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For purposes thhis Mahual TRy . b0ty (g =
T Complamt means an expressnon of dissatisfactlon requiring a response related to the actlons, A -
S eda decmons services, or conduct of Nakuru City Board. "o T by Loy .
YT E Complainant meahs any mdw;dualor entlty submlttmgacomplamt b e AN R ’ .
ol ' pa _\" i \
Respondent means the staff member department contractor or function that is the subject of
acomplamt ‘ , AP SO , ) g 2
i b ‘-\-."' S s gy ,".' y e (PN [
Grlevance Mechamsm means jthe" structured system establashed by the Clty for managmg '
! complamts from recerpt to closure Yo .
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".-‘a) Servrce dellvery and access to C|ty servrces o N A e v

2 LEGAL BASIS

1 ClTY'S GRM STATEMENT

Nakuru Clty Board is: commltted to providing accessible fair, transparent and

timely mechanisms for recelvlng, handling, and resolving complaints from

residents, service users, stakeholders, and the general public: Complaints shall be

treated as a critical tool for accountabr”ty, service improvement and enhancement
of public trust in city governance.

N \ - " N
. AN e S \ - J o\ e P8
' ‘ v \ / . . /
% ¥ v ] N
TR . y L AW oA

Thrs Manual is establtshed pursuant to i i G W

a) The Constrtutlon of Kenya 2010 Articles 10 47 174 and 232

b) The _Urban Areas and Cities Act, Cap..275; M‘I.J‘ e AORET ¢
). The County Governments Act, Cap 265 s s I
! d) The Public Service (Values and: Prrncpples) Act Cap; 185A .

e). The Faerdmlnlstratlve Actlon Act, Cap 184 BRI R T

f) The Data Protect|on Act, 2019 and A R :
B g) Any other appllcable natlonal Iaws regulatlons and poIIC|es -

3, rwk
. Ny

3 PURPOSE OF THE MANUAL

\".

‘v

o] b )

The purpose ofthrs Procedure,ManuaIrs to ST NIRRT e T R

A5 .",‘ $y "»,v YA ; s
e a) Establrsh a standardlzed and mstrtutlonallzed complarnts handlmg
framework for Nakuru Clty, : Lot .
-ib)" Ensure compllance ‘With constltutlonal prmuples of pubhc partrcupatron
accountabll:ty,and falradmlmstratrve actron ORI
c) Prowde cIear procedures for the recenpt assessment, mvestlgatron
;j-'j' resolutlon and reportmg of complalnts and :

d) Promote contmuous Iearnmg and |mprovement in servrce dehvery

4! SCOPE OF APPLICATION k _g'".;'-

\
v

Th|s Manual applles to all complamts recelved by Nakuru Clty Board relatlng to:

" 'p) *Administrative or operatlonal deusnons .
¢ Conduct of staff contractors consultants or agents,

. « o 4 . 2, P Yy Wy *
. LUy, S ~ \ iy \
¢l Ayt iy \

-y

] t { A o ‘ Ny e Y b, s N

‘s . » 2 o & | P4 25 Y g o , v
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d) Procurement and contracting processes;
e) Development Pprojects and mfrastructure implemented or overseen by the
Clty ‘

The ManuaI applies to eomplaints submitted by residents, members of the public,
staff, partners, contractors, suppliers, and other stakeholders.

5. GUIDING PRINCIPLES ..

Implementation ofthrs Manual shaII be gulded by the followmg prrncrples

'.a) Accessrbllltyand srmpllclty, v & g &R \
_'b) Falrness, rmpartlahty,andmdependence e WY
1 145E) Confldenttalltyand data protect|on, LN SN N T
' d) Timeliness and predictability; '
e) Transparency and’ accountabrllty, A
A "Protectlon from retallatron, (e “\.f‘r LR o Aay
e B ‘Contrnuous Iearnlng and servrcermprovement :

