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CODE OF CONDUCT AT A GLANCE 

 
Sense of calling 
Inspired by our Christian 
faith... 
 
Mission 
...we provide relief and 
recovery to people impacted 
by conflicts and disasters...  
 
Vision 
...as we envision a world 
where people have hope and 
live dignified lives in peaceful 
communities. 
 
 
 
 
Values 
We value people 
We are faithful 
We are good stewards 
We serve with integrity 
 

1. We treat everybody equally  
We treat everybody with dignity, regardless of background. We show 
respect in our behaviour, decisions, and (online) communication.  
  

 

2. We protect vulnerable groups  
We do not harm or exploit people, especially children and vulnerable 
groups. We stay away from any form of sexual abuse, exploitation, or 
harassment. 
  

 

3. We abide by the humanitarian principles  
We uphold the humanitarian principles of humanity, neutrality, 
impartiality, and independence in all we do. 
  
  

4. We serve the interests of ZOA 
We do not use our position for personal gain and are transparent 
about any conflict of interest. We uphold the highest ethical standards 
and reject all forms of fraud, corruption, and abuse. 
  
  

5. We adhere to our duty to report  
We report any misconduct confidentially and in good faith. We never 
misuse the reporting system. 
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 INTRODUCTION 

1.1 VALUE BASED INTEGRITY FRAMEWORK  
ZOA is an international organisation providing relief and recovery support to people impacted by conflicts and 
disasters. Inspired by our Christian faith, we reach out to people in need, as we work towards a world where 
people have hope and live dignified lives in peaceful communities. 
 
We want our core values to drive our organisational culture and feed consistency in the way programmes and 
activities are implemented. Our value commitments1 are:  

• we value people; 

• we are faithful; 

• we are good stewards; 

• we serve with integrity.  
We seek to apply these value commitments in the interaction with our key stakeholders, including project 
participants, partners, government officials, donors, and colleagues. Although as an international organisation 
we acknowledge that cultures and values differ considerably between countries, we expect our value 
commitments to be applied in all countries where ZOA is active.  
 
In line with our value commitments, ZOA is certified against the Core Humanitarian Standard and is a signatory 
of the Code of Conduct for the International Red Cross and Red Crescent Movement and Non-Governmental 
Organisations (NGOs) in Disaster Relief2. ZOA is committed to the four humanitarian principles: Humanity, 
Neutrality, Impartiality, and Independence. 
 
ZOA realises that in the interaction with its key stakeholders, daily practice is challenging and comes with 
complications that put pressure on applying these value commitments and principles. Therefore, more specific 
measures are needed for promoting good behaviour in accordance with the value commitments, and for 
regulating adequate responses in case undesirable behaviour occurs or is suspected. 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). 

1.2 PURPOSE 
The ZOA Integrity Framework covers integrity and the promotion of good behaviour in accordance with our 
values, as well as procedures for dealing with (alleged) cases of breach of the Code of Conduct.  

1.3  PLACE OF THE CODE OF CONDUCT WITHIN THE ZOA INTEGRITY FRAMEWORK 
The ZOA Integrity Framework comprises four main pillars, described in separate documents: 

1. The ZOA Code of Conduct (i.e. this document) 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 participants3, 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 

 
 

 
1  ZOA Identity document 
2  Code of Conduct for the Movement and NGOs in Disaster Relief | IFRC and Code of Conduct_English | IFCR.doc 
3  The people served by ZOA through its projects and programmes are referred to in this document as ‘project participants’ (previously referred to as 

‘beneficiaries’).  

 

 

https://zoango.sharepoint.com/sites/zoamanager/GuidanceLibrary/Organisation%20and%20Governance/OG_ZOA%20Identity%20document%202024%20-%20online.pdf
https://www.ifrc.org/our-promise/do-good/code-conduct-movement-ngos
https://www.ifrc.org/sites/default/files/2021-07/code-of-conduct-movement-ngos-english.pdf
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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. 

1.4 HOW TO READ THIS DOCUMENT 
After a description of the scope and duty to report (chapter 2), the core of this document is formed by chapters 
3-7 in which the expected standards of behaviour are described for different areas within the integrity spectrum:  

• General standards, covering several common areas of behaviour; 

• Prevention of Sexual Exploitation, Abuse and Harassment (PSEAH); 

• Child safeguarding; 

• Conflict of interest; 

• Prevention of fraud and corruption. 
 
