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BJIATOJIMHOT OPTAHIBAILUI “BJIATOIMHUAN
®OHJT “CTABUII3EUIIEH CYIIIIOPT
CEPBICE3” Bix 23 Bepecus 2025 poky

3ATBEPJDKEHO

Haxa3oM BukonaB4o01 THpeKTOpKH
BJIAIOJIIAHOT OPTAHIBALI
“BJIAIOJIIMHUI dOH]]
“CTABUIIBEMIIEH CYIIIIOPT CEPBICE3”
Ne 23-09/2025 Binx 23 Bepecus, 2025

IMosiTnka NiA3BiTHOCTI MEpex MOCTP AXKAAIUM
nacesennst BJATOJIMHOTI OPIAHI3AILLIT
“BJIATOJIMHAN ®OH)[
“CTABUIIBENINEH CYIIIIOPT CEPBICE3”
(inenrngikaniinuit kon 40567253)

Ilip3BiTHiCTH NeEpex MoCTpaKNaIUM HACEJIeHHSIM,

3ri[H0  BH3HAYCHHS  YpaBlmiHHA  BepxoBHOro
xomicapa OOH 'y cupaBax ObKEHIIB - 1€
3000B’M3aHHS T4 MCXaHI3MH, SKi TI'yMaHITapHI

YCTAHOBH 3AIPOBAIAIN JIUISL 3a0€3ICYCHHS TOTO, 11100
rpomMagd OyJid 3MICTOBHO Ta IOCTIHHO 3ayd4eHi JI0
IPUIHATTS pilIeHb, SKi Oe3Iocepe/IHbO BIUIMBAIOTH
Ha 1XHE XHUTTS.

[ligTpumyroun  naHuil  mijxij, BJIAFO}III‘/JIHA
OPT'AHIBAILILS “BJIAI'OJIMHUIA DOOH/]
“CTABUIIBEMILUEH CYIIIIOPT CEPBICE3” (mauti -
BO “CCC”) 3a0e3reuye BIJIIIOBIMAIBHICTE
oprasizanii nepea JIOAbMH, SKUM HAJA€ IITPUMKY
Ta TapaHTy€ 3ajydCHHS TPOMaJ], BPaxyBaHHS IXHIX
norped, JyMOK Ta paB Yy OpOleCi IUTaHyBaHHS,
peaitizanii Ta OIIHKHU IIPOTpaM.

bO “CCC” Bu3Hae NpPHWHIMIM ITJI3BITHOCTI TIEpe]
nocTrpaxkaaymM — HaceneHHsM  (Accountability to
Affected Populations, AAP) sx HEBI’€MHY YaCTHHY
cBoei  gisuteHOCcTi.  Ilim  wac  po3poOku  Ta

Bepcis: 2.0.
Kareropisi: J0KyMeHT 3 BiJKPUTHM A0CTYIIOM

Protocol Ne 05-09/25 extraordinary meeting of the
Board of Directors of the CHARITABLE
ORGANIZATION “CHARITY FOUNDATION
“STABILIZATION SUPPORT SERVICES”
dated 23 September, 2025

APPROVED

by the Order of the Executive Director

of the CHARITABLE ORGANIZATION “CHARITY
FOUNDATION “STABILIZATION SUPPORT
SERVICES” Ne 23-09/2025

dated 23 September, 2025

Policy on accountability to affected populations
CHARITABLE ORGANIZATION “CHARITY
FOUNDATION “STABILIZATION SUPPORT
SERVICES”
(identification code 40567253)

Accountability to affected populations, as defined
by the Office of the United Nations High
Commissioner for Refugees, refers to the
commitments and mechanisms that humanitarian
agencies have put in place to ensure that communities
are meaningfully and continuously involved in
decisions that directly affect their lives.

In line with this approach, the CHARITABLE
ORGANIZATION  “CHARITY FOUNDATION
“STABILIZATION SUPPORT SERVICES”
(hereinafter referred to as CO “SSS”) ensures the
organization’s accountability to the people it supports
and guarantees the involvement of communities and
the consideration of their needs, opinions and rights
in the planning, implementation and evaluation of
programs.

CO “SSS” recognizes the principles of Accountability
to Affected Populations (AAP) as an integral part of
its activities. In developing and implementing this

Jlara nepe3aTBep/KeHHs: NPOTIroM ABOX POKIB B/l JaTH 3aTBEP/KEHH, SIKILO PaHille He BUHMKHE noTpeda
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BIPOBA/DKCHHS 1€l MONITHKH MH KEPyEMOCH
KIIOYOBMMH  MDKHAPOJHUMH  CTaHJapTaMd  Ta
3000B’13aHHAMH, 30KpemMa; QCHOBHUM T'YMaHITAPHUM

policy, we are guided by key international standards
and commitments, including:

Core  Humanitarian _Standards _on__Quality _and

CTAHJAPTOM 1110JI0 sikocTi Ta nijassiTHocTi (CHS);

3000B’A3aHHIMKI MI>KBIJIOMYOIO MOCTIHHOTO KOMITETY
OOH (IASC) mono AAP i noniTUKU 3anoOiraHs

CeKCYalIbHIM excruryaramgi ta HacwibCTBY (PSEA);

Accountability (CHS); Commitments of the UN
Inter-Agency Standing Committee (IASC) on AAP
and the Policy on the Prevention of Sexual

Exploitation and Abuse (PSEA); Sphere Standards;

Cragapramu Coepu (Sphere Standards);

the principles of participation enshrined in the Grand

OpUHIMIAMY yYacTi, 3akpimnennmu B Grand Bargain
nosiTukor YBKB OOH 3 ypaxysanus Biky, crari Ta

pisnomanitrs  (AGD); a  TaKkoKX  KpaluMH

npakTHKamy, copmoBanumu B pamkax CDAC
Network Ta ALNAP.
OcnoBHi npuHIMIM, SKUMH KepyeTbess BO

“CCC” B paMkax 1i€i moJiTUKK;

1. IIpo3opicTs i poctyn no indopmauii — HaganHs
3pO3YMIIKX, AKTYaJbHHUX Ta JOCTYIHHX JAHUX IIPO
Ji104l IIPOrpamH, MOCIYTH, OYiKyBaHi pe3yjsraTd. A
TaKOX 3BITYBaHHS IEpe]] HACCICHHSIM Ipo Te, 110 BO
“CCC” poburh y BH3HAUCHUX TIpoMajiax, sKi
PE3yIBTaTH JISUIBHOCTI Ta SIK BUTPAYaIOThCs KOIITH.

