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 If 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
Mo ik Conplanant & | Complinkswe | Conplain | Dae NG Coplin | Received | & Contact Channel | Acknowledged | taken Status
Received | Contact Channel | Acknowldged Stafus 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 - and needsadciton | CLO Agat ‘2 [o4/6/2019 |Treneo722385 | Frontageparking | Inperson | 24/6/2019 Matter Resolved
L of murram 083 affected by forwarded to
L | 13/8jorg | Samuel Noaccessand | Residentto | 13/08/2019 | ReportedtoSite | Resolved construction site agent
Mbugua murram heapnot | CLO Agent
0728083864 | spread
I - , July 2019
8. 13f8/2019 | 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 1 FrancisCh Catallb ToCl0 Vo ocds Resolved
R . of7/19 rancis Chere stal labor 0 11/7/019 ore locals esolve
Stones pia ! 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
] : : rivate land entrance
0. | 30/08/2019 | Elizabeth | stormwater Residentto | 30/08/2019 | Temporary Resolved T TR pD,V condt Tocl0 107708 Wi o
" : ) osemary isconnectionof | To ater olved.
NJOI? - w‘ésgdsgmgng i (1o aunpegctmted b Gichuru water. No water Teconnected.
0701420127 and destruction o hainvater omoys0s | supply.
property duringthe raing
Ssceicli October 2019
eptember o : : - : :
e : : : : : No | Date Complainant & | ComplainIssue | Complain | Date Action faken Complain
‘ No :l):ct:ived gg:xtg‘l;mam& Complain Issue gﬁmﬁn }\):lt;owledged Action taken g;r:glam - Received Contact Channel Acknowl ﬁdg o Status
|1 [3/9/2019 | EstherWaweru | stormwater [ Resident | 30/08/2019 | Temporary tunnels | Resolved 8/10fo1g | Samuel Collapsedwall ' Inperson | 10/10/2019 | Ownerrepairedthe | Resolved
0711692792 ﬂc““s‘?d 1010 created to drain Mbugua hindering collapsed perimeter
ooding and water during the
Asstidtioiiot i 0728083864 | movement wall
| E— A | property | — — = |2 10/w/2019  Florence Bus park Inperson | 11/10/2019 | Explainedthatthe | Resolved
2. | 10/9/2019 Betty Gaceri storm water Resident 30/08/2019 Temporary tupnels Resolved Wambui takingm(l long progress was
0721913087 caused to CLO created to drain 0 .
flooding and water during the 0701339 893 Plemg upandit
destruction of rains will be complete
| - property . soon.
3. [ 16/9/2019 (s);&zl\lzr; 217];:; 2;(zl|'sr:dwater ﬁ)esclg(e)m 30/08/2019 If;:g‘:ffg{;;?‘fe]s Hicacived 5 [ 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
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