The document ends with the signature page used for personal commitment to the Code of Conduct.  
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 SCOPE AND DUTY TO REPORT 

2.1 SCOPE 
The Code of Conduct applies to all contracted staff, volunteers, consultants, and others representing ZOA 
(collectively referred to as “staff and affiliates”). We are personally and collectively responsible for upholding 
and promoting the highest standards of ethical and professional conduct. As ZOA staff and affiliates, we must 
realise that we are an ambassador for the organisation and the values it stands for. Therefore, it is our 
responsibility to always adhere to this Code of Conduct.  
 
Managers have a particular responsibility to foster and maintain systems that support a safe and ethical 
working environment. They are expected to not only uphold the standards of behaviour as stated in this Code, 
but also to lead by example through their own conduct.  
 
For specific stakeholder groups other than ZOA staff, such as visitors, suppliers and partner organisations, 
specific parts of this Code of Conduct may not apply4. This will be agreed upon and signed on a case-by-case 
basis.  
 
Grievances5 fall outside the scope of ZOA’s Integrity Framework as they are not considered 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. 

2.2 DUTY TO REPORT  
All ZOA staff and affiliates have a duty to report any breach (or genuine suspicion thereof) of this Code of 
Conduct immediately. This must be done in accordance with the Reporting Misconduct Procedure, which 
describes multiple options for reporting (alleged) misconduct. Depending on the nature and context of the 
situation to be reported, staff may choose the most appropriate route for reporting. Separate reporting 
procedures have been developed for project participants, partner organisations and other external stakeholders, 
containing various options for reporting (alleged) misconduct, concerns, and complaints.  
 
ZOA ensures that safe, appropriate and accessible  reporting mechanisms are made available to staff and 
affiliates, the communities we work with and other stakeholders, in line with ZOA’s Integrity Framework, 
including concerns related to SEAH and child safeguarding. ZOA accepts complaints from external sources 
such as members of the public, partners, and official bodies. 
 
Conscious omission to report breaches of the Code of Conduct will be treated as a misconduct itself and may 
result in disciplinary action. The same applies to falsely reporting a breach of the Code of Conduct, thus 
misusing the Integrity Framework for putting others in a bad light. 
 
No action will be taken against a staff member reporting (suspicion of) Code of Conduct breaches in good faith. 
It is the responsibility of management to protect reporting staff against any forms of retaliation. Disciplinary 
proceedings may be initiated against any staff member who is proved to have retaliated against a person who 
reported (alleged) misconduct. Management must ensure that all information about (potential) breaches of this 
Code is handled with the utmost discretion and confidentiality.  
 
 
 
 
 

 
4  Partner organisations might have their own Code of Conduct. ZOA's Code of Conduct is regarded the minimum standard. For suppliers, a separate 

version of the Code of Conduct is available.  
5  A grievance is defined as a concern, problem, or expression of dissatisfaction regarding a perceived injustice, unfair treatment, or wrongdoing 
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2.3 RESPONSE TO REPORTED (SUSPECTED) BREACHES  
ZOA will follow up concerns and reports of (alleged) misconduct according to ZOA procedures. Any 
investigative activity into possible irregularities will be conducted impartially, regardless of the individual’s 
position, length of service, or relationship to ZOA. ZOA will always take decisive action against those who 
commit misconduct, which may include legal steps. In case of financial loss, ZOA will actively pursue the 
recovery of assets, using all appropriate legal means.  
 
In cases of sexual exploitation and abuse (SEA) or sexual harassment (SH), ZOA applies a survivor-centred 
approach. This means the rights, safety, dignity, and well-being of the victim-survivor are prioritised in both 
prevention and response efforts. Support will be offered to survivors harmed by staff or affiliates, regardless of 
whether a formal investigation (internal or external) is undertaken. 
 
ZOA is committed to working in close coordination with humanitarian partners in reporting and investigating 
cases of (alleged) misconduct. 
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 GENERAL STANDARDS OF BEHAVIOUR  

ZOA staff members and affiliates are expected to uphold and promote ZOA’s values and principles and always 
protect ZOA’s reputation and interests. To that end, the following general standards of behaviour have been 
defined.  
 