2. 3anyyenHss rpomMax - OIATPUMKA y4acTi
IOCTpaXXJalMX TPyl  HAceleHHS y  Iporeci
NPUIHATTA pillIEHb, 3aCTOCOBYIOUM IHKIIFO3UBHUH
Xz, mo0 3a0e3MneUuTH MICIIEBY BiIIOBINAIBHICT
3a [POLEeCH Ta KIHIEBI L.

3. MexaHi3Mu 3BOPOTHOIO 3B’SI3KYy i pearyBaHHsI —
CTBOPCHHS KaHAIIB, 4Yepe3 fAKi IPOMaJd MOXYTh
BHCJIOBJIIOBATH CBOIO JIYMKY, CKapra abo Iporo3uii
I0/I0 3aXOMB B PaMKax T'yMaHITApHOI JUSITBHOCTI 91
[IPOEKTAaX pO3BUTKY, B TOMY YHCII 3 TaKuX
JICJIKaTHUX TIMTaHb, SK CEKCyaJibHA CKCIDTyaTarlis,
IaXpaicTBO, KOPYIILis, pacu3M i AUCKPUMIHALIISL.

Bepcis: 2.0.
Kareropisi: J0oKyMeHT 3 BiAKPUTHM 10CTYIIOM

Bargain; UNHCR's age, gender, and diversity (AGD
policy; and best practices developed within the
CDAC Network and ALNAP.

The main principles guiding the SSS within the
framework of this policy are:

1. Transparency and access to information —
providing clear, relevant and accessible data on
current programs, services and expected results. This
includes reporting to the public on what the CO
“SSS” does in specific communities, the results of its
activities and how funds are spent.

2. Community involvement — supporting the
participation of affected groups in decision-making
processes, using an inclusive approach to ensure local
ownership of processes and ultimate goals.

3. Feedback and response mechanisms — creating
channels through which communities can express
their opinions, complaints or suggestions regarding
humanitarian activities or development projects,

including on sensitive issues such as sexual
exploitation, fraud, corruption, racism and
discrimination.

lIaTa Nnepe3saTBePaKCHHA: NPOTATOM ABOX pOKiB BiJX 1aTn 3aTBEP/UKEHHS, AKII0 paHiule HE¢ BUHUKHE 110Tpe6a
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MPO30PICTH I JJOCTYII IO IH®OPMAIIIT

BO “CCC” porpumyeTrhcst IPHHIMITY IIPO30POCTI Ta
MiI3BITHOCTI y CBOIM JUSUIBHOCTI, 3a0e3Ieuyroun
BIAKpUTHH joctyn 1o iHpopmamii s Beix
3al[iKaBJICHUX CTOPIiH, BKIIIOYHO 3 OTPHUMYyBa4YaMu
JIOIIOMOTH, JIOHOPAaMU Ta IIapTHEPAMH.

Inpopmaniss Hajgaerbcss y  3po3yMminiin  Qopmi,
ajanToBaHid Ji0 HoTped LUIBOBUX ayiuTOpid, i3
BUKOPHCTAHHIM PI3HUX KaHAaJIB KOMYHIKAIIi],

Indopmanis Hamaerbes y  3po3yminiit  dopwmi,
aJIalToBaHIl 70 IOTpPeO WUIBOBUX ayIUTOpiH, i3
BUKOPUCTAaHHIM PI3HUX KaHaIB KOMYHIKaIIT:

e na odiniiHOMY  caiirti O “CcCC”
https://sss-ua.org/;

® mHa CTOPIHII y Facebook
https://www.facebook.com/stabilizationsuppo
rtservices;

e Ha cTOpiHIi B Instagram
https://www.instagram.com/stabilizationsupp
ortservices/;

e B Telegram xanauni https://t.me/sss_ukraine;

Bepcis: 2.0.
Kareropisi: JOKyMeHT 3 BIXKPUTHM QOCTYIIOM

TRANSPARENCY AND ACCESS TO
INFORMATION
The CO “SSS” adheres to the principles of

transparency and accountability in its activities,
ensuring open access to information for all interested
parties, including beneficiaries, donors and partners.

Information is provided in an understandable form,
adapted to the needs of target audiences, using
various communication channels.

Information is provided in an understandable form,
adapted to the needs of target audiences, using
various communication channels:

e on the official website of the CO “SSS”

https://sss-ua.org/;

e on the Facebook page
https://www.facebook.com/stabilizationsuppo
rtservices;

® on the Instagram page
https://www.instagram.com/stabilizationsupp
ortservices/;

e on the Telegram channel

https://t.me/sss_ukraine;

ﬂaT‘d Nepe3aTBepsKeHHA: NIPOTAIOM JIBOX pOKiB B/l 1aTH 3aTBECP/HKCHHSA, SIKIIO pauime HC BUHUKHE norpeﬁa

© 2025 BO “CCC”



BNAMOAINHA OPIAHI3ALIA «BNATOAIMHUA ®OHA «CTABINISEALLEH CYNMOPT CEPBICE3»
CHARITABLE ORGANIZATION «CHARITY FOUNDATION «STABILIZATION SUPPORT SERVICES»

syn. Bonogumupcoka, 6yAuHOK 49 A, cekuia 2, odic 156, micto Kufs, 01001 & info@sss-ua.org 0k 0]
49-A Volodymyrska St., Section 2, Room 156, Kyiv, 01007 @ 438 050 449 46 04 5 "’-.
€PNOY / EDRPOU code 40567253 (=15
® Ha YouTube KaHa e on the YouTube channel
https://www.youtube.com/@stabilizationsupp https://www.youtube.com/@stabilizationsupp
ortservices. ortservices.

