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Procedure for Handling Reported Cases
This procedure sets out the steps for handling reported issues of concern in Save the Children Norway (SCN). It does not apply to cases arising in international programmes, which are handled by Save the Children International (SCI).
The procedure applies whenever SCN becomes aware of an issue of concern within the organisation. Issues of concern include acts or omissions that violate Norwegian law, SCN’s Code of Conduct, and/or ethical norms widely accepted in society.
GUIDING PRINCIPLES
When handling reported issues of concern in SCN, the following three principles shall apply:
· Impartiality: Those handling the case must be impartial, meaning they have no personal interest in the outcome and no close connection to any of the individuals involved.
· Confidentiality: The identities of the reporter and the reported person, as well as the content of the case, shall only be disclosed to those who strictly need to be informed. 
· Right to Respond (Contradiction): The person reported on must be given the opportunity to present their version of events before any conclusion is reached. To make this possible, the reported person must be given insight into the content of the report, including any documentation (evidence) provided.
SAFEGUARDING THE INDIVIDUALS INVOLVED
SCN will do its utmost to safeguard the individuals involved (the affected person and the reported person) during the process and after it has concluded. Safeguarding of those involved can vary from case to case but generally includes:
· Clear information about the process and the progress of the case
· Close follow‑up and a low threshold for contacting case handlers with questions
· Referral to relevant support services and/or offer of psychological support through occupational health services or other providers when needed
The person making the report or others who are not parties to the case — meaning they are neither affected nor reported — are not entitled to insight into how the case is handled or its outcome. This is to maintain confidentiality.
All cases must be handled without undue delay, as promptly and thoroughly as possible.
WHISTLEBLOWING TEAM
SCN has a whistleblowing team consisting of four people. The team receives training in case handling to ensure that several staff members in SCN have the competence needed to manage reported cases.
In the assessment and handling of cases, the Whistleblowing Manager and one or two other team members usually participate. Which individuals are appointed as case handlers depends on the nature of the case. If specialist knowledge is required, additional employees may be involved by agreement with the individual and their line manager. In more serious cases, external experts may be involved, subject to confidentiality obligations.
The whistleblowing team consists of:
· Whistleblowing Manager (team lead)
· Director of People and Technology
· Head of HR
· Safeguarding Focal Point for the Domestic Programme
DOCUMENTATION AND STORAGE
All meetings, communication with the individuals involved and other relevant information shall be logged, documented, and stored continuously in the case management system Mittvarsel.
After the case has been closed, documentation shall be stored in Mittvarsel for 2–5 years, depending on the seriousness of the case and the need to retain the information. If documentation needs to be kept for more than five years, this must be justified in written form.
If members (volunteers or elected representatives) are excluded, a remark shall be stored in Salesforce and a brief justification stored in the excel document “Registrering Uegnet frivillig[footnoteRef:1]” in the GDPR folder in Norgesprogrammet avdelingsrom beyond these five years. This also applies if the volunteer or elected representative has been found unfit to work with children. In cases involving termination of employment, information is stored in Oracle. [1:  The Safeguarding Focal Point in the Domestic Programme and the Senior Advisor Safeguarding/Whistleblowing Manager has access to this document.] 

The Whistleblowing Manager (or a deputy[footnoteRef:2]) is responsible for ensuring that documentation is stored in Mittvarsel. [2:  If the Whistleblowing Manager does not take part in handling the case because she is unavailable or ineligible, the Director of People and Technology, and thereafter the Head of HR, will act as her deputy. ] 

Receiving a Report
A report is received
SCN’s whistleblowing procedure[footnoteRef:3] describes how employees, volunteers, elected representatives and others should report issues of concern within the organisation. In line with Norwegian labour legislation, SCN considers all reports of issues of concern to be reports/whistleblowing, regardless of whether the report is oral or written, and whether it is submitted via the formal channels or outside them. [3:  Can be found on reddbarna.no/varsle] 

