Date: Complaint Handling Process will be applicable on all the projects of Tl Pakistan including USAID Anti-Fraud Hotline, Procurement Watch and Advocacy and
Legal Advice Centre from 1% June 2018. Last updated on 1* December 2022.

STANDARD OPERATING PROCEDURE FOR ALL COMPLAINTS RECEIVED
AND SENT BY Tl PAKISTAN TO GOVERNMENT DEPARTMENTS

Complaint handling process

Complaints are received through Email, Website, Fax, Post and Direct Visit by
the Complainant

v

Asst. Project Coordinator/Project Coordinator go through the Complaint to make
sure that the Complaint does not pertain to a sub-judice matter and collect
nessecary evidence from the complainant and forward genuine complaints to
the Program Manager/ED

Program Manager/ED ensures that all the geniune complaint evidence is
provided by the complainant. Incase of a weak evidence, complaint is not

entertained
[

Vi

Asst. Project Coordinator/Project Coordinator prepares the draft letter on the
allegations

W
Complaint and the draft letter is rechecked by Program Manager/ED for

accuracy of information and then sent to BoT to obtain approval/views/amends
of the Trustees

If the BoT approve the draft letter on the complaint, the letter is sent to the
Trustee for signature. The signed letter is sent to the department and copies are
marked to various regulartory bodies. The letter is hoisted on TI-P website under

Procurement Watch




