
            

 

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 

 

 

Acknowledge 

 

 

Investigate 

 

 

• The Municipal manager, ARE and the site agent investigate the 

complaint and close/within 2 days. 

• 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 

• If the matter is not resolved, it is escalated to the County GRM 

committee within 7 days 

 

 

Modes of receiving complaints 

• Phone calls/text messages-        

•  meetings 

• Open conversation   

•  e-mails  

• Public Barazas    

• One to one    

• Chief’s barazas 

• Social media, Media broad cast, newspapers 

• Suggestion box provided at the site offices 

 

 

 

 

Acknowledging complaints 

The Municipal manager, ARE or the Contractor registers the 

complaint in the Grievance log book 

 

Response/Feedback 

& Close out 

 

• If the Complainant accepts the resolution, KUSP will proceed to 

implement. 

• If the Complainant does not accept the resolution, the Complaint will 

be escalated to the County Appeals Committee 

 



Annex I: Complaint Register/Accident Logs Samples 

KIAMBU MUNICIPALITY 

 

 

 

 



KARURI MUNICIPALITY 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



LIMURU MUNICIPALITY 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

  



RUIRU MUNICIPALITY 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



KIKUYU MUNICIPALITY 

 

 

 

 

 

  

 

 

 

 



 

THIKA MUNICIPALITY 

 