If someone other than the Whistleblowing Manager receives a written report, it must be forwarded to the Whistleblowing Manager immediately.
If the report is made verbally
The person receiving the report must:
· Act calm, supportive, and listen actively
· Ask open questions to gather enough information about what happened, when, and who was involved
· Take notes during or immediately after the conversation
· Explain that they cannot keep what they are being told a secret, as it must be passed to the Whistleblowing Manager. Explain how SCN handles reported cases and that confidentiality is maintained.
· Contact emergency services if immediate assistance is needed
If someone other than the Whistleblowing Manager (e.g., another team member, a manager, HR, a safety representative, an elected representative) receives a report, they must:
· Notify the Whistleblowing Manager as quickly as possible, ideally together with the person making the report.
The person receiving the report must not assess the case, attempt to make decisions or investigate further — only receive the report and forward it. If it is acute, the Whistleblowing Manager must be contacted immediately by phone.
If the report is received during an event, the person in charge of the event shall also be notified. The person in charge is responsible for immediate follow‑up, such as contacting health services or the police. The person in charge must notify the Whistleblowing Manager by phone as soon as possible. 
When the Whistleblowing Manager or the CEO should not be involved
If the Whistleblowing Manager must be excluded from a case because they are ineligible or unavailable, the report shall be passed to the CEO or the Director of People and Technology (or, if needed, the Head of HR), who will act as deputy.
If the CEO must not be involved due to ineligibility, the Chair of the Executive Board will act as her deputy.
Assessment of the Report and Initial Inquiries
Initial assessment by the Whistleblowing Manager
The Whistleblowing Manager registers the case in Mittvarsel (if the report was submitted through another channel) and conducts an initial assessment of the content of the report.
If it is clear that the case concerns matters outside SCN, the Whistleblowing Manager forwards the matter in line with any legal duty to avert harm, and/or guides the reporter to relevant support services. The case is marked as “rejected” in Mittvarsel.
If the Whistleblowing Manager assesses the matter as a minor deviation from guidelines relating to activities with children, the case is forwarded in Mittvarsel to the deviation portal for follow‑up there.
For all other cases, the Whistleblowing Manager informs the CEO and convenes a meeting with another member of the case management team to assess how the case should be handled. This meeting shall be held the same or the following working day.
Police reporting
The Whistleblowing Manager also makes an initial assessment of whether the matter should be reported to the police. If so, the CEO must be involved. As a rule, the affected person decides whether the matter is reported to the police, except in very serious cases where the CEO, in consultation with the Whistleblowing Manager, concludes that SCN will file a report regardless.
If the police become involved, SCN pauses its internal handling of the case until a verdict has been issued or the police dismiss the case. SCN will then handle the matter according to this procedure, regardless of whether the police dismiss it or the reported person is not convicted in court. If the reported person is convicted, case handlers do not need to conduct interviews with the parties; they may rely on the court judgment when assessing possible sanctions. If temporary suspension is needed during the police investigation, the decision is made after consulting the police to avoid interfering with evidence.
Case handlers assess if the case should be handled in line with this procedure as a reported issue of concern
The case handlers first assess their own impartiality. They then review the content of the report together and determine whether the matter should be handled according to this procedure and registered as a whistleblowing case, or whether it is more fruitful to follow-up the matter at a lower level.
If needed, initial inquiries may be conducted before deciding whether to open a case. These inquiries may involve gathering documentation (evidence) where possible, and/or conducting an initial conversation with the reporter and/or the affected person.
The Whistleblowing Manager presents the case handlers’ assessment to the CEO, as well as to the reported person’s section and department manager. If the reported person is a volunteer or elected representative, the Regional Director and the manager of the Domestic Programme are involved. The CEO makes the final decision about whether a case shall be opened.
· If a case is not opened, a brief justification is recorded in Mittvarsel. The case is stored for two years. The matter may be delegated to the reported person’s line manager for lower‑level follow‑up.
