COUNTY GOVERNMENT OF KIAMBU

Department of Municipal Administration and Urban Development

KUSP GRIEVANCE REDRESS MECHANISM (GRM) STRUCTURE

The Grievance redress mechanism Procedure allows stakeholders to raise issues, questions or concerns and grievances with
the project. Kiambu County and the municipalities have addressed issues, questions, concerns and grievances in a prompt,
respectful and responsive manner. Every stakeholder has the right to an effective grievance mechanism which will be free.
The municipalities have addressed all Complaints received, regardless of whether they stem from real or perceived issues and
whether the Complainant is named or anonymous. The statutory rights of the Complainant to undertake legal proceedings
remain unaffected by participation in this process.

Through the effective GRM the programme will foster trust. To this end it will communicate this Procedure in an
understandable manner to stakeholders. Confidentiality will be respected and Kiambu County will take all reasonable steps
to protect parties to the process from retaliation.

Objectives of the GRM

1. Establish a prompt, consistent and respectful mechanism for receiving, investigating and responding to Complaints
from stakeholders;

2. Ensure proper documentation of Complaints and any corrective actions taken; and

3. Contribute to continuous improvement in performance through the analysis of trends and lessons learned.

4. Enhance trust and confidence among stakeholders on KUSP interest to address their concerns hence promote project
positive image.



KUSP GRIEVANCE REDRESS MECHANISM (GRM) STRUCTURE

Receive

Modes of receiving complaints
e Phone calls/text messages-
° meetings
e Open conversation
e e-mails
e  Public Barazas
e Onetoone
e Chief’s barazas
e Social media, Media broad cast, newspapers
e Suggestion box provided at the site offices

Acknowledge

——

Acknowledging complaints

The Municipal manager, ARE or the Contractor registers the
complaint in the Grievance log book

Investigate

e The Municipal manager, ARE and the site agent investigate the
complaint and close/within 2 days.

e If the matter can’t be resolved it is escalated to the local grievance
committee whose composition is a maximum of 5 (Municipal
manager, ARE and the site agent and two community
representatives Within 7days

e [f the matter is not resolved, it is escalated to the County GRM
committee within 7 days

Response/Feedback

& Close out

(—

e If the Complainant accepts the resolution, KUSP will proceed to
implement.

® |f the Complainant does not accept the resolution, the Complaint will
be escalated to the County Appeals Committee




