
Purpose
This Complaints Handling Policy outlines the procedures and guidelines that NAPA follows for
addressing and resolving complaints from beneficiaries, volunteers, employees, donors, and
stakeholders. It aims to ensure a fair, transparent, and timely process for addressing concerns and
improving organisational practices.

Scope
This policy applies to all individuals associated with NAPA, including beneficiaries, volunteers,
employees, donors, and stakeholders, who wish to raise a complaint.

Principles
- All complaints will be treated seriously, confidentially, and without fear of retaliation.
- Complaints will be addressed promptly, fairly, and in line with the principles of natural justice.

Complaint Categories
Complaints can pertain to, but are not limited to:
- Service delivery.
- Treatment by staff or volunteers.
- Financial matters.
- Organisational policies and practices.

Complaints Submission
Complaints can be submitted through the following channels:
- In person or in writing to the Operations Manager.
- Via a designated email address.

Complaints Handling Process
- Upon receiving a complaint, NAPA will acknowledge receipt within 10 days.
- Complaints will be investigated impartially and thoroughly by the appropriate individuals.
- NAPA will strive to resolve complaints within a reasonable timeframe.

Transparency and Communication
- NAPA will keep complainants informed of the progress of their complaint and expected timelines
for resolution.
- If more time is needed for investigation, the complainant will be provided with updates.

Appeals
- If a complainant is not satisfied with the resolution, they may request a review of the decision. An
independent party may be involved if necessary.
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Records and Data Protection
- NAPA will maintain records of all complaints, investigations, and resolutions in accordance
with data protection laws.

Continuous Improvement
- Information gathered from complaints will be used to identify trends and areas for
improvement in NAPA's operations and services.

Non-Retaliation
- Individuals who raise complaints in good faith will be protected against any form of
retaliation.

Review and Update
This Complaints Handling Policy will be reviewed periodically to ensure its effectiveness and
relevance. Updates will be made as needed to address changes in the organization's
structure, practices, or legal requirements.
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By adhering to this policy, NAPA demonstrates its commitment to addressing concerns,
promoting accountability, and continuously improving its services and operations.
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