· If a case is opened, the affected person shall be informed as soon as possible. The reported person is usually also informed as soon as possible, unless there are compelling reasons to delay this, for example if a police report is being considered. The reported person will be informed that a case has been opened, given a brief description of the allegations, and told that they will be invited to a conversation where they can respond.
If the reporter is not the affected person, they will only be informed that SCN is following up the matter and not receive any further information.
Suspension
If needed, the case management team may recommend that the reported person be suspended while the case is being handled. 
If the reported person is an employee, the CEO may decide on suspension.
If the reported person is a volunteer, the CEO makes the decision together with the Chair of the Executive Board and the Chair of the Membership Committee, in accordance with SCN’s statutes.
If a volunteer or elected representative is suspended, the Whistleblowing Manager ensures that this is recorded in Salesforce.
Investigation of the Case
Interviews with the individuals involved and gathering documentation
As part of the handling process, the case handlers conduct conversations with the reporter, the affected person, and the reported person. They may also speak with other involved individuals when necessary.
Whenever possible, documentation is collected before the interviews.
The invitation to an interview includes information that this is a reported case, a brief description of what it concerns, and a statement that details will be shared during the conversation. For the affected person and the reported person, the invitation is followed up with a phone call so they can ask questions.
The affected person and the reported person are encouraged to bring a support person, such as a union representative, a friend or family member, a lawyer, or similar. The support person should not be another SCN employee (unless they are a union representative). The support person is present to offer support, not to take part in the discussion. The reporter and any other individuals involved are also encouraged to bring a support person if considered necessary.
Two case handlers (the Whistleblowing Manager and the appointed case handler) are present in all interviews. One leads the conversation, and the other takes notes.
After the interview, the person interviewed is given access to the record of the conversation (via Mittvarsel) and may add comments or corrections.
Reporter and Affected Person
The conversation with the reporter and the affected person is conducted first. If the reporter and the affected person are not the same individual, the case handlers speak with them separately. This is often done as part of the initial inquiries.
In the Conversation with the affected person, the case handler shall: 
· Ask for information about what happened, when it happened, and who was involved
· Request documentation (such as screenshots, messages, photos, or similar), if available
· Explain the next steps in the process
· Remind them of confidentiality (without preventing them from speaking to friends, family, health professionals, or other support services)
· Offer support, and ask what kind of follow‑up they need
· Explain who they can contact (one of the case handlers) if they have further questions or remember additional details
In the conversation with the reporter (if not the same as the affected person), the case handlers shall: 
· Ask the reporter to share the information they have
· Request any documentation
· Remind them of confidentiality
· Explain that SCN will follow up the matter and that, because they are not a party, they will not receive further details, except being told when the case is closed. This is to ensure confidentiality.
· Offer support if needed
· Explain who they can contact (one of the case handlers) if they think of anything they want to add 
Other Individuals Involved
After having spoken to the reporter and the affected person, the case handlers may speak to others who have information about the case. The case handlers speak to other individuals only when strictly necessary, and only if they have relevant information, due to confidentiality.
In conversations with them, the case handlers shall:
· Ask them to share the relevant information they have
· Request any documentation
· Remind them of confidentiality
· Explain that they will not receive further information, as they are not parties to the case. Inform them that SCN will follow up. This is due to confidentiality.
· Offer support if needed
· Explain who they can contact (one of the case handlers) if they think of anything they want to add 
The Reported Person
The conversation with the reported person is usually conducted last. This allows the case handlers to present the full content of the report.
In the conversation with the reported person, the case handlers shall:
· Explain the process so far
· Present the content of the report point by point, and allow the reported person to respond to each point
· Explain the next steps in the process
· Remind them of confidentiality (without preventing them from speaking with friends, family, health professionals, or support services)
· Offer support if needed, and ask what follow‑up they require