Annex |: Complaint Register/Accident Logs Samples

KIAMBU MUNICIPALITY
June 2019
August 2019 'No | Date Complainant | Complain Issue | Complain | Date Action Complain
o Die Conplinant & | Compln e Conplan | Dae i Complin | Received | & Contact Channel | Acknowledged | taken Status
Received | Contact Channel | Acknowldged Status 1 16/6/2019 | Rosemary Waste water Inperson | 16/6/2019 Matter Resolved
— - - Wawerno7a2 | discharge forwarded to
I |12/8/2019 | JohnKomo | Accesstoosteep | Residentto  12/8f2019 | ReportedtoSite | Resolved 373001 PHO
0728083864 - andnedsadciton | CLO Agat ‘2 [o4/6/2019 |Treneo722385 | Frontageparking | Inperson | 24/6/2019 Matter Resolved
L_| of murram 083 affected by forwarded to
L |13/8for9 | Samuel Noaccessand | Residentto  13/08/2019 | ReportedtoSite | Resolved construction site agent
Mbugua murram heapnot | CLO Agent
0728083864 | spread
7 : . July 2019
8 1382019 | JohnKomo | Powercable Residentto | 13/8/2019 | Matterreported | Resolved : . : . :
0728083864 | interuption (10 10 KPLC No  Date Complainant & | ComplainIssue ~ Complain | Date Action taken Complain
— . , Received | Contact Channel | Acknowledged Status
4| 15/08/2019 Riskyheapof | Residentto  15/08/2019 | Heapremoved | Resolved .
’ ol fev o . '9/7719 | FrancisChere | Casuallabor ToCLO | 11/7/019 More locals Resolved
Stones piaced close | salety omicer Ndungu opportunities for already working
| to the entrance 0726578120 | locals in site
5. | 29f8J2019 | N/A Collapsed electric | Social 22/8/2019 | Polere-installed | Resolved 2. 10/7/019 | JamesKomo | Placement of ToCLO | 10/7/019 Agreement touse | Resolved.
pole safeguards 0723234578 excavated soil on the soil to raise
M : : rivate land entrance
0. | 30/08/2019 | Elizabeth | stormwater Residentto  30/08/2019 | Temporary Resolved T TR pD ! dorol (100010708 Wi o
" : . osemary isconnection o 0 ater olved.
N](())I;] i w‘ésgdsgmgng i (1o Eun.ndsv ct[eated L Gichuru water. No water Teconnected.
0701420127 and destruction o hainvater omoys0s | supply.
property duringthe raing
—_— October 2019
eptember - - - . .
- ‘ - — . - No | Date Complainant & | ComplainIssue | Complain | Date Action taken Complain
W E:ot; » goo:lggmant & [ Complain Issue g]o;?npnl;:in f\);kti i Action taken (Sigxglam Received Contact Channel Acknovwedged Status
|1 [3/9/2019 | EstherWaweru | stormwater [ Resident | 30/08/2019 | Temporary tunnels | Resolved I | 8/10f019 | Samuel Collapsedwall ' Inperson | 10/10/2019 | Ownerrepairedthe | Resolved
0711692792 f]ause.d 1o CLO created to drain Mbugua hindering collapsed perimeter
ooding and water during the
destruction'of raing 0728083864 | movement wall
: - property — B 2 |10/wf2019 | Florence Bus park Inperson | 11/10/2019 | Explainedthatthe | Resolved
2. 1 10/9/2019 Betty Gaceri storm water Resident 30/08/2019 Temporary tunnels | Resolved Wambui taking t00 long progress was
0721913087 caused to CLO created to drain L0 .
flooding and water during the 0701339 893 Plemg upandit
destruction of rains will be complete
L : property : 500D,
3. [16/9/2019 ﬁ;ﬁ‘ﬁ,‘& ;*I;;;e zgzrsn:\dwater tRernSgnt 30/08/2019 z‘ri?&zr?(?(‘i‘r;‘?;els Resolved . 16/10 /2019 | Principal Noaccessas | Inperson | 17/10/2019 Access created Resolved
flooding and water during the township culverts not
destruction of rains secondary Installed
property 0733710 640




KARURI MUNICIPALITY

e ———

%t a2 | <

Put - down on paper

e
Qoegeery |

i

[7V: &2 AR AUV

ﬁ: Drovras Tm

f‘; ;U;wuj

&




P
B
=)
m
Ay
-
Q
=
-4
=
=
=)
[+
=
=
=
[t |




RUIRU MUNICIPALITY




KIKUYU MUNICIPALITY

=

K (OD STORMNM) NATER
LUt Qo < weAaa Ty

ACCIDENT AND INCIDENTS LOG B
SIKUNI PROJECT,
2019/2020.

b
E

D220 — PALT s ?d FAL L e 22 b &
AT

A ZECS

COUNTER BOOK

(288

rAGES |

. -
A e gett on Bec Tocokes's lng while he wais in-theeipe trench and
TREATMENT STERS

{Fimet. Avel wa acminietemd e Berr Tombo . He also dock

5y g
ey o -
REFORT ANG RECOMMENDATIONS -
= Tha twealcoent, be weceived wos efpecten. He reptect bock do wosk after tac cays off =
@3 " nECEMB LR, 9017

‘[n.s;;.h' OCCURRENCE [ACCIBENT 2
| Rog o b comivns sayunyy e bis logy wshile errening. e loesee suel shve-f swexs syl sy rma g e
\TREATMENT STERS

< Fird Aid aus adrmosctend b Ry Silws. He tock pain killass frem-tve chemisk.

(SPECIALG T REFORT AN REDMMENGATIONS
= No apecalsstreport .

l ox " DECA £R, 01T
- | OCCLRRENCE [ACLDENT
|k Ogre igjured bics bond ehile g the bas o fexp of the mxankode..