1. We treat everybody equally, with dignity and respect - We do not discriminate based on ethnicity, gender, 

sexual orientation, disability, political convictions, religion, or any other personal characteristic. This applies 
both to our personal behaviour and to decisions made within our programmes.  
We act respectfully towards any person related to our programmes and towards our staff and affiliates, 
appreciating local culture and context. This includes safeguarding their privacy and protecting their 
personal data. 

 
2. We protect vulnerable groups - We do not engage in, tolerate or ignore any form of (sexual) exploitation, 

abuse, and harassment.  We explicitly reject: 

• all forms of violence, including but not limited to bullying, verbal, physical or sexual harassment, rape, 
exploitation, intimidation, and victimisation;  

• behaviour that undermines the dignity of others, including breaches of confidentiality; 

• conduct that leads or may lead to health or security problems for the person involved or for other people; 

• any exchange of money, employment, goods, or services for sex, including sexual favours or other forms 
of humiliating, degrading, compromising, or exploitative behaviour. 

In addition, we are committed to fight against any form of trafficking in persons; including but not limited 
to ZOA staff, partner organisations, and beneficiaries. This includes forced labour or any action that 
supports or enables trafficking. 

 

3. We abide by the humanitarian principles 
We act in accordance with the humanitarian principles of humanity, neutrality, impartiality, and 
independence. As humanitarian workers, we take the most autonomous position possible, regardless of 
political, economic, military, or other objectives that may influence the environments in which we operate. 
Any engagement with armed actors - where unavoidable - is done solely for the purpose of ensuring 
humanitarian access to affected populations. 
 

4. We serve the interests of ZOA - We do not abuse our position for personal gain. At all times, we will conduct 
ourselves in a manner that avoids suspicion of such misuse. We avoid situations in which our personal 
interests conflict with, or appear to conflict with, the interests of ZOA or project participants. We are 
transparent about potential conflicts of interest and report them. ZOA maintains a zero-tolerance approach 
to fraud or corruption, and works actively to minimise risks.  
 

5. We use the internet and social media wisely - We apply the same standards of integrity online as we do 
offline. We do not visit or contribute to any internet sites relating to pornography, gambling, hate speech, 
discriminatory content, or any content that is illegal or unethical. 

 
6. We do not work under the influence of alcohol and drugs – We do not use, distribute, sell, possess or be 

under the influence of alcohol or non-prescription drugs at work.  
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 PREVENTING SEXUAL EXPLOITATION, ABUSE AND 
HARASSMENT  

ZOA’s commitment 
ZOA is committed to preventing, managing, and mitigating the risks of Sexual Exploitation, Abuse, and 

Harassment (SEAH). ZOA does not tolerate any form of sexual misconduct in any circumstance, whether 
committed by staff or affiliates. ZOA is committed to detecting, investigating, and responding appropriately 
when such misconduct is suspected or confirmed.  
 
Any proven instances of harassment, exploitation, abuse, or threat of abuse will be treated as gross 
misconduct, depending on its severity. Appropriate disciplinary action will be taken, up to and including 
dismissal and legal action. ZOA is committed to collaborating and coordinating with humanitarian partners in 
reporting and investigating cases of (alleged) sexual misconduct. 
 
ZOA’s commitment is in line with the Principals Statement on PSEAH (July 2024).6  
 
Expected behaviour 
All staff and affiliates are expected to: 

• treat all project participants, other stakeholders, staff, and affiliates with dignity and respect; 

• use language and behaviour that is appropriate and respectful; 

• create and maintain an environment that prevents sexual exploitation, abuse, and harassment; 

• make responsible use of information and resources they have access to; 

• when interviewing, photographing, or filming a project participant or other stakeholder: 

o obtain informed consent in advance; 

o ensure individuals are portrayed respectfully and appropriately; 

o avoid sexually suggestive poses or images; 

o ensure persons are appropriately dressed. 
  