· Explain who they can contact (one of the case handlers) if they have questions or want to add anything
If needed, additional interviews may be conducted to ensure the right to respond.
Information About Other Issues of Concern
If, during the investigation, information arises about other potential issues of concern involving individuals other than the reported person, a separate case must be opened and investigated.
Conclusion in the Case
Recommendation and Report
When the case handlers consider that they have sufficient information, they meet to decide on their recommendation for the conclusion, possible sanctions for the reported person, and learning points.
In this meeting, the case handlers shall assess, based on the information and documentation gathered:
1. Whether SCN’s Code of Conduct (or other relevant guidelines) has been breached
2. If guidelines have been breached, which consequences the breach should have for the individual concerned
a. The sanction must correspond to the severity of the breach. Sanctions may include a warning, temporary suspension, suspension from activities with children, exclusion, or (for employees) dismissal, among other possibilities.
b. The purpose of any sanction is to give the reported person clear feedback, to ensure that the affected person feels heard, and to ensure that SCN remains a safe and ethical organisation.
3. Learning points: The case handlers shall also identify what SCN can and should learn from the case. For example, whether there is a need to improve routines or increase awareness within the organisation.
The case handlers summarise their recommendation in a short case report. The report is uploaded to and stored in Mittvarsel. It must include:
· A description of the reported issue of concern
· A description of the process and a summary of the case handling
· The recommendation for a conclusion and any sanctions, with justification
· Learning points
Decision 
The case report is presented to the reported person’s section and department manager (or, if relevant, the regional manager and the manager of the Domestic Programme) and to the CEO. The CEO makes the final decision in the case. Exclusion of members must be decided jointly by the CEO, the Chair of the Membership Committee, and the Chair of the Executive Board, in accordance with SCN’s statutes.
When the CEO has decided on the conclusion and any sanctions, the affected person and the reported person shall be informed. If possible, they should be informed in separate, in‑person meetings.
Appeal
If the affected person or the reported person believes that the case has not been handled properly, in accordance with this procedure, they may appeal to the Control Committee. It is only possible to appeal on the grounds of procedural errors — the outcome or conclusion itself cannot be appealed. The Control Committee will review how the case was handled and assess whether it finds the handling sufficient and in line with this procedure.
· If the handling is considered insufficient, the Control Committee may instruct the case handlers to carry out additional inquiries and/or conduct a new case handling process. The CEO will then make a new decision based on the additional information.
· If the handling is considered sufficient, the conclusion stands. There is no further right to appeal.
Closing the Case, Follow‑up, and Learning
Logging and Closing the Case
The Whistleblowing Manager is responsible for ensuring that all relevant information is stored in Mittvarsel before the case is formally closed. Any information or communication stored elsewhere (Outlook, OneDrive, Teams, SMS) must be deleted. The Whistleblowing Manager reminds the CEO and case handlers of this requirement, but each individual is responsible for deleting their own copies.
If the reported person is a member, volunteer, or elected representative, and the allegations have been substantiated, this must be recorded as a remark in Salesforce. The Whistleblowing Manager ensures that this is done.
The Whistleblowing Manager then closes the case in Mittvarsel. Follow‑up of individuals involved, and work on learning points, continues even after the case has been formally closed. 
Learning Points
In cases where learning points have been identified, they are delegated to the relevant line manager, who is responsible for implementing them. The line manager and others responsible for implementing learning points shall receive enough information to carry out the necessary measures, while still receiving only the information strictly needed, in line with the principle of confidentiality. This means that names and sensitive details are not necessarily shared with those implementing the learning points.
Evaluation Meeting
Shortly after the case has been closed, the case handlers shall hold a meeting to evaluate the process and record possible improvements for future cases.

Revision History
	Date
	Change

	February 2019
	The procedure was developed.

	April 2020
	Revised.

	January 2025
	Comprehensive revision. A case management team was established, and the roles of department and line managers were clarified.
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