BO “CCC” 3060B’s3y€eTbesl MyONiKyBaTH BHYTPIIIHI
NOJIITUKM, 3BITH Ta KJIFOYOBI  PIMICHHS  UI0JI0
HIITPUMKH TIOCTPaXK/IAIOTO HACEIICHHS, 110 J03BOJISIE
rpoMazaM PO3yMITH MEXaHI3MU PO3LOJULY pecypcis
Ta CTUYHI IPHUHIUIIY, SKUMU KEPYETHCS OpraHi3aris.
Horpumyrouncs 1poro mpuuuuny, bO “CCC”
3a0e3nedye  BIIKPUTICT  MPOLECIB  TPUAHSTTS
pilleHp, 3MILHIOE JIOBIpY TIpoMaj 1  CIpHsE
e(peKTHBHOMY 3aITyYCHHIO IO CTPaXKAAIOTO
HAceleHHs  JI0  INIAHyBaHHI Ta  peaiizauil
I'yMaHITapHUX IIPOTPaM.

Ha xoxxHOMy nyOniyHOMY 3aX0jii OpraHizaii MarTh
OyTH npuCyTHI iHpopManiiHi Marepiaiun, sKi MiCTATh
indopmaniro npo Qonx, JoHopa GesrocepeIHHOro
3axO0Jly, 38 HAsBHOCTI Ta [TOCHJIAHHS Ha iHpopManiii
pecypcu, B TOMY YHCIi KOHTaKkTHa iHdopmalis, Ta
IHCTPYMEHTH 3BOPOTHOTO 3B'SI3KY.

Bei  myOmikamii,  jgpykoBami  marepianm  Ta
MarepianpHO-TeXHiuHa Jornomora Big bBO “CCC”
IIPOMapKOBaHi JIOTOTHIIAMH BiJIIIOBIJIHUX JIOHOPIB Ta
JUCKIEHMEpOM Ul YITKOro  iH(pOpMyBaHHS
OenediniapiB mo/10 pecypciB GpiHaHCYyBaHHS.

SAJIYYEHHSA I'POMA/L

BO “CCC” kepyerbcs npuHIMIIAMH C()EKTUBHOI
I'yMaHITapHOI JISUTBHOCTI, 3aKpiIUICHUMH B YToJi
Grand Bargain, mo Oyna nijnucana KIXOYOBUMHI
MDKHApOAHUMH TI'YMaHITapHUMM OpraHi3allisMu ITif
gac BcecBirnboro rymamitapgoro camity OOH y
2016 poui.

BO “CCC” Bu3Hae KIIOYOBY pOJb ITOCTPaXIaINX
rpoMajl y Ipolecax IDIAHYBaHHS, peamizarii Ta
OLIHKK Hporpam jonomoru. Oprauizaiis 3abesnedye
MOXJIMBOCTI JUISI AKTHBHOI y4YacTi MOTEHI[HHMX

Bepcis: 2.0.
Kareropis: 10KyMeHT 3 BIIKPpHTUM 10CTyIIOM

The CO “SSS” commits to publishing internal
policies, reports, and key decisions regarding support
for affected populations, allowing communities to
understand the mechanisms of resource allocation and
the ethical principles that guide the organization. In
accordance with this principle, the CO “SSS” ensures
transparency  in  decision-making  processes,
strengthens community trust and promotes the
effective involvement of affected populations in the
planning and implementation of humanitarian
programs.

At every public event, organizations should have info
materials with details about the fund, the donor for
that event, and links to info resources, including
contact info and ways to get in touch.

All publications, printed materials and material and
technical assistance from the CO “SSS” are marked
with the logos of the relevant donors and a disclaimer
to clearly inform beneficiaries about the funding
sources.

COMMUNITY ENGAGEMENT

The SSS is guided by the principles of effective
humanitarian action enshrined in the Grand Bargain
agreement signed by key international humanitarian
organizations during the UN World Humanitarian
Summit in 2016.

CO “SSS” recognizes the key role of affected
communities in the planning, implementation and
evaluation of assistance programs. The organization
provides opportunities for potential service users

lLaTa nmepe3aTrBepaAKEHHA: NPOTArOM ABOX pOKiB Bi/l faTH 3aTBEPAKEHHS, AKIIO0 paﬂime HC BUHHUKHEC HOTpCﬁa
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KOPHUCTYBadiB  ITOCHYr  (HOCTpaxJlaluX  KIHOK,
YOJIOBIKIB, JIBYAT Ta XJIOMIIIB) y NPUHHSATTI pillICHb,
110 BIUIMBAIOTH Ha IXHE XUTTH, JIOOPOOYT, rijiHiCTh Ta
3aXHUCT.

3aydeHHS TPOMAJISH 3JIHCHIOETHCSA Yepe3 OINHKY
HoTpeO, BIIKPUTHH /1147101, MEXaHI3MH KOHCYJIBTAIlIH 1
3BOPOTHOTO 3B’SI3KY, 1[0 FapaHTy€ BpaxyBaHHs IXHIX
norped, JOCBLIY Ta IEepCHeKTUB. BianoBijHO 10
3000B’s3anp Grand Bargain, opranizaiist uepe3 cBoi
IIPOEKTH IIparHe 3a0esrneyuTd OubIl JIOKaIi30BaHi
OIAXOAM Y  HaJaHHI  JONOMOTH,  3MIIHIOIOYH
B32€EMOJIIO 3 OpraHaMM MICIIEBOIO CaMOBPSIYBaHHS,
MICIEBUMH ITaPTHEPAMH Ta rPOMaJIaMH.