Unwanted behaviour 
Acts of SEAH are an abuse of power and undermine the integrity and effectiveness of ZOA’s work. Prohibited 
behaviours include: 

• actual or threatened physical intrusion of a sexual nature, whether by force or under unequal or coercive 
conditions; 

• exchange of money, employment, goods, or services for sex, including demands for sex / sexual favours 
or other forms of abusive, humiliating, degrading, or exploitative behaviour. This also includes  coercive 
or exploitative demands made in return for aid or protection; 

• any sexual relationship involving misuse of rank, role, or position, or any abuse of power and power 
imbalances. This includes sexual relationships  between ZOA staff (or representatives) and project 
participants; 

• sexual activity with anyone under the age of 18, regardless of the local age of majority or age of consent. 
A mistaken belief about a person’s age is not a valid defence;  

• sexual harassment of co-workers (whether in the same organisation or not) or community members 
receiving assistance or protection.  

 
6 Statement by the Inter-Agency Standing Committee on Protection from Sexual Exploitation and Abuse and Sexual Harassment | IASC – July 2024 

https://interagencystandingcommittee.org/iasc-champion-protection-sexual-exploitation-and-abuse-and-sexual-harassment/statement-inter-agency-standing-committee-protection-sexual-exploitation-and-abuse-and-sexual
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 CHILD SAFEGUARDING 

ZOA’s commitment 
In situations of (post-)conflict and natural disaster, children (i.e. persons under the age of 18 years) are among 
the most vulnerable groups and need specific attention and protection. ZOA makes every effort to ensure that 
children are safe within the programmes implemented.  
 
Child Safeguarding refers to preventive measures taken to keep children safe from deliberate or unintentional 
acts that may lead to harm. It ensures that an organisation (collective and as individuals) and its programmes 
are safe for children. 
 
Any proven instances of child abuse will be treated as gross misconduct and, as such, will result in appropriate 
disciplinary action being taken, up to and including dismissal and legal action. ZOA is committed to 
collaborating and coordinating with humanitarian partners in reporting and investigating cases of (possible) 
child abuse. 
 
 
Expected behaviour 
All staff and affiliates are expected to: 

• use language and behaviour that is appropriate and respectful; 

• create and maintain an environment that prevents any form of child abuse or maltreatment; 

• handle all child-related information and resources with care, confidentiality, and responsibility; when 
interviewing, photographing or filming a child: 

o obtain informed consent from both the child and their parents or caregivers; 

o ensure respectful representation;  

o make sure children are appropriately dressed; 

o avoid sexually suggestive poses;   

• ensure that any meeting with a child takes place in a safe, open setting, and always in the presence of 
at least two adults. 

 
Unwanted behaviour 
All staff and affiliates are strictly prohibited from: 

• abusing one’s position of power or influence over a child’s life, safety, or well-being; 

• engaging in harassing, abusive, sexually provocative, demeaning, or culturally inappropriate behaviour;  

• using ZOA resources to exploit or harass children, or to access child exploitation material;  

• requesting or accepting any service or favour from a child in exchange for protection or assistance; 

• engaging in any exploitative relationships – whether sexual, emotional, financial or employment-related 
– with a child;  

• sending private messages to children through ZOA, for example private messaging on social media or 
by mobile phone; 

• spending time alone with a child in a secluded or private space, out of sight of others. 
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 CONFLICT OF INTEREST 

Conflicts of interest refer to situations in which a person's loyalties or interests are, might be, or might appear 
to interfere with those of the organisation. Conflicts of interest can compromise professional judgement and 
affect loyalty to the organisation. 
 
Conflicts of interest can occur directly or indirectly:  

• A direct conflict of interest may arise when a ZOA staff member or affiliate has a personal or 

financial interest in any matter involving ZOA or in an entity engaged in a transaction with ZOA.  

• An indirect conflict of interest may arise when a person closely related to the staff member or 

affiliate (through family ties, business relationships, or personal connections) is involved in a 

transaction with ZOA. 

 
Different types of situations may present a conflict of interest: 

• Adverse interest 

When a ZOA employee or affiliate is involved in decisions or negotiations related to a contract or 

transaction involving: 

o themselves; 

o an entity in which they have a financial or personal interest; 

o a family member or personal affiliate. 

• Competing interest  

When a ZOA staff member or affiliate is in direct or indirect competition with ZOA, for example in the 

purchase of goods and services or applying for funding.  

• Use of resources for personal interest 

When ZOA assets, such as time, personnel, or materials, are used for personal gain or to benefit a 

family member or affiliated party. 

• Disclosure of confidential information 

When confidential information is used for personal benefit or shared inappropriately with individuals 

or entities outside of ZOA. 

