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Quy dinh va thu tuc
VE TIEP NHAN VA XU LY THONG TIN PHAN HOI

I. Muc dich, pham vi va d6i twong ap dung

Chinh sach nay duoc xdy dung nhim dam bao tinh giai trinh va gép phan nang cao niang lyc ciing nhu
chit luong chwong trinh ctia Trung tdm Phét Trién va Hoi nhap (goi tat 1a “T6 chirc’) va cac can bo/ddi
tac ciia CDI trong qua trinh trién khai hoat dong.

Chinh sach nay ap dung cho tat ca nhan vién cua To chuec.

Pbi twong giri thong tin phan hoi 13 bat ki ai thudc dbi twong 13 nhan vién, thyc tap sinh, tu van, ddi tac
va ngudi huong loi tir du 4n 13 ca nhan hodc tap thé tham gia trong cac chuwong trinh ctia CDI va cta
ddi tac CDL

Thong tin phan hdi giri dén CDI duoc hiéu bao gdm tat ca cac ¥ kién bao gém thic méc, gbp y, nhan
xét, khiéu nai, t6 cdo vé can bd va hoat dong cua CDI va ddi tac truc tiép cua CDI trong qua trinh thuc
hién hoat dong va cac cam két vé chuong trinh du 4n véi CDL

IL. Phan loai thong tin phan hdi

Tét ca thong tin phan hdi giri tGi CDI ¢6 thé duge phan loai thanh cac dang sau:

1. Nhén xét, kién nghi: bao gdom cac ¥ kién dong gop va giai phap nham cai thién hiéu qua, cach thic
hoat dong cua CDI va dbi tac cua CDI.

2. Phin 4nh: bao gdm vi pham hodc sai sot khong diing chuan myc chung hodc cam két cia CDI va
dbi tac caa CDI trong qua trinh thyc hién hoat dong chuong trinh, du 4n c6 lién quan t&i CDI.

3. Khiéu nai: bao gdm cac dé nghi ciia c4 nhan t6 chirc vé xem xét xir Iy hanh vi/quyét dinh nao d6
ctia CDI/dbi tac lam anh hudng t6i quyén va loi ich ciia ca nhan/to chire do.

4. T cao: bao gdbm yéu ciu giai quyét lién quan dén vi pham phap luat cia can bd va dbi tac caa CDI.

Tat ca cac thong tin phan hoi trén khong bao gdm céc cau hoi chung vé cong viée cia CDI va dbi tac
ctia CDI, yéu ciu cung cdp thong tin c4 nhan/riéng tu hodc cac yéu cau khac khong lién quan t6i
chuong trinh ma CDI va dbi tac CDI dang thyc hi¢n.

II1. Nguyén tic chung trong tiép nhéin va xir Iy thong tin phan hoi

Kip thoi: CDI s& tra 10i céc thong tin phan hdi giri dén trong thoi gian sdm nhat. Nhung khong dugc
cham hon thoi gian quy dinh dwoc hudng dan theo nhu quy trinh tiép nhan va xtr Iy thong tin phan hoi
tai muc V cua Chinh sach nay.
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Tén trong: CDI cam két ton trong moi thong tin phan hdi va dam bao giit bi mat thong tin ctia nguoi
gui.

Vi muc tiéu chung: CDI coi qué trinh xtr 1y thong tin phan hoi 1a mot phan ctia qué trinh hoc hoi va
phat trién to chirc, hudng téi chat lwong, hiéu qua cta chuong trinh va sy minh bach, giai trinh trong
hoat dong.

IV. Quyén ciia nguoi phan hoi, khiéu nai, to cdo

e Nguoi khiéu nai va t6 céo s& duge bao mat thong tin vé cac thong tin ca nhan va thong tin vé
khiéu nai, t6 céo.

e Nguoi khiéu nai c6 thé duoc thao luan vé cic van dé ma ho néu ra véi bén lién quan dé co thé
lam rd van dé khiéu nai, t6 céo.
Nguoi khiéu nai duoc théng bao két qua giai quyét khiéu nai mot cach kip thoi.
Néu khong ddng ¥ voi két qua khiéu nai thi ¢6 thé tiép tuc qua trinh yéu cau khiéu nai hodc
diéu tra nam ngoai t6 chirc CDI.

e Ngudi khiéu nai, t6 cdo s& khong chiu hinh thirc ky ludt hay tri dap ndao néu két luan giai quyét
khiéu nai cho rang van d& khiéu nai 1a khong chinh xac.

V. Quyén ciia ngudi bi khiéu nai, t6 cdo
e Nguoi bi khiéu nai, td céo c6 quyén dugc thong bao vé nodi dung td céo, khiéu nai
e Ngudi bi khiéu nai, td cao c6 quyén dua ra cac bang ching va giai trinh cho cac noi dung bi t6
cdo, khiéu nai.
e Nguoi bi khiéu nai, t6 céo co quyén duogc thao luan, giai trinh vé cac van dé bi to céo.