MEXAHI3MHA 3BOPOTHOI'O 3B'SI3KY 1
PEATI'YBAHHS

BO “CCC” rapantye peanizamiro MeXaHi3MiB, IO
3a0€3ICUyIOTh OTPUMAHHS 3BOPOTHOIO 3B’SI3KY BiJ
IOCTPAXKIAJIOr0 HACCICHHS 1 pearyBaHHs Ha HhOTO, a
TAKOX  BXUTTS ~ 3aXOJIB  IIOI0  BHIIPABICHHS
nopymeHb. Taki MeXaHi3MU 000B’SI3KOBO BPAXOBYIOTh
PI3HOMAHITHICT HAceleHHs (HApUKIAJA, CTarTh,
IHBTIIHICTh, €THIYHMHA CKJaJl, BIKOBY CTPYKTYpY
TOIIIO).

Ilix 4vac xokHOro KoHTakTy 3 Oerediniapamu
oprauizanis 3abesnedye iHGOPMYBAHHS PO T€, SIK
OTPUMATH  JIOCTYIl  JIO  MEXaHi3MIB  IOIaHHSI
3BOPOTHOTO 3B’SI3Ky Ta CKapr, sKi IpOLELypu
PO3IIISAY 1 BiIIOBiICH Ha HUX.

O00B’A3K0BO:

(affected women, men, girls and boys) to actively
participate in decisions that affect their lives,
well-being, dignity and protection.

Citizen engagement is achieved through needs
assessment, open dialogue, consultation and feedback
mechanisms, ensuring that their needs, experiences
and perspectives are considered. In line with the
Grand Bargain commitments, the organization strives
to ensure more localized approaches to assistance
delivery  through its projects, strengthening
engagement with local authorities, local partners and
communities.

FEEDBACK AND RESPONSE MECHANISMS

The CO “SSS” guarantees the implementation of
mechanisms to ensure feedback from affected
populations and a response to that feedback, as well
as measures to remedy violations. Such mechanisms
shall consider the diversity of the population (e.g.
gender, disability, ethnicity, age structure, etc.).

During each contact with beneficiaries, the
organization shall provide information on how to
access feedback and complaint mechanisms, as well
as the procedures for reviewing and responding to
them.

Mandatory:

Oduaiin nogis / Offline event

Omnnayin noxis / Online event

IMocrep 3 IOBHUM IIEPETIKOM KaHAJIIB 3BOPOTHOTO
3B’513Ky Ta CKpHHbKA 3BOPOTHOTO 3B 513Ky / Poster
with a complete list of feedback channels and a
feedback box

Cunaiin 3 QR-komom, 1o Bege Ha (opMy 3BOPOTHOTO
3B 513Ky / Slide with a QR code that leads to a
feedback form

Bepcis: 2.0.
Kareropis: JoKyMeHT 3 BIAKPHTHUM 10CTYIIOM

JlaTa nepesaTBepIuKeHHs: NPOTATOM ABOX POKIB Bill JaTH 3aTBEP/KEHHSI, SIKUIO PaHille HEe BUHUKHE n10Tpe6a
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BazxJjuBo:

Ckapra, KoMeHTap, IOOaXKaHHs
AHOHIMHHMH.

Ilomani ckapra, koMmeHTap, MOOAXaHHS HE MAalOTh
BIUTMBATH Ha CTABJICHHS JI0 CKapXXHUKA. 3a OaKaHHIM
CKapXHMKa iH(popMariis npo Horo/ii ocody Moxe OyTH
[IPUXOBaHAa BiJ[ TPETIX 0CiO.

Ckapra, KoMmeHTap, mobaxaHHA He 000B’SI3KOBO
MalTb MICTUTH BCl JIOKa3d. Po3misa — ckapr
BinOyBaerbcst BigumoBimuo jo IlomiTuku po3misyy
cKapr BJIATOJIIMHOI OPTAHIZAILIIT
“BJIATOJIMHUIN  ®OH)I “CTABUIIBEMILEH
CYIIIOPT CEPBICE3”, sxa 3arBeppkena Hakazom
Ne09-02/2024  Big 09.02.2024 poky, Hagam -

[TostiTuKa pO3MIIs/Ly CKapr.

MOXYTb OyTH

Kanaum 380poTHOI0 3B’5I3KY:

Important:

Complaints, comments and suggestions may be
submitted anonymously.

Complaints, comments, and suggestions submitted
shall not affect the attitude towards the complainant.
At the complainant's request, information about
his/her identity may be concealed from third parties.
Complaints, comments, and suggestions do not
necessarily have to contain all the evidence.
Complaints are considered in accordance with the
Complaint handling policy of the CHARITABLE
ORGANIZATION  “CHARITY FOUNDATION
“STABILIZATION SUPPORT SERVICES”,

approved by Order Ne(09-02/2024 dated 09.02.2024,
hereinafter referred to as the Complaints Policy.

Feedback channels:

Kanayiu 380poTHOro
3B’5I3KY /
Feedback channels

IlepioguunicTs 300py
iH(popmanii / Frequency
of information collection

BianosixanbHi 3a 30ip Komenrapi /
ingopMmauii / Responsible for | Comments

information collection

®opMa 3BOPOTHOIO
3B’513KY Ha o(piniiinomy

[onenno (KpiM BUXITHUX
Ta CBSITKOBHX JIHIB) /

caiiti BO “CCC” / Every day (except
Feedback form on the | weekends and public
official website of the holidays)

CO “SSS”:
https://sss-ua.org/zalys
hyty-povidomlennia/

Bimnin MoHITOPHHTY Ta

IT crreriamicT

ominky abo ocoba nmpu3HaucHa | 3AiHCHIOE
Pajioro TUpeKTOpiB 32 3ro/[010 | IIEPBHHHE

