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Individual Complaint 
Mechanism

On 6 October 2016, Frontex, the European 
Border and Coast Guard Agency established 
an individual complaints mechanism 
following Regulation (EU) 2016/1624 of 
the European Parliament and of the Council 
(the Agency’s Regulation). The complaint 
mechanism allows Frontex to monitor 
the respect of fundamental rights in all its 
activities.

If you believe that you have been directly 
affected by the actions of staff involved in 
a Frontex activity, and you consider that 
any of your fundamental rights may have 
been violated due to those actions, you can 
submit a complaint. Article 34 of the Agency’s 
Regulation states that in performing its tasks, 
Frontex shall guarantee the protection of 
fundamental rights in accordance with EU 
Law and the Charter of Fundamental Rights 
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of the European Union. The Agency shall 
respect, among these rights, the principle of 
non-refoulement and take into account the 
special needs of children, unaccompanied 
minors, victims of trafficking in human beings, 
persons in need of medical assistance, in need 
of international protection, persons in distress 
at sea and in other particularly vulnerable 
situations.

From border and coast guard officers to 
translators and other personnel, each person 
taking part in the various Frontex operations 
plays a role in guaranteeing the protection 
of fundamental rights. Complaints may be 
filed about activities during the Agency’s pilot 
projects, return operations, joint operations, 
rapid border interventions, migration 
management support team deployments and 
return interventions.
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Who can submit 
a complaint?

No matter how old you are, you may submit 
a complaint to the Agency if you believe you 
have been directly affected by the actions of 
staff involved in a Frontex activity.

You can also be represented by any party 
(e.g. another person, lawyer, organisation, 
family member, legal guardian, etc.) who may 
file a complaint on your behalf. However this 
is not obligatory nor required.

Cases involving multiple complainants can 
also be submitted jointly when they refer to 
the same events.
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How to submit a complaint?

The complaint must be submitted in writing 
in any languages, including Arabic, Pashto, 
Urdu and Tigrinya. You may wish to use the 
Complaint Form we have available in various 
languages on the Agency website. Using this 
complaint form will help the Fundamental 
Rights Officer to process your complaint 
more efficiently. However, you can submit 
a complaint by other written means of your 
choice.
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To send your complaint you can contact the 
Fundamental Rights Officer by email, letter or 
electronically using the online complaint form 
on our website:  
http://frontex.europa.eu/complaints/

Email:  
complaints@frontex.europa.eu

Postal address:  
Frontex, Fundamental Rights Officer,  
Complaints Team 
Plac Europejski 6 
00-844 Warsaw 
Poland
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How does the complaint 
procedure work?

The Frontex Fundamental Right Officer will 
register the complaint and consider whether 
your request is admissible under the rules 
establishing the complaints procedure. 
You will always be informed whether your 
complaint was deemed admissible.

If it is admissible, the complaint is sent to the 
Frontex Executive Director and, if national 
staff was involved in the alleged violation, 
to the authorities of the affected Member 
State. You will be informed which authority 
or authorities received your complaint and 
will be provided with their contact details.

If the complaint is inadmissible, we will try to 
assist you and provide you with information 
about other mechanisms available for your 
specific case or concern.
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Proper authorities will investigate your case 
and will make a related decision, which 
may include administrative or disciplinary 
measures against the person in question.

The time necessary to process the complaint 
may vary depending on the authority involved 
in the case. The Frontex Fundamental Rights 
Officer is committed to ensure an effective, 
efficient and fair complaint management 
process.

During the process your personal information 
(name, contact details, etc.) is protected and 
we need your consent to forward it to the 
relevant national authorities.
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