VL Hinh thirc va kénh tiép nhan théng tin phan héi

Céac doi tugng cua Chinh sach nhu muc I néu c¢6 nhu cau yéu cau CDI giai trinh thi gtri cau héi, gop y,
khiéu nai hoac to cao cho:

Néu 1a can bo cua to chire, théng tin phan hdi khiéu nai giri cho:
¢ Quan ly tryc tiép.

* Neéu Quan ly truc tiép co6 lién quan hodc lién ddi téi hanh vi va ndi dung khi€u nai, t6 cao, co
the gtri yéu cau phéan hoi, khiéu nai, t6 cdo cho Gidm doc diéu hanh hodc Ban quan ly.

Néu 1a tu véan, ddi tic, ca nhan va to chirc khac ¢6 lién quan, thong tin phan hoi giri cho CDI bang theo
c4c hinh thtrc sau:

- Goi di¢n thoai hoac gui email truc tiép cho cac cén bg co lién quan cia CDI.
- hodic/va giri yéu cau truc tiép cho CDI theo cac kénh sau:
* Sb dién thoai tiép nhan phan hoi: +842435380100
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* hodc/va guri email theo dia chi: phanhoi@cdivietnam.org

 Nhin tin qua fan page https://www.facebook.com/cdivietnam.ngo
* QGui thu truc tiép cho t6 chuc theo dia chi: Trung tam Phat trién va Hoi nhap, téng 16, toa
nha 169 Nguyén Ngoc Vi, phuong Trung Hoa, quan Cau Giéy, Ha No6i, Viét Nam.

VII. Quy trinh tiép nhén va xir Iy thong tin phan hoi
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VIIL. Hiéu luc

Quy dinh nay c6 hiéu luc ké tir ngay 01 thang 01 nam 2020.
Quy dinh nay c6 thé dugc thudng xuyén cip nhat, diéu chinh néu can va phai dugc thong bao cho toan
thé can b nhan vién CDI va dbi tic ctiia CDL.

www.cdivietnam.org
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GRIEVANCE POLICY AND PROCEDURE

I. Policy objective, scope and object

This Grievance Policy aims to ensure accountability and contribute to enhance capacity and quality of
CDI’s programs and its partners’ programmes.

This Grievance Policy applies to all CDI staff.

Respondents can be any individuals and organisations including the beneficiary, partners, and
consultants participating in CDI's programs and / or CDI's partners programs.

Communications sent to CDI include complaints, grievances, concerns, denunciation about CDI staff
and activities and its direct partners during its concurrent work.

I1. Types of communications
All communications sent to CDI are following categories:

1. Comments and suggestions: these refer to views and recommendations and solutions to improve
effectiveness of CDI’s activities and its partner’s related work

2. Feedbacks: These refer to violations and wrongdoings on agreed work principles and CDI’s
commitment during the course of work.

3. Complaints: these apply to requests of individuals and organisations regarding CDI’s decision or
behaviors causing harms to their rights and interests.

4. Denunciations: these apply to actions against unlawful acts of CDI staff and its partners.

All communications as mentioned above do not include general questions about CDI’s and partners’
work, request on personal information and privacy that do not related to work.

II1. Principles on receiving grievance and complaints

Due process: CDI will respond to communications as soon as possible, not later than timeline defined
in Session V: procedure to receive and deal with communication

Respect: CDI commits respect of all grievances and feedback and keeps confidential information on
complainant.

Good faith: CDI consider the grievance process as part of learning process and organisational
development to attain accountability and better quality of the programme.
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IV. Rights of complainants and denunciators

e Personal Information and privacy about complainants and denunciators are kept confidential.

e Complainants can raise concern and discuss about concern issue in open and good faith
manner to have better understanding on the issue, reference to the procedure on Session VI.

e Complainants can have direct responses on complaining issues.

e [f the responses are not satisfied with the responses on the matter, the complainant can
approach an external agency in relation to their concern.

e Complainants and denunciators shall not be victimised and receive any detrimental action.

V. Rights of person in direct of concern and complaint
e The respondent will be informed about content of the complaint.
e The respondent has right to provide proof relating to subject matter of the complaining issue.

e The respondent can participate in discussion to explain on the issue with concerned
stakeholders or the complainant.

VI. Mechanism and channel to send communication
The person of complaining matters as stated reference to session I.

Being CDI staff, communications can be sent to:
e Direct supervisor (line manager)

e [fthe direct supervisor directly involved or related to the subject matter, the communications
can be sent to Managing Director or CDI Management Team.

Being persons outside CDI, communication can be sent to:
e Any related CDI staff
e Phone line: +842435380100
e Email to: phanhoi@cdivietnam.org
e Send Message to CDI’s Facebook page: https://www.facebook.com/cdivietnam.ngo

¢ Postmail to: Center for Development and Integration, 16F, Building 169 Nguyen Ngoc Vu,
Trung Hoa Ward, Cau Giaydistrict, Ha N§i, Vietnam

ANAN ANt Y O
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VII. Process of communications
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VIII. Effect of Policy

This Policy and Procedure is effective since 1 January 2020.

This Policy may be updated, amended as needed and shall be informed to all CDI persons, staff and
partners accordingly.

www.cdivietnam.org
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