Ha ITiCTaBl BIAIIOBIIHOTO OIIpalIOBaHHS
pierns / Monitoring and OTpHUMAaHOI
Evaluation Department or a KOpEeCHOHJIEHIIi]
person appointed by the Board | ra nepenauay

of Directors by agreement Bigniny

based on a relevant decision

MOHITOPUHTY Ta
OIIHKH a00 0c00i,
[pU3HAYCHIH
Panoro
Jupexropis 3a
3roJI0I0 Ha
TijicTaBi
BIJIITOB1HOTO
pimenss / The IT
specialist

Bepcisi: 2.0.
Kareropisi: J0KyMeHT 3 BIJKPUTHM A0CTYNOM

JlaTa nepesaTBep/uKCHHA: IIPOTATOM ABOX POKIB Bijl 1aTH 3aTBEP/KEHHSI, IKII0 PaHillle He BAHNUKHE noTpe6a
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performs initial
processing of the
received
correspondence
and forwards it to
the Monitoring
and Evaluation
Department or to
a person
appointed by the
Board of
Directors by
agreement on the
basis of the
relevant decision.

Enextponna nmourra EnexTponHa nomra Binmin MOHITOpHHTY Ta IT crierianict
[JISL 3BOPOTHOTO MEPEBIPAETHCS OACHHO ominku abo ocoba npu3HaueHa | 3aiMCHIOE
3B’s13Ky: / Email for (xpiM BHXITHHX Ta Pajstoro JIupekropir 3a 3rofior0 | nepBUHHE
feedback: cBsITKOBUX JHiB) / Email | Ha migcTaBi BiAIOBIAHOIO OIIpalIOBaHHS
sSscp@sss-ua.org is checked daily (except pimenns / Monitoring and OTpHUMAaHOT
weekends and public Evaluation Department or a KOpECIOHCHIIIT
holidays). person appointed by the Board | Ta nepenauy
of Directors by agreement Binniny
based on a relevant decision MOHITOPUHTY Ta
OIIHKHK 200 0c00i,
IIpU3HAYCHIN
Paporo
Hupekropis 3a
3TofI0I0 Ha
mijicTaBi
BIJIIIOBI{HOTO
pimmenss / The IT
specialist

performs initial
processing of the
received
correspondence
and forwards it to
the Monitoring
and Evaluation
Department or to
a person

Bepcis: 2.0.

Kareropisi: JokyMeHT 3 BIIKPUTUM JOCTYIIOM

Jata nepesaTsep/KeHNs: IPOTAIOM ABOX POKIB Bijl AaTH 3aTBepP/UKEHHS, SIKILO Paniule He BAHUKHE N0Tpe6a
© 2025 BO “CCC”
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€APNOY / EDRPOU code 40567253
appointed by the
Board of
Directors by

agreement on the
basis of the
relevant decision.

HMomrra s Gpizmannx
JIMCTIB 32 aipecoro:
01001, m. Knis, By.1.
Bosogumupcebka 49 A,
odic 156 / Postal
address for physical
letters: 01001, Kyiv,
Volodymyrska Street
49 A, office 156

ITomrroBa ckprHbKa
HEePEBIPSIETHCS LOICHHO
(KpiM BHXITHHX Ta
cBsiTKOBUX JHIB) / The
mailbox is checked daily
(except weekends and
holidays).

Bijain MoHITOpHHTY Ta
OLIIHKH a00 0coba npu3HaYeHa
Payioro JlupexTopiB 3a 3ro/1010
Ha IiICTaBl BIJIIOBIJTHOTO
pimenss / Monitoring and
Evaluation Department or a
person appointed by the Board
of Directors by agreement
based on a relevant decision

JlitoBox

31 CHIOE
HepBUHHE
OTIpAIIOBaHHS
OTPHUMaHOI
KOPECIIOHJICHIIIT
Ta 1epejady
Bimmiry
MOHITOPUHTY Ta
OIL[IHKH a00 0c001,
IIpU3HAYCHIN
Panoro
Jupekropis 3a
3rojIoK0 Ha
mijcrasi
BIJIIOBI/IHOTO
pimuenns / The
clerk performs
initial processing
of incoming
correspondence
and forwards it to
the Monitoring
and Evaluation
Department or to
a person
appointed by the
Board of
Directors by
agreement based
on a relevant

decision.
Iapsiya jiHis 3a Pexxum poboru: Bigmin moniTopuHry Ta Oneparop
Homepom / Hotline ITOHEIUTOK-TT' ITHHIIS OIIiHKH ab0 0coba mpu3HaycHa | mpuiMac A3BIHKH
number: (XpiM BUXIJHUX Ta Panoro upekTopiB 3a 3rol0l0 | YKpaiHCHKOIO

Bepcis: 2.0.

Kareropisi: J0KyMeHT 3 BIIKPUTUM JA0CTYNIOM
Jlara nepesaTBep/uKeHHs: IPOTArOM ABOX POKIB Bijl 1aTH 3aTBEP/IKEHHsI, SIKIIO paHille He BUHMKHE noTpeda
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+380800332740 CBSITKOBHUX JHIB), Ha II1JICTaBl BIJIIIOBIIHOTO MOBOIO Ta

10:00-18:00 / Working pimenns / Monitoring and nepenae
hours: Monday to Friday | Evaluation Department or a iHdopmariio
(except weekends and person appointed by the Board | menemxepy
public holidays), 10:00 of Directors by agreement MIPOEKTY Ta
a.m. to 6:00 p.m. based on a relevant decision Bigniny

MOHITOPHHTY Ta
OILIIHKK 200 0c001,
NpU3HAYCHIN
Pasoro
JupekTopis 3a
3rojIoI0 Ha
nijcrasi
BiJIIOBIIHOIO
piwenns / The
operator answers
calls in Ukrainian
and forwards the
information to the
project manager
and the
Monitoring and
Evaluation
Department or to
a person
designated by the
Board of
Directors by
agreement based
on a relevant

decision.
Cxpunbka 3BopotHoro | Iudopmaris 3abupaersest | Binain moritopunry ta CKpuHBKU
3B’AI3KY 3aKPHUTA HA pa3 Ha Micsneb / OIIIHKY ab0 0coba NMpu3HayeHa | 3BOPOTHOTO

ka4 / Feedback box Information is collected Paj1o10 AMpEeKTOPIB 3a 3rof0k0

3B’sI3Ky HasBHI Ha

locked once a month Ha MmijCcTaBl BiAIIOBIAHOIO BCIX BEIIMKHX

pimenss / Monitoring and oduaifn 3axomax

Evaluation Department or a ta B odicax bO

person appointed by the Board | “CCC”.

of Directors by agreement Memnejxepu

based on a relevant decision IIPOEKTY Ta/abo
MEHEJDKEPH Y
comianpHii cepi

Bepcis: 2.0.