1 =
TREATMENT (STERS 2 =
\fraat Avel e achmintetesed do ek Qgetse.and s hand cere olmmecl aveh o frbnic. plaster. |
SPECIALICT RIFORTAND. RECOMMENEATIONS
N specialict vepert

TR €T rmicidzrice I e s e
t 200 g PN DArvana<. nan Aryiee Ve woeas =il ved
! T crosy Xl rocie Y Ccross
wos g\u ) \c\d3 e worre ~Qlarclad
ML T@an el\awd \ed F I wvped Fo Cooes
Phranded S Arpag [ DY vec st
e crost Yhe road
b\ Deva Lrjurcin to Concwess sy ot oo opqresd
T ot
o —<Doray T ec
lhe Conwmacser imcimatss Wor  jice  wvas et
Ihich Loas o e e (o X0 = S comyra ceves
to primr aggn  _fire Jotafs e dn buyg
A Chainzge o4 000 e Aot
= - ol e T o t
v St o e v
= | — 1 |
= KA ik
Al oI ek R G oalivi sk il

E igeen 1oaex

R syt




Ne.| bATe receives| PLAcE oF [ nan THIKA MUNICIPALITY

v SCENE COMPLATINANT [THE COMPLANNANT| (330 E CHANNEL Acxofom.ebgeb oo lge R g Lit::':;:l-r
1. | e6/0z /2019 | Rocd 2 N i Wake -
. Chevhioge | 0+ 464 SunL _jfnq O bos|rssl o4 b-ok.f_'P' '/:::J“Of | o6 fozlaciq —'r:\cf::-v'c' Triwasco| Rosol,d.
| vettang .
2. log log fa019 | Roud 2 L el 1 1 Wl
Chovncge MGTo Lur Njua O70s 164 45L& bmlz: PP V.r‘:’:’ of og (0% lacia lngoeres 4 THiwasco| Rrsol,, b
n. .
= > /O‘F/.?o' Qoa‘l i 1 ‘ | I ‘ 'N Techaictans
_ ‘ - ater pipe | Word to [og /2019 '
‘ I 1 O70S 1éq 4s¢ lorvhnp. £ mw‘:‘\-Qf / —-,r’:t:”:'.i T R onlecds
4- |1s los/a o1 | v ’ : \ T iy
j -! : o’rﬁ'v ) —1_’40! La?up } Word o lf/as [facig Relocatsd Leacons Rersolyv.d
. - .E : , tJnv‘mre-;:{-fm "9 ! for- fad Snirs.
i { ! ) I ‘ ‘ ‘
e T ] i 1 ' : : : : - -
: l o7 'A‘ 456 i\&-ﬁcoﬁa':jom ./\,?l'\ﬂ' q | 2? /qs /.’l[oloi €o~\mun;‘ca§0¢! o Resolvpe
‘ Jﬂr\a ,'J- Nﬂl)“u% = i l‘l !. ! \ Jq,Far"wM 9“\“:! .
: 1 ‘ L ‘ Sy 4 1‘ l % ) i i ‘
| I 0700 Qe e-r‘ P ’» i Tﬁﬁ‘q i J%/aglaq;q : AW'?“'"’ & U, Rss0)v,
1 l ! 1 ! f ‘ ¥ lu\‘ P \Ou P ! 1 By Iﬂ& MJ cnaé'
Moo Fads [2d & T I * S i i S i, ket il
02‘ o Qo/9 oo Qo i : ! : ' i { 1 <
Charcnage Sun l"‘!jwa 0705 lbqg 4s¢c i,:rcfﬂc'ij We- 4 o °2/07 [2014 GCromunicated Lo Kesvre
o+ seo OIc\")a_gcoe. o i ¥ chj C ’nfo(m'a'
> 04/07/:)01q QOOJ 2 . Coq Feerl P
(‘\a;ﬁo()( Can N)\A /0'7/90/"1 ”“fcfﬁf’/r/ 7T W ASCO 2=
O+ O 1lq =
i 4 = ) '
a.| 0s/)o7 /-?4!9 Rod 2 e 97 /2era "'f""”'"" PPy St
Ckac‘m_ge Sun Nj" WecR icia~sd
O f21S5
fo- 2 /O 8’/-20!9 20"'0’ 2 er‘ga«!ivl ;/.?;IQ (ﬂfo.»;:cﬂ -_rH’I/\/A?D,_ 7Ej;/v2;
Cl-\qc'f\aﬂt Ngav‘*“’\ '77!:[\'\-’( rans ‘
O1+420 !
= { 2 ]
YO v e ¢ e

RN
&C\‘{t\{l C Cm

v;‘aiﬁ‘:& g &% 558 ’-i’:";

ety ent
Shé

T EHII A NMiUNICIPALI'T Y

ACCIDENTS ANID INCIDENCESE
REGISTER

IRIGANJIJIO SEWVWER




