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ACTED'’s confidential & secure Complaints and Response Mechanism (CRM)
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Types of complaints — ACTED-related

0 0,2% 2 1st reason EE— A E— _
1,4% g LEVEL1 LEVEL2 LEVEL3 LEVEL4 LEVEL5S S f} 0.2%
[ B8RS why people contact us a5y _05% P
o ,470
: “g is to ask for our HELP <./ y
59,7% of our feedback are </ 1,1% 0,7% 0,7% are
requests for assistance 204
MENA ‘i sensitive
(49,135) EO“?EE"a'“tS AMERICA
eve (4,501)
1%

MENA — Level 3 AFRICA Percentaggir?]f ,IAaCi:r;I'tED—reIated e — Lave] 2
- 39% Alleged logistics (25,798) . P . 3% > 74% A_Ileged poor
issue (e.g. error in the ' /, per region 2% 0 organization of
amount of assistance 29% [/ acpvmes, d_elays, lack

received, poor quality) ‘ of information

= 79% from Syria - 99% from Haiti

N pd
Rt . [ - (2864)
Africa — Level 3 MENA  AFRICA EUROPE AMERICA ASIA

- 60% Difficulties in

identification of -\\_‘J

beneficiaries or absence

during activity Asia — Level 3

(6,797) - 62% from Nigeria - 49% Alleged poor
organization of activities,
delays, lack of information

- 87% from Pakistan

EUROPE

Accountability towards communities - Annual Report 2021 @ ACTED




Complainants — ACTED-related
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*Other types of complainants: local authority, Accountability towards communities - Annual Report 2021 @ AcTED A
community-based organization, community leader, others.




Communication Means — ACTED-related
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Comparison 2020 — 2021 ACTED-related complaints only
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Comparison 2020 — 2021 ACTED-related complaints only
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