Kareropisi: JoKyMeHT 3 BIAKPUTHM XOCTYIIOM

Jlara nepesarsepsKeHHsi: NPOTATOM /IBOX POKIB B/l 1aTH 3aTBEP/UKEHHS, SIKII0 padiule He BAHUKHE N0Tpe6a
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MalOTh KJII041 BiJ{
CKPHUHBOK
3BOPOTHOI'O
3B’SI3Ky Ta
nepeae
iHpopmallito
Bimminy
MOHITOPUHTY Ta
oKy a6o 0co0i,
HpU3HAYCHIN
Pajoro
Jupexropis 3a
3rofIor0 Ha
migcrasi
B1/IIIOB1IHOTO
pimenss/
Feedback boxes
are available at all
major offline
events and in the
offices of the SSS.
Project managers
or social
managers have
keys to feedback
boxes and pass on
information to the
Monitoring and
Evaluation
Department or to
a person
appointed by the
Board of
Directors by
agreement on the
basis of a relevant

decision.
®opMa 3BOPOTHOIO Ounpa3sy nicist 3axony / Bijin MOHITOPUHTY Ta 1-50 - 100%,
3B’SI3KY Micas 3aX01y Immediately after the ominku abo ocoba npusHadena | 51-100 - 50%,
(po3IpyKoOBaHA YU B event Paporo tupexropis 3a srogoro | 101-200 - 30%,
€JIEKTPOHHOMY Ha IIJICTaBI BiJIIIOBITHOTO 201-300 - 20%,
(popmari) / Feedback pimenns / Monitoring and 301-500 - 10%,

Bepcis: 2.0.

Kareropisi: JOKyMeHT 3 BIAKPUTHM /10CTYIIOM

Jlara nepe3aTBep/uKeHHsI: POTSIrOM JABOX POKIB Bijl 1aTH 3aTBEP/KEHHS, SIKIIO paHilie He BUHNKHE NoTpeda
© 2025 BO “CCC”
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form after the event
(printed or electronic)

Evaluation Department or a
person appointed by the Board
of Directors by agreement
based on a relevant decision

>501 - 5% 3a
MO>JIMBOCTI,
SIKIIIO 1HIIIE HE
nepe10aueHo
[IPOEKTHIUMH
JIOKyMEHTaMHu /
unless otherwise
specified in the
project documents

OnuryBaHHs mig yac
NOCT-TUCTPUOYLIHHOIrO
MOHITOPHMHTY
(tesaedonom, pizuune
YHY eJIEKTPOHHE
AHKeTYBAHHS,
inTepr’ro Ta iu). /
Surveys during
post-distribution
monitoring (by
telephone, physical or
electronic
questionnaires,
interviews, etc.).

OrnuryBanas
[IPOBO/IUTHCSI IPOTATOM
MICSIIIS ITICIIST OTPUMAHHS
Oy/1b-5IKOT TOCIYT'H YU
JIOIIOMOT'H, SIKIIO 1HIIIE HE
nepenbdadeno
IIPOEKTHIMHU
nokymenramu / The
survey is conducted
within one month after
receiving any service or
assistance, unless
otherwise specified in the
project documents

Bijy1is MOHITOPHHTY Ta
oniHku abo ocoba npu3HaueHa
Pajioro nupexTopiB 3a 30010
Ha II1JICTaBl BIAIIOBIIHOIO
pinrenss / Monitoring and
Evaluation Department or a
person appointed by the Board
of Directors by agreement
based on a relevant decision

1-50 - 100%,
51-100 - 50%,
101-200 - 30%,
201-300 - 20%,
301-500 - 10%,
>501 - 5% 3a
MOXKJIMBOCTI,
SIKIIO 1HIIE HE
nepeadaueHo
MPOEKTHUMHU
JIOKYMEHTaMH /
unless otherwise
specified in the
project documents

KoxxHoMy BiIryKy TIpUCBOIOEThCs Kkareropis 0-4,
BIJIIIOBITHO JIO SIKOT € CBIM aJIrOPUTM pearyBaHHsL.

Each review is assigned a category from 0 to 4, which
determines the response algorithm.

Kareropis / Category ITosicHenHs1, AaroputMm pearyBaHHs / Response algorithm
NPUKIATH /
Explanations, Komy nepenasaru / Who Yac Ha BUpilUEHHSA
examples to forward to / Time to make a
decision
0 IMopsxn Ta Oynb-aKi JIromm psikyroth 3a | Ilepemaru noasky Biainy, ITpoTsAroM THXKHS

i Biaryxm, siki He
HaJIeXKaTh 10 KAaTeropin
1-4 / Thanks and any
other feedback that does

HaJaHy
HiATPUMKY BiJt
BO “CCC”/

People express

IIPOEKTY, KOMAH/I, SIKIH
aJIpecoBaHi CJIOBa HOISKH /
Express gratitude to the
department, project, or team

[IUCbMOBO YU Ha
4yeproBin Hapai
npoekry / During the
week, in writing or

Bepcis: 2.0.