• Receiving gifts 

When services or gifts of significant monetary value are accepted, such as gifts in-kind, discount, 

entertainment, lodging, and meals.  

 
ZOA’s commitment 
ZOA is committed to preventing conflicts of interest as much as possible. ZOA maintains a culture of 
transparency and accountability, in which potential risks of conflicts of interest are openly shared and 
addressed. 
 
Expected behaviour 
Based on their ‘duty of loyalty’, all ZOA staff and affiliates are expected to act in the best interest of ZOA and 
to refrain from using their position for personal gain. 
 
All staff and affiliates are expected to practise and encourage a culture of transparency and accountability. 
Any actual or potential conflict of interest must be disclosed to the immediate supervisor or any other 
member of management, so that it can be evaluated and addressed. 
 
ZOA staff and affiliates must inform their line manager when gifts of significant monetary value – to be 
determined per country - are offered or received.  
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Unwanted behaviour 
Any behaviour that may result in a situation of adverse interest, competing interest, use of resources for 
personal interest, disclosure of confidential information, receipt of gifts of material value, or any other form of 
conflict of interest must be prevented. 
 
Regarding family and love relationships within the work context, ZOA applies the following rules:  

• No direct hierarchical work relationship is allowed between individuals with a romantic or family 

relationships. 

• Any (anticipated) family or love relationship involving two ZOA staff members must be shared with 

Country Management, for evaluation of potential conflicts of interest. 

• To avoid unclarity regarding conflict of interest, any new hire involving a relationship with an existing 

ZOA employee must be approved by the Country Director (for staff on local contracts) or the Board 

(for staff on HQ contracts). 
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 PREVENTION OF FRAUD AND CORRUPTION 

ZOA’s commitment 
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 are fundamentally at odds with the 
values of integrity and accountability. Therefore, ZOA has a strict zero-tolerance policy for any form of fraud 
and corruption, whether committed by staff or affiliates. The organisation is committed to preventing, detecting 
and investigating such acts. 
 
Expected behaviour  
All ZOA staff and affiliates are expected to: 

• support and value a culture of transparency and accountability; 

• adhere to rules and guidelines that help prevent and stop fraud and corruption;  

• seek guidance and discuss solutions when a situation arises that makes it hard to follow existing 

rules exactly. 

 
Unwanted behaviour 
ZOA expects its staff and affiliates not to be involved in: 

• misappropriation of funds, supplies, or other assets; 

• manipulation of records, data or administrative systems related to ZOA’s programmes and 

organisation;  

• improper handling or reporting of money or financial transactions; 

• accepting or soliciting personal benefits of material value from contractors, vendors, or service 

providers;  

• disclosing or displaying confidential information about ZOA or its activities to outside parties without 

legitimate organisational purpose; 

• destruction, removal, or inappropriate use of records, assets, or equipment belonging to ZOA;  

• any other comparable form of fraud, deception, or irregularity. 
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 COMMITMENT 

I fully understand and unconditionally commit to the principles and requirements outlined in this Code of 
Conduct. I agree to adhere to it and uphold the highest standards of conduct in alignment with ZOA’s values 
and mission. I acknowledge my obligation to promptly report any breaches of this Code of Conduct and 
understand that failure to do so may result in disciplinary action. En cas de divergence d'interprétation du code 
de conduite, je comprends que le document source en anglais ‘ZOA Code of Conduct’ fait autorité. 
 

 
 
 

Signature _______________________ 

 
Name 

 
_______________________ 

 
 
Date 

 
 
_______________________ 
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ANNEX 1 - DEFINITIONS 

Clear definitions are essential to ensure consistent reporting of, and responses to instances of misconduct. 
This annex provides ZOA’s definitions of the terminology used in this Code. Employees are also bound by the 
local laws of the countries in which they work. 
 

 Definition  Clarification/examples 

Bullying Repeated inappropriate behaviour, 
direct or indirect, whether verbal, 
physical, online, or otherwise, 
conducted by one or more persons 
against another or others, which could 
reasonably be regarded as 
undermining the individual’s dignity. 
 
 

Examples: 

• Manipulating the victim’s 
reputation by rumour, gossip or 
ridicule; 

• Preventing the victim from 
speaking by making loud 
voiced criticisms; 

• Social exclusion or isolation; 

• Manipulating the nature of the 
work or the ability of the victim 
to perform the work, e.g. by 
overloading, withholding 
information or setting 
meaningless tasks. 

