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COMPLAINTS POLICY 
POLICY NO: HR/2026/01 

Status: Implementation date:  

Board Resolution No:  Approved Date:  

AMENDMENT/ REVIEW 

Status: - Implementation date: - 

Board Resolution No: - Approved date: - 

1. Purpose
Transparency Maldives (TM) is committed to the highest standards of integrity, accountability, 

transparency, and ethical conduct. This Complaints Policy establishes a clear, fair, and 

accessible process through which individuals and organisations can raise concerns or 

complaints regarding TM’s governance, programmes, staff conduct, partners, or operations.   

2. Scope

This policy applies to complaints concerning: 

• TM staff, management, Board members, interns, and volunteers

• TM programmes, projects, and advocacy work

• Financial management, misuse of resources, or conflicts of interest

• Breaches of TM’s Code of Ethics, policies, or values

• Abuse of authority, misconduct, corruption, discrimination, or harassment

• Organisational procedures or decision-making processes

3. Guiding Principles

TM’s complaints mechanism is based on the following principles: 

• Accessibility – The complaints process is open to all, including staff, partners,
beneficiaries, donors, and the public

• Confidentiality – Information is handled discreetly and shared strictly on a need-to-
know basis
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• Protection from retaliation – Complainants acting in good faith will be protected from
reprisal

• Fairness and impartiality – Complaints are assessed objectively and without conflict
of interest

• Transparency – Clear information is provided on procedures and outcomes, within
confidentiality limits

• Timeliness – Complaints are handled promptly and without undue delay

4. Who May Submit a Complaint

Complaints may be submitted by: 

• TM staff, interns, and volunteers

• Board members & members

• Partners, consultants, and contractors

• Beneficiaries, community members, and the general public

• Donors and supporters

Complaints may be submitted anonymously, although anonymous complaints may limit TM’s 

ability to investigate or respond effectively.  

5. What Constitutes a Complaint

A complaint is defined as a formal expression of concern regarding perceived wrongdoing, 
misconduct, mismanagement, or failure to adhere to TM’s policies, values, or obligations.  

This includes, but is not limited to: 

• Financial irregularities or misuse of funds

• Corruption or unethical behaviour

• Harassment, discrimination, or abuse

• Conflicts of interest

• Procedural unfairness or lack of accountability

6. How to Submit a Complaint

Complaints may be submitted through the following channels: 

• Email: office@transparency.mv
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• Written submission: Addressed to the Executive Director or Chairperson

• Online: Through TM’s official website Complaints – Transparency Maldives

All complaints should, where possible, include: 

• A description of the concern

• Date(s) and location(s) of the incident

• Persons involved

• Any supporting information or evidence

7. Complaint Handling Process

• Acknowledgement: TM will acknowledge receipt of a complaint within a
reasonable timeframe, unless the complaint is submitted anonymously without
contact details.

• Initial Review: An initial assessment will determine:

a. Whether the complaint falls within the scope of this policy

b. Whether immediate safeguarding or risk mitigation measures are required

c. Whether the complaint should be referred to another mechanism; in which case the
complainant shall be notified accordingly

• Investigation: Complaints will be handled by an impartial person or committee with
no conflict of interest. Where appropriate, external investigators may be engaged.

• Decision and Response: TM will communicate the outcome to the complainant,
where possible, including any actions taken or recommendations made, subject to
confidentiality constraints.

• Record Keeping: All complaints and outcomes will be recorded securely for
institutional learning and accountability.

• Confidentiality and Data Protection: TM is committed to protecting the identity and
personal data of complainants and those involved. Information will be handled in
accordance with TM’s internal data protection and privacy standards and applicable
Maldivian law.

• Protection Against Retaliation: No individual submitting a complaint in good faith
shall be subject to intimidation, discrimination, or retaliation. Any retaliatory
action itself will be treated as a serious breach of policy.

• Malicious or Bad Faith Complaints: Complaints found to be knowingly false or
made in bad faith may result in appropriate action. However, this will not undermine
TM’s commitment to openness or discourage legitimate concerns.
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8. Escalation for Serious Incidents
A serious incident refers to any event that results in or poses a significant risk of harm to 

individuals or the organisation, including safeguarding concerns or major ethical 

breaches. Such complaints will be immediately escalated to senior management and, where 

necessary, the Board of Directors. External legal or regulatory authorities may be engaged 

where required. All serious incidents will be documented and reported in line with applicable 

legal and organisational requirements, and the Board will be informed to ensure appropriate 

oversight.  

9. Monitoring and Continuous Improvement
TM will monitor and analyse complaints to identify trends, risks, and opportunities for 

improvement. Findings will be shared with management and the Board to strengthen 

governance, risk management, and organisational learning. Policies, procedures, and staff 

training may be updated based on insights gained from complaints.  

10. Appeals Mechanism
Complainants may request a review of a decision within fourteen (14) working days of receiving 

the outcome. Appeals will be reviewed by TM management, the Board of Directors, or an 

independent panel where necessary to ensure impartiality and fairness.  

11. Related Documents /Policies

This policy should be read in conjunction with: 

• Whistleblower Protection Policy
• Code of Conduct
• Anti – Harassment policy
• Preventing Sexual Exploitation and Abuse and Sexual Harassment (PSEAH)

12. Implementation of the policy
This policy will be implemented following approval of the policy by the Board and after 
circulation of the policy to all TM employees. Any subsequent changes brought to the policy 
will be approved by the Board and disseminated to all employees by email  

mailto:office@transparency.mv
https://www.transparency.mv/


  Page 5 of 5 
H. Fennaage, 3rd Floor, Buruzu Magu, 20054, Male’, Maldives
Phone: +960 330 4017 | office@transparency.mv | www.transparency.mv

13. Policy Review
This policy shall be reviewed periodically to ensure continued relevance, effectiveness, and 
alignment with Transparency International guidance and organisational best practice.   
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