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CITYOFELDORETGRIEVANCEREDRESSMECHANISMFRAMEWORK(GRM).

TheCityofEldoretGrievanceredressMechanism(GRM)frameworkdesignedtoaddress
complaintsandgrievancesraisedbytheresidentsoftheCityofEldoret,concerningservices,
governanceandlocaldevelopmentprojects.
Theframeworkisstructuredtoensurethattheresidentshaveaclear,accessibleandresponsive
processtoexpresstheirconcerns,seekresolutionsandgovernmentaccountable.
PURPOSE
Thepurposeoftheframeworkistoestablishaformal,transparentandeffectivegrievance
redressmechanisminCityofEldoret,ensurethatcomplaintsfromcitizensareaddressed
efficiently,improvinggovernanceandservicesdelivery.
SCOPE
Theframeworkappliestoallcityservicesandissuesmanagedbycity,includingwaste
management,roadmaintenance,publichealth,planninganddevelopmentissueandwatersupply.
OBJECTIVE•Toprovidecitizenwithanaccessiblewaytofilegrievances.

Toenhancecitizensatisfactionbyimprovingservicesdeliveryandcommunity
engagement.
Toenhancethatgrievancearehandledina fair,transparentandtimelymanner.
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INTRODUCTION

1.1ADDRESSINGGRIEVANCEFROMPROJECTS-AFFECTEDCOMMUNITIES.
A GrievanceRedressMechanism(GRM)isaninstrumentthroughwhichdispute
resolutionissoughtandprovided.Itinvolvesthereceiptandprocessingofcomplaintsfromindividualsorgroupsnegativelyaffectedbytheactivitiesofaparticularproject.TheCityofEldoretwillusethisguidelinetoprovideaframeworkfortheresolutionof
grievancesemanatingfromprojectbeneficiaries,projectimplementer,andother
stakeholdersduringtheimplementationofitsprojectsandprogramsincludingdonor
fundedprojectsandprograms.Thiswillensuresmoothimplementationoftheprojects,
timelyandeffectivelyaddressingthesocialconflictsthatwouldbeencounteredduring
implementation.

1.2DefinitionofTerms

Complaint-Anexpressionofdissatisfactionbyapersonorpersonsoragroup,institution
ororganizationaboutanunsatisfactoryorunacceptablesituation,includinganactor
omission,oraboutthestandardofaservice;whethertheactionwastakenortheservice
providedbytheperson,theinstitutionitselforabodyactingonbehalfofthepublic
institution.

Complainant-A person,groupofpersons,organizationorinstitutionmakinga

complaintwithinthemeaningofthisguide.

Respondent-A personorofficethatanswerordealswiththecomplaint

Lodging-isthemakingofafornalorofficialcomplaintaboutapublicinstitutionora
publicofficer.

Resolution-itssituationwheretheCountyorcityofEldorethasprovidedsuficient
informationoraremedyorsolutiontothesatisfactionofthecomplainant,orwherethe
ofPracticecomplainantisunsatisfiedandthepublicinstitutionhastakenthecomplaintthrough
dueprocessandmadeajustdecision.

Complaintsmechanism-referstotheinstitution,procedureandprocessthathasbeen
adoptedbyapublicinstitutiontohandlecomplaints.

Rootcause-istheprimarysourceorbasisofthecomplaint.

ProjectManagementCommittee-ProjectManagementCommitteeisateamof
communitymemberselectedbytheprojectbeneficiariestorepresenttheminthe
