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Jordan River Foundation

External Feedback and Complaint Response Mechanism (FCRM) — Brief

The Jordan River Foundation (JRF) has established a formal External Feedback and Complaint Response Mechanism
(FCRM) to ensure that all stakeholders - including beneficiaries, partners, and the public, can safely and easily provide
feedback, raise concerns, or submit complaints related to JRF's interventions through the following channels:

® |RF website (Contact Us)

® [Email: feedback@jrf.org.jo

® Helpline: 110
® Feedback/complaint boxes at JRF locations

® Phone: +962 6 5933211

Confidentiality and Protection: All feedback and complaints are handled with strict confidentiality. The identity of
complainants is protected unless consent is provided, with safeguards in place to prevent any form of retaliation,

particularly in sensitive cases.

Processing and Response: All submissions are recorded, reviewed, and categorized based on their nature and urgency.
Cases are handled within defined timelines and referred to relevant departments or committees when required, with

serious or sensitive matters subject to formal investigation.

Investigation and Escalation: Critical cases (such as fraud, corruption, or safeguarding concerns) are escalated to
specialized investigation committees. Cases outside JRF's mandate are referred to appropriate external entities, and

individuals affected by sensitive incidents are supported through referral to specialized services where needed.

Resolution and Closure: Cases are considered closed once the issue is resolved, the complainant is satisfied, or
corrective actions are implemented to prevent recurrence. All cases are tracked to ensure accountability and continuous

improvement.
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