6 INSTITUTIONAL ARRANGEM ENTS

6 1C|ty Manager 1ot '.-r“l ) Ny 1% {2 A R

iR [y
\ 4,. TR
i

e N
The Crty Manager shaII f
. \, 4t T

a) Provlde overaII oversrght of complalnts handlmg, ; 3
: b) Enswe,mstltutronal compllance W|th exnstmg IegaI and pollcy lnstruments :

t‘ ": ahdI' l’,. oo p \ . \ .
40w y c) Report to the Clty Board on complamts trends and correctlve actlons

| ' ' A \ » A \

6. ZCompIamts Handling Unlt S N W el ERTAN L S

'l 1 / "I /Il. o ' ) "\ \ -I‘.I < i 3 \n.
M AGERN
' The Complalnts Handllng Unit shall ‘3\%&!‘9" VT 0
N2
' u\
AT a) Receive, register assess, Investlgate, and resolve complalntg’gq%g,@
A . b). Malntamasecure cOmpIaints register; PR
,L,.'.',t.‘ L c) Communlcate outcomes to complalnants and’ . te
: d) Prepare perlodrc reports for management and the Crty Board
4144 GBGrIevance ManagementCommlttee _‘ " T S M Rt G +
(laenl, “ ;",f,,’-' P L \ 2/Nakuru Cltnyoard GRM Manual
} f" Il .t"'-\"-' - b A Byt P - Ay . ) ity l
b g e | % ¥ I" ‘. l: ' l h ' I r‘r

) ’
l',r n'_,
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— R - - |

The Grlevance Management Committee shall:

a) Handle complex sensrtlve,orescalated complamts A )
s b)- Support mediatron and dispute resolution; WA pE
c) Advrse management on correctlve and preventive act|0ns

64Staffand5ervlceProviders f'_ : Mo bhay Ot KRk,

AII staff and servuce provrders shaII cooperate fulIy wuth complamts |nvest|gatlons
and uphold confldentlallty and professuonallsm

ST COMPLAINT SUBMISSION CHANNELS :
,\ -‘ W i ’ ' 'l_N‘,b) lx‘l-* ’ '-'\ v o
A2 gl Complamts may be submitted through N N R N N4 Ny v
mvoee [ Means sl - Channel Bl et
2 e L EMAl ST L e nakurucntymanager@gmall ORIt e
Ity *Telephone ortoll free I|ne e O 020124014400 T T 1
7.+ | Online complalnts portal A https //nakuru go.ke/contact-us/-
Complalnt box Pt At the entrance of Nakuru City Disaster - \
R Tl i A S N G T andRescueCenter D
R .In—p’erson,submissions; , Offlce of the Clty Manager,
it ondence :
‘\N” teln_ c_:orresp o 3rd Floor, Nakuru Clty Disaster and
P A : 73\},‘»" i Rescue Center el \' , P
S R 2 R Mon Fri; 800am, 500pm oA i T

‘. Anonymous complalnts shaII be accepted where sufﬁcrent mformatlon is prowded

bt to allow assessmentand actlon S R -) A e
8 COMPLAINTS HANDLING PROCEDURE A R
' i ",A‘f- Step 1: Recelpt andAcknowIedgement Vot R
R AII complamts shall be recorded W|th|n one (1) workmg day and acknowledged
( 0 wrthm twa (2) vyorkmg days of rece|pt G ) g
oA . : StepZ Assessment 3 B :
AP ! TR 3/Nakuru City-Board GRM Manual
_‘.I ,. C ] ‘ ) l ! " ' 3 'l ; '] ".\ :" l‘ B ’

@ CamScanner
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e ——————— .

r 427. . w e

Complalnts shall be assessed to determlne mandate, severlty, urgency, risk Ievel
and potential conflicts of interest. -

Step 3: Investigatioh

Investlgatuons shall be conducted falrly, obJectlver, and cdnfldentlally, wnth dué
regard to app|icab|e Iaws and polimes A

1
() \ W)

Sensmye complamts shall be handled in accordance with relevant government

procedures and referred to competent authorltres where reqUIred
3 > i %

Yo ) ! ( ar) Yoy : i v N s

Step4 Resolut:on R w7

LA

Resolutlon measures may mclude explanatlon apology, correCtlve act|on, serwce '

“\_' \ u
"

; |mprovement medratlon or dlsupllnary actlon

Step 5: Commumcatlon of Outcome i

- ‘I{ i (". e : : : 3
The outcome shall be communlcated in wrltlng\wdhln fourteen (14) to thrrty (30).
worklng days dependmg on comple)uty LR V,‘_"v";i' , : «

- ’ ,:\’.1 . " f
v-.‘ < : '