 

Bribery Giving, promising, requesting, agreeing 
to receive, or accepting any financial or 
other advantage to influence another 
person to improperly perform a 
function or activity, or to obtain an 
undue advantage. 
 

Clarification: 
Facilitation payment (also called a 
'facilitating', 'speed' or 'grease' 
payment) made to secure or 
expedite the performance of a 
routine or necessary action to 
which the payer is entitled. 
 

Child Any individual under the age of 18 
years, irrespective of local definitions 
of when a child in a certain country 
reaches adulthood. 

 

Child Abuse Child abuse is any act or neglect of 
individuals or institutions that directly 
or indirectly harms children or 
damages their prospect of a safe and 
healthy passage into adulthood. Five 
key forms of abuse are widely 
recognised: physical, emotional, and 
sexual abuse, as well as neglect and 
exploitation.  

Examples: 

• Child marriage; 

• Physical: causes a risk or 
actual injury to a child, e.g. 
through force or through 
inducing illness; 

• Emotional: e.g. humiliating the 
child, not meeting the child’s 
emotional needs, ignoring or 
isolating a child; 

• Sexual: involving a child in 
sexual activities, including 
digital ways; 

• Neglect: not providing adequate 
food or shelter, failing to 
prevent harm, failing to give 
access to medical care, safe 
environment; 
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• Exploitation: forcing or 
recruiting a child into armed 
conflict, modern slavery, 
trafficking.  

 

Child safeguarding Preventive measures to keep children 
safe from deliberate or unintentional 
acts that may lead to harm. It ensures 
that an organisation (collective and as 
individuals) and its programmes are 
safe for children. 
 
 
 

Clarification: 
This includes implementation of 
policies and procedures, training 
and education for staff and 
volunteers, reporting mechanisms, 
reference systems, creating a safe 
and secure physical environment, 
and raising awareness among 
children and their families. 
 
 
 

Conflict of Interest A situation in which a person's loyalties 
or interests are, might be, or might 
appear to be in conflict with those of 
the organisation. 

Example: giving preference to a 
supplier who is a family member of 
a ZOA staff member. 

Corruption The abuse of granted authority for 
personal gain. 

Example: 
Receiving payment in return for 
using one’s position to influence the 
selection of a supplier or the hiring 
of a candidate. 

Discrimination Making a distinction in favour of or 
against a person based on the group, 
class, or category they are perceived to 
belong to rather than on individual 
merit.   
 

Examples of aspects:  
ethnicity, colour, religion, gender, 
socioeconomic status, sexual 
orientation, public assistance 
status, disability, and age. 
 

Exploitation Using one’s position of authority, 
influence, or control over resources to 
pressure, force or manipulate 
someone into acting against their will. 
It is typically for personal gain. 
 
 

Examples: 

• Offering benefits or applying 
pressure to coerce individuals 
into engaging in certain 
activities in exchange for aid, 
services, employment 
opportunities, or other 
advantages.  

• Making threats (or implying) 
that refusal to comply with 
demands will negatively impact 
the person’s access to project 
assistance or their terms of 
employment. 
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Fraud A deceptive or unlawful act carried out 
with the intention of gaining an unfair 
advantage, typically involving 
deception, misrepresentation or 
manipulation of documentation or 
information, for personal (often 
financial) gain. 

Examples: 

• Adding fictitious names and 
thumbprints to a distribution 
list, in order to divert amounts 
of goods or cash for own use. 

• Requesting a supplier to 
artificially inflate prices on an 
invoice, while sharing the 
surplus paid by the 
organisation. 

Grievance A grievance expressed by staff is an 
employment related concern, problem, 
or expression of dissatisfaction 
regarding a perceived injustice, unfair 
treatment, or wrongdoing. Grievances 
negatively affect a staff member at 
work, in relation to ZOA’s work or as 
organisation. 
 
 

Clarification: 
Typically, the aim of a grievance is 

to seek resolution. A grievance is 

NOT a violation of the Code of 

Conduct. Therefore, it is not part of 

the Integrity Framework. 

