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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 \
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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 ’
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