.":-’ Step6 RewewandAppeah ! \‘;,,‘ A e PR g e

\“.""‘ L M AR .}f. It AT

C;'- v,;,

’ »
] LS

A complamant dlssatlsfled wrth the outcome may request a review W|th|n fourteen Tt

(14) days The | revrew decnsuon shall be ﬂna[ wrthm the Clty s mternal mechamsms

R R

9 TIMEFRAMES y, CRh - ARG S B W LRI B S S \E
y ‘y‘\hvsw ." TN o K e SaT R {3 B W)
LS b, ' X D ) e e

L}

Acknowledgement- * -*. "' . |two (2) working days ’
thEStig,at‘iOn‘and,reSpOnse Il fourteen(14) to thll‘ty (30) workmg

; : Revrew outcome o RS 'fourteen(14) worklng days

a‘v

10 CONFIDENTIALITY AND DATA PROTECTION

All compIamts shall be. handled confldentlally and in accordance wuth the Data
Protectlon Acf énd government recdrds management reqUirements S ?:,

" cl bt A .t i <} AR
ve ‘ v N , " % . -j;\“ 5 k\
11; PROTECTION FROM RETAI.IATION g i N _ af’ .

o ] . (T D\\
; -". ‘. f { ,.'_\ ‘ ! ‘
’«‘_’ 15 B sl PRSP SOV INakuru Clty Boara’ GRI\? Md@\:&a

Tha . s 5o X7 E N UY
. Ies 4 AR NG : .’ oy kS0 .\x‘\(’
L kg £ A2 0Ty o L, Y o t. . .

Actlon ‘," s b i R Time frama Sy, (L S N

Qa'
W\
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'

N\

No person shall suffer reprisal, victimization, or- disadvantage for submlttlng a
\ complaintln goodfalth ‘ ,

12 CESSATION OF ENGAGEMENT

The. Clty may cease further engagement where a complamant engages in abuse

harassment or SmeItS mamfestly maltcrous complamts provuded such decisions -
‘are documented and communlcated

13 MONITORING REPORTING ANDLEARNING PEHLE RN Y Wi,

/

Comp|a|nts data shaII be analyzed perlodlcally to |dent|fy trends and lnform service’

lmprovement pollcy reform and risk management OB :
18, PUBLICAWARENESS A BN o
N t,;,‘ S 4 N0 Y A sl

,,,,,

& \ . \} ..j s
Nakuru Clty Board shall publlcrze th|s Manual and the complamts mechamsm
through publrc notlces, dlgltal pIatforms communlty forums, and servrce dellvery

pOlntS ’ BT f i
. l. i v L ,', ‘. ; -/(,
15 COMMENCEMENT & REVIEW A% ? vty

Thls Procedure Manual shaII take effect upon approval by the Nakuru C|ty Board
and revrewed bl annually o %

N
4 y
s ’
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- SCHEDULE I: COMPLAINTS INTAKE FORM

NAKURU CITY BOARD — COMPLAINTS INTAKE FORM

‘1. Complaint Reference No: _
.2, Date Received:
* 3. Mode of Submission (tick):
D Ema|l O Phone O SMS O Online O In Person O ertten
A Complamant Detalls (Optional)
4 Full Name
5 ID/Orgamzatnon (|f any) : v 4 v
,'6. Phone Nur’nber RENNESTATED S, Non. NN !
7. 'Email Address:_. " ESCRARINS N R
1B, .Phy5|cal Address SE : o L)
.'9. Do you wlsh to remaln anonymous’ IZ] Yes EI No
.B-COmpIaint'Detarls i) ."‘-; ' ‘;,j.f.,'; " . )‘ ;
470 10 Department/Serwce Concerned N T o
G i 11 Descrlptlon of Complalnt (attach addrtlonal pages lfnecessary)
‘ N | (R I Mt AU -
(il 12, Date issue occurred i R A D BRSO y
&l 13 Has this i issue been reported before? 1 Yes O No '
! lf yes, prowde reference/detanls' : -
" C. Supporting lnformation (Optlonal) 3 ‘ : ‘\‘ \
"}{-'" gy Attachments provided DYes l:] No LT T :
’ ;i » ? p ¢ ' X ‘e X (L N ‘.
Lo . f i ! X ¥ PAT SN
e D, Declaratlon\ Akl A T BN & WG c-"\'\o
1 " ke '.)'« “ f . AATRAEL bl Y i .' \ ; ‘\,\ \\ "4.‘,\.‘:
; #] conflrm that the lnformatlon provuded Is accurate to the best of. my knovﬁedge Y\\‘t}o :
: '/_ : , ) 3! ” ' r LT Sy 6/Nakuru City Board GRM Mahual
; oY) : £ _:: "- .,‘ .:"l , o ,"‘i' W, B ," g l ot v ) ]_" :