 

Harassment Any act or behaviour, including spoken 
words, gestures, written materials, 
images, or other forms of expression, 
that is unwelcome to the recipient and 
could reasonably be perceived as 
offensive, humiliating, or intimidating. 
 

Examples:  

• Verbal harassment, jokes, 
comments, ridicule, or songs; 

• Physical harassment including 
jostling, shoving, or any form of 
assault; 

• Intimidating harassment 
including gestures, posturing, 
or threatening poses; 

• Offensive visual displays, such 
as posters, emblems, or 
badges; 

• Isolation or exclusion from 
(social) activities; 

• Pressuring someone to behave 
in a manner that  they find 
inappropriate - for example, 
being required to dress in a 
manner that conflicts with a 
person’s ethnic or religious 
background. 

Misconduct Conduct that goes against ZOA’s Code 
of Conduct and related policies when 
committed by anyone working for or 
on behalf of ZOA.  
 
 

Examples: 
Fraud, theft, corruption, SEAH, child 
abuse, bullying and discrimination. 

Rape Any act of sexual intercourse carried 
out without the consent of the other 
person. This includes any form of non-
consensual penetration. 
 

Clarification: 

• Statutory rape: sexual 
intercourse with a person under 
the age of consent, even if the 
person agrees to the act.  

• Gang rape: rape by more than 
one assailant.  

Safeguarding The responsibility of the organisation 
to make sure our staff, operations and 

Clarification: 
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programmes keep people safe from 
sexual exploitation, abuse, and 
harassment (SEAH), and other forms 
of harm, particularly children and 
vulnerable adults. It addresses harm 
that may be caused by staff, 
operations, and/or programmes.  

 
 
 
 

• Safeguarding is included in 
training to staff, volunteers and 
local partners; 

• Procedures are in place about 
how to avoid risk of abuse or 
exploitation during project 
implementation. 

Sexual Exploitation 
Abuse and 
Harassment (SEAH) 

Sexual misconduct in the workplace or 
in relation to project participants or 
other stakeholders. It comprises three 
forms of abuse of power: 
 
Sexual exploitation is any actual or 
attempted abuse of a position of 
vulnerability, differential power, or trust 
for sexual purposes.  
 
 
 
Sexual abuse is the actual or 
threatened physical intrusion of a 
sexual nature, whether by force or 
under unequal or coercive conditions. 
 
 
Sexual harassment is a continuum of 
unacceptable and unwelcome 
behaviours and practices of a sexual 
nature. 
 
 

 
 
 
 
 
Examples of sexual exploitation: 
All examples as described under 
sexual abuse, when committed in 
exchange for (access to) goods, 
job, promises, or other benefits.  
 
Examples of sexual abuse: 
Inappropriate touching, sexual 
assault, rape, uninvited exposure to 
pornography or to sexually explicit 
text, images, or messages. 
 
Examples of sexual harassment: 
sexual suggestions or demands, 
requests for sexual favours and 
verbal, physical, or written conduct 
or gestures of a sexual nature, that 
are or might reasonably be 
perceived as offensive or 
humiliating. It can be verbal, 
nonverbal, or physical, including 
written and online communications.  
 

Theft Taking another’s property without their 
consent, and with the intent to 
permanently deprive them of it. Theft 
may be perpetrated internally or by 
external parties. 
 
 
 

Clarification: 
This includes:  

• (attempt to) steal or deliberate 
misuse of ZOA property; 

• unauthorized absence without 
due cause. 

 

Victim/survivor A person who is, or has been, 
(sexually) exploited, abused, or 
harassed. 
 

At ZOA, we use the term ‘survivor’ in 
SEAH cases.  

Whistleblowing Reporting suspected malpractice 
within the organisation which goes 
beyond the individual interest of the 
reporter and poses a risk to the public 

Clarification: 
The term whistleblowing is often 
used in place of expressions such 
as ‘speak up’, ‘signalling’ or 
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interest. It typically concerns issues 
that are not (adequately) addressed by 
the organisation. 
 

‘reporting misconduct’. ZOA uses 
the term whistleblowing as 
described in this definition. 
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ANNEX 2 - TERMS AND ABBREVIATIONS 

 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. 
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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 has a minimum of male and a 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 the handling 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 is available. 
 
Contact details: 
female.supportperson@zoa.ngo  
male.supportperson@zoa.ngo 
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