaints must be registered and documented using the 
standardised Reporting Misconduct Form. (See annex 2 and section 4.2.) 

• Partners – Where relevant, partner organisations must be supported in developing their 
mechanisms for handling misconduct. The effectiveness of these mechanisms should be 
assessed in partner monitoring procedures. 

5.2 UNDERSTANDING THE LOCAL CONTEXT 

Country-specific misconduct reporting mechanisms should be developed in alignment with the local 
context.  This includes recognising the preferences, needs, and communication practices of project 
participants, partners, and other external stakeholders. At a minimum, the following aspects should be 
considered and discussed at country level: 
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• Existing systems and structures - What community-based systems for feedback and 
complaints already exist? How do these function in practice? For instance, are community 
reports of misconduct generally handled by a community leader or a community committee? 
Are existing systems and structures accessible to vulnerable members of the community? 

• Cultural norms around complaints and misconduct - How do community members typically 
express dissatisfaction? Cultural norms may influence how complaints and misconduct are 
understood. In some contexts, terms like ‘feedback’ or ‘comments and suggestions’ may be 
more culturally acceptable than ‘complaints’ or ‘misconduct’, which might carry negative or 
stigmatizing connotations. 

• Security risks for beneficiaries and staff - Are there potential security risks for beneficiaries 
and/or project staff? For community members, fear of retaliation can range from concerns 
about exclusion from aid or support, to fears of personal persecution for reporting 
misconduct. 

To ensure these and other context-specific factors are well understood, community representatives 
must be consulted when designing country-specific reporting misconduct mechanisms. 

5.3 PROCESS STEPS  

 To ensure all key aspects mentioned above are addressed, the process steps outlined below must be 
followed when developing or upgrading country-specific complaints mechanisms. 

 

• Step 1: Community consultation 

- Plan and organize meetings (or other forms of consultation, as considered most appropriate) 
with a representative group of project participants to discuss: 
o Experiences with existing ZOA complaints mechanisms and suggestions for improvement; 
o Specific concerns related to submitting complaints verbally or in writing to ZOA staff; 
o Additional context-appropriate methods for sharing feedback, programme complaints, or 

reporting misconduct, beyond the generic options described in Section 4.1. 
- Ensure the consultation takes place with a fair representation of partner organisations.  
- Review and update the country-specific Feedback, Complaints and Response Mechanism 

(FCRM) at least once per year, incorporating findings from the consultation. 

• Step 2: Defining country-specific options for communicating complaints 

- Using the generic options for reporting complaints as described in section 4.1, establish the 
following channels: 
o A country specific e-mail box; 
o A country specific (toll-free) telephone number. 

Format for country specific complaints reporting procedures 

For the development of country specific Complaints Reporting Procedures, this document can be used as a 
basis.  
 Chapters 1, 2 and 3 can be copied unchanged.  
 Chapter 4 with the actual reporting options needs to be made country specific: 

A Country specific e-mail address should be specified; 
B Country specific telephone number should be specified; 
C Where relevant, additional country specific ways of reporting complaints should be defined (resulting 

from steps 1 and 2 below); 
D Country specific SEAH Referral Network options should be specified; 
E Options for reporting at ZOA HQ level (global e-mail address) should be copied. 

 Chapter 5 can be left out. 



 
 

We are here.  ZOA Standards for Reporting Misconduct – December 2025 13 

 

 

 

- Drawing on insights from the community consultation (step 1), define additional locally 
appropriate methods for reporting feedback, programme-related complaints, or misconduct. 
These may include: 
o Verbal reporting to any staff member; 
o Other locally appropriate methods. 

- List all options for communicating complaints in country-specific reporting procedures, 
categorised as follows: 
o Context-specific mechanisms; 
o Generic options adapted to the local context; 
o Generic global options.  

 

• Step 3: Internal organisation  

- Appoint individuals to the roles of Country Integrity Coordinator and Code of Conduct Focal 
Point (see general role characteristics in annex 3). 

- Set up and manage access to the country-specific e-mail box and telephone number for the 
Country Integrity Coordinator. 

- Ensure proper systems for complaint registration and documentation are in place. 
o Translate the standard complaint form into all relevant local languages used in ZOA 

programme areas; 
o Distribute complaint forms with instructions among all project locations and staff; 
o Limit access to complaint records to authorised staff, including the CIC. 

- Train all (relevant) staff on: 
o The complaints mechanism (general standards and country-specific adaptations); 
o How to receive and document complaints appropriately. 

• Step 4: Communication with beneficiaries and other external stakeholders 

- Develop and implement a plan for community communication, that includes key messages 
about the following topics: 
o ZOA as an organisation, including its mission, vision and values; 
o Essential information about current projects, including timeframes; 
o The ZOA Code of Conduct and expected staff behaviour, with specific attention to PSEAH, 

Child safeguarding and prevention of fraud and corruption; 
o ZOA’s complaints mechanism, including how project participants, partners and 

stakeholders can access and use it. 
- Design and distribute communication materials – in relevant languages – used to inform 

beneficiaries and partners about the complaints handling process. Materials may include: 
o Leaflets and information cards; 
o Signboards; 
o Other materials suitable to the local context. 
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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 - Annex 1  
 

 



 
 

We are here.  ZOA Standards for Reporting Misconduct – December 2025 15 

 

 

 

ANNEX 2 - ZOA REPORTING FORM MISCONDUCT 

*questions with an asterix (*) are mandatory 
General information 
Country*:..…………………………………………, Project code(s):………...............………………………… 
Donor(s):.………………………………………………, Feedback/complaint received on* ……/……/……   
Feedback/complaint received by*: 

o E-mail 

o Tollfree line 

o Suggestion box 

o Feedback form / face to face 

o Feedback meeting 

o WhatsApp 

o Help desk (at a distribution) 

 

 
Contact details project participant or stakeholder 
Name*:…………………………………………………………., Phone number:……………………………………… 
e-mail / location / community: …………………………………………………………………………………………
Gender*: 

o Male 

o Female 

o Prefer not to mention 

 
Age*: 

o <18 

o >= 18 

o Prefer not to mention 

 

Project participant / stakeholder category* 
o Project participant 

o Non-project participant 

o Community / religious leader 

o Government official 

o Partner staff 

o Private sector / company 

o ZOA staff 

o Other humanitarian organisation 

o Other:…………………………………….

 

 
Misconduct details: 
Received by, first person who received the misconduct (e.g. a driver, an enumerator, volunteer or 
other), this is not necessarily the same person who registers the case*: 
……………………………………. 
 
 
Project participant or stakeholder wants 
response*: 

o Yes, by phone 

o Yes, in person 

o Yes, in other way (describe):  

………………………………………………… 
o No 

 
 
 
 
 

 
 
 
Misconduct category*: 

o Conflicts of interest 

o Fraud / Corruption 

o Child abuse 

o Sexual Exploitation, Abuse and/or 

Harassment (SEAH) 

o Harassment / Abuse of Power / 

discrimination / bullying 
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Description of Misconduct*: 
………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………….. 

Report to HQ2*: 
o Yes 

o No 

 
 
 
 
 

 

 

 
2 Fraud/Corruption’, 'Child Abuse', and ‘SEAH’ are always reported to HQ. The other categories are reported to the Country Integrity 
Coordinator. If you wish to report these cases specifically to HQ, please select HQ Yes. 
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ANNEX 3 - 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 
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