@ CamScanner
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‘ 'd ' { .l > ; ¥ § ? '.I 1
! Slgnature/Thumbprlnt‘ ‘ - S ' Date: \ ; ‘. o
SCHEDULE I COMPLAINTS REGISTER |
- ;', NAKURU CITY BQARD—COMPLAINTSBEGlSTER TN :", L e i HH

-
v
«\
\ '
g
el
Ja

Ref | Date '| ‘Combla’lnant, Issue’ | Department/ Risk ‘Action Status Date
No Recgl\ved (or. Anonymous). | Category Level | Taken | Closed .

& 5 N 0

Directorate

. 4 N H N

‘ \ XA A ; L0 . 08 e el

il . . D

\ . ‘ \ ! A ":
’1-. @ f‘/ P

The Complamts Reglster shall be malntamed securely by he Complamts Handllng
Unlt and updated regularly sameN : A ‘

‘ . \ oA
' ) A ' i l,'.- Ry ' fey W

PPk XA P ~‘~‘-' PR ‘. g,
’

SCHEDULEIII..COMPLAINT HANDLING CHART A

COMPLAINT RECEIVED e S .
. N ‘
L g ho®n ¢ :
COMPLAINT Pt vhq® . SRV IS %
RECORDED IN ity M PR AT % RO ALY e
REGISTER (within 1 N i - 2V . et R0 "
working day) PRI g vy Sy f RN it :
l r S P mad - o & %
N Yy v LI .
ACKNOWLEOGEMENT oy 8754 LA ERERAD N
SENT (within 2 working i [ v *eh
days) Rl JIAr ; ar ¥ i ¢
¥ TR 5 Ve
ASSESSMENT OF = Jees gt TN B P .
MANDATE, RISK & grazendihu Wt = U X O L d
SENSITIVITY At . ORI
Vi rivadin : v j
E AT Ao pa ¢
PIANAEZ N B XY v N VoA
|gu1$|owmw—| Iwummuqu T g B Tk i
) X 1 R : " \
374 . ‘

REFER YO RELEVANT INVES“GAYION
AUTNORIW CONDUCTED

[ cowwm cuoseo | Dmammz SRR RN ; :
RESOLUTION A} A N Lo g
i’ 3 » e o .
; : .

COMMUNICATE | LU '3 3 B i
OUTCOME TO AL SN v . VA
COMPLAINANT Ay 4 v s 1
" .
\ . 8 :
COMPLAINANT . 4
SATISFIED . i A St . S <
3 3 LY &
. » ; .
K] r“ P i Mt B AN 1 M L LI
CLOSE COMPLAINT & REVIEW/APPEAL [ STy YR A R AR R iR B
RECORD LESSONS PROCESS SRR e s : -
4 a3 NY X
S Py P
FINAL DECISION ~Y VOB § ’ %)
COMMUNICATED & ! . ] <) \
CASE CLOSED s N S s &
N .
. A AR 3
Y s ] N % ¢ 3 & " ¢
“«r f . X PRLIR ‘ x -3 « Ayt b g
~ “ . - i - ~ vt - .
Ll ¢ LS I ‘ LA YA
h ~ i RS A LR R A SR ) i &
[T W ; e ) L TR G uA XY CH | b il »
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SCHEDULE IV: COMPLAINT ACKNOWLEDGEMENT

TEMPLATE
Subject Acknowledgement of Complalnt Recelpt :
Nakuru City Board acknowledges receipt of your complaint’ dated Yo, 4 |
" Your complalnt has been, reg|stered under Reference No. W
. The matter is under revrew, and you wrll recelve feedback within the stlpulated
tlmelrnes under the Complamts Handlrng POlICV T ¥ I
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Subject Outcome of Complamt Reference No

ol o Followrng assessment and mvestrgatlon of your complamt Nakuru City Board has ~
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