Kateropisi: JOKyMEHT 3 BiAKPUTHM /10CTYIIOM
Jlara nepe3aTBepuKCHHsL: IIPOTIIOM ABOX POKIB B/l 1aTH 3aTBEP/KEHHS, SIKILO PaHille He BHHMKHE noTpeda
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not fall into categories
1-4

gratitude for the
support provided
by the CO “SSS”

to whom the words of
gratitude are addressed

at the next project
meeting

He3naune
He3a/10BOJICHHSI
AislJIbHICTIO 200
NPONo3uLii 11010
noxpamenHs / Slight
dissatisfaction with
activities or suggestions
for improvement

Hanpuxnan
HE3aJ0BOJICH]
4acoM YU MicLiEM
IIPOBE/ICHHS
3aXO01Y,
1o0aXxanus 100
KaBU-TIEPEPBU
Tomo / For
example,
dissatisfaction
with the time or
venue of the
event, requests
regarding coffee
breaks, etc.

Bimin MmonitopuHry Ta
oLiHKK abo ocoba
npusHadeHa Pajoro
JIAPEKTOPIB 32 3roJI0I0 Ha
[iACTaBI BIAIIOBIIHOIO
pllLICHHS nepeJiae
iH(opMaIiI0 MEHEIDKEPY
BUIIIOBIJTHOTO HPOEKTY /
Monitoring and Evaluation
Department or a person
appointed by the Board of
Directors by agreement
based on a relevant decision
forwards the information to
the relevant project manager

[Ipotsirom 14
poOOYHX JIHIB 3
MOMEHTY OTPUMAaHHS
inpopmarii Bz
BIUIUTY
MOHITOPHHTY Ta
ouinku / Within 14
working days of
receiving
information from the
monitoring and
evaluation
department

3HaYHe He3210BOJICHHS
JisVILHICTIO 260
npono3uuii moxo
NOKpaueHHs /
Significant
dissatisfaction with
activities or suggestions
for improvement

Hanpuxmazn
IpOOIEeMH 1010
X0y B
peaiizarii
[IPOEKTY,
HESIKICHI TOBapyu
MaTrepialbHO-TEXH
IYHOT M ATPUMKH,
HEKOMIICTCHTHO
HaJlaHa [IPaBoOBa
KOHCYJIBTAIlist
rouro / For
example,
problems with the
approach to
project
implementation,
poor quality
material and
technical support,
incompetent legal
advice, etc.

Bigain MoHITOPHHTY Ta
oriHku abo ocoba
npusHaueHa Pasioro
JIUPEKTOPIB 3a 3r0J1010 Ha
[iACTaB1 BIAITOBIHOTO
piuIeHHs nepenae
THpOPMAIIII0 MEHEIDKEPY
BIJIITOBITHOTO IIPOEKTY ISt
PO3TIISIY CKapru
Bixrosiguo no ITosituku
po3risiLy cKapr /
Monitoring and Evaluation
Department or a person
appointed by the Board of
Directors by agreement
based on a relevant decision
forwards the information to
the relevant project manager
for consideration of the
complaint in accordance
with the Complaint handling
policy

IIpotsirom 14
pobouuX JIHIB 3
MOMCHTY OTPUMAaHHS
iH(popMarii Bij
BiJUILTY
MOHITOPHHI'Y Ta
ouinku / Within 14
working days of
receiving
information from the
monitoring and
evaluation
department

Bepcisn: 2.0.

Kareropisi: 1okyMeHT 3 BIIKPUTHM 0CTYIIOM

JlaTra nepesaTsepaiKeHHs: NPOTAroM /IBOX POKIB Bi/l 1aTH 3aTBep/KeHHs, SIKIIO paHille He BUHUKHE NoTpeda
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3 ITopymennst noiTukM 3BuHyBaucHHSI B | Bimmin MoHiTOpHHTY Ta 60 muiB (Tepmin y 60
IIPO PO3roJIOLEeHHSI HeaJjiekBaTHil abo | ominku abo ocoba JIHIB € THYYKHUM 1 He
indopmauii, Koxexcy HCHAJICKHIH npuszHaueHa Pajioro ITOBUHECH HEr'aTHUBHO
€THKM NPaliBHUKAMH HOBE/IIHLI 3 00Ky | AMPEKTOPIB 3a 3rof0I0 Ha BIUIMBATH Ha AKICTb
BO “CCC” un IIpE/ICTABHUKIB nijzcrasi BiIIIOBIIHOIO posciiaysanus) / 60
niagpsigaukam BO BO “CCC”, pilieHHs epeiae days (the 60-day
“CCC” / Violation of PO3TOJIONICHHS IHpOpMAIIiI0 MEHEIPKEPY period is flexible and
the information I1€PCOHAJIBLHOT BiIIoBitHOTO 1IpoeKTy st | should not adversely
disclosure policy, Code | ingopmartit; PO3IIISIY CKapry affect the quality of
of Ethics by employees | cioBeche, BiamoBigHO 10 IlosiTHku the investigation)
of CO “SSS” or ¢iznyne Yn po3mIsILy cKapr /
contractors of CO CeKCcyaJIbHE Monitoring and Evaluation
“SSS” HACHJIHCTBO; Department or a person

CeKcyallbHa appointed by the Board of
3BMHYBaYeHHs B eKCILTyaTalis Directors by agreement
maxpaicrTi, kopynuii, | 6enedimuiapis 3 based on a relevant decision
CeKcyaJIbHil 00Ky forwards the information to
eKcIuIyaTanii, HACHJLIi 3 | IIpe/ICTaBHUKIB the relevant project manager
ooxy nmpauiBHukis BO BO “CCC”/ for consideration of the
“CCC” un niapsaaauxiB | Accusations of complaint in accordance
BO “CCC” / Allegations | inappropriate or with the Complaint handling
of fraud, corruption, improper policy
sexual exploitation, behaviour by
violence by employees of | representatives of
the CO “SSS” or the SSS,
contractors of the CO disclosure of
“SSS” personal

information;

verbal, physical or
3BMHYBaUYeHHs B sexual abuse;

HeOe3meuyHoOMY sexual
nporpamyBansi bO exploitation of
“CCC” / Accusations of | beneficiaries by
dangerous representatives of
programming by CO the CO “SSS”
“SSS”

Hanpukmnan,

IpUMYC

BiJIBIJTyBATH 3aXi]]

y 3aB1JIOMO

HeOe3IeUHOMY

perioHi 6e3

3ac001B 3aXHCTY,

Bepcis: 2.0.
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HaBMUCHE
ICHOpYBaHHS
CUTHAJIIB
MOBITPSHOT
TPUBOTH JUISI
[IPOJIOBXKCHHSI
3axoxy Tomo / For
example, coercion
to attend an event
in a known
dangerous region
without means of
protection,
deliberate
disregard of air
raid sirens in
order to continue
the event, etc.

3BUHYBaYeHHS B
HaxpaiicTsi, Kopymuii,
CeKCyasIbHiil
eKcITyaTanii, HacuJLIi,
HEHaJIeKHIH moBexinui 3
00Ky npaniBHUKIB
iHmMX oprauizauiii Ta
incTuTyniii / Allegations
of fraud, corruption,
sexual exploitation,
abuse, misconduct by
employees of other
organisations and

3BUHYBAYCHHS B
HeaJeKkBaTHiil abo
HCHAJICKHIH
IIOBEJIIHII],
PO3rOJIONICHHS
IIEPCOHAIBLHOT
indopmarii;
CJIOBECHE,
¢dizuuHe YK
CeKCyalIbHE
HACHJIbCTBO;
CekcyalibHa
eKCILTyaTaIlisl

Binin MOHITOPHHTY Ta
ominky abo ocoba
npusHayeHa Pajoxo
JMPEKTOPIB 32 3Tr0JI010 Ha
I11/ICTaB1 BIITIOBITHOTO
pilieHHs neperae
iH(pOopMAaLI0 MEHEPKEPY
BIJITIOBITHOTO IIPOEKTY JIJIS
PO3IISY CKapru
Bimrosiguo no Iomitnku
po3msLy cKapr /
Monitoring and Evaluation
Department or a person

60 nuiB (Tepmin y 60
JIHIB € THYYKUM 1 HE
IIOBUHEH HETaTUBHO
BIUIMBATH Ha SKICTh
posciijryBanss) / 60
days (the 60-day
period is flexible and
should not adversely
affect the quality of
the investigation)

institutions Oenedimiapis 3 appointed by the Board of

6oxy npauiBaukis | Directors by agreement
1HIIKX based on a relevant decision
oprauizaii ra forwards the information to
IHCTUTYLIH / the relevant project manager
Accusations of for consideration of the
inappropriate or complaint in accordance
improper with the Complaint handling
behaviour, policy
disclosure of

Bepcis: 2.0.

Kareropisi: JoKyMeHT 3 BIAKPATHUM J0OCTYIIOM
JlaTa nepesaTBepuKeHHsI: IIPOTArOM ABOX POKIB Bijl 1aTH 3aTBEP/UKCHHS, SIKII0 PaHille He BHHNKHE noTpeda

© 2025 BO “CCC”



49-A Volodymyrska St., Section 2, Room 156, Kyiv, 01001
€PNOY / EDRPOU code 40567253

8yn. BonognuMupcoka, GyauHok 49 A, cexin 2, oic 156, Micto Kuis, 01001

B/IATOZIMHA OPTAHI3ALIS «BNATOAIAHUA GOHL «CTABINISEALLEH CYNMOPT CEPBICE3»
CHARITABLE ORGANIZATION «CHARITY FOUNDATION «STABILIZATION SUPPORT SERVICES»

2 info@sss-ua.org

@ +38 050 449 46 04 e

=

personal
information;
verbal, physical or
sexual abuse;
sexual
exploitation of
beneficiaries by
employees of
other
organisations and
institutions

Menemxepu  MPOEKTIB  3000B’s3aH1
HaBYaHHS 3 TM3BITHOCTI Yy KIIOYOBI IIPOIECH
a/IMiHICTpyBaHHS IIPOEKTIB, 3a0e3I1euyoun
O3HAWOMJICHHS WICHIB KOMaHAM 3 TPUHIUIIAMH
IIPO30POCTI, JIOOPOIECHOCTI Ta BIIIOBIIAIBEHOCTI.

KpiMm  TOro, MEHEDKEPH  NPOEKTIB  IMOBHUHHI
CHCTEeMaTH4YHO  aHajJi3yBaTM  Ta  BPAXOBYBaTH

iHTerpyBaru

3BOPOTHHH 3B’s130K Bij Oenediuiapi, nmapTHEpiB Ta
IHIIMX 3aliKaBICHUX CTOPIH y MpoIeci IUIaHyBaHHs
ta peaiizanii npoexris. OTpumani npomnosumii i
3ayBa)KCHHS MalOTh OyTH BioOpa’keHi B OHOBICHHX
Il1aHax, IpoLeaypax 1 3BITHOCTI MPOEKTIB 3 METOIO
HIJIBUIICHHS €eKTUBHOCTI Ta SKOCTI jisuibHocTi BO
“CCC”.

Project managers are required to integrate
accountability training into key project management
processes, ensuring that team members are familiar
with the principles of transparency, integrity, and
accountability.

In addition, project managers should systematically
analyze and take into account feedback from
beneficiaries, partners, and other stakeholders in the
project planning and implementation process. The
suggestions and comments received should be
reflected in updated project plans, procedures, and
reports in order to improve the efficiency and quality
of the activities of the CO “SSS”.

Bepcis: 2.0.
Kareropisi: J0KyMeHT 3 BIIKPUTHM A0CTYNOM

ﬂ“lTa NEPEe3aTBEPIANKCHHA: NIPOTATOM ABOX pOKiB B/l 1aTH 3aTBEP/KEHHS, SIKU0 pauime HC BUHUKHEC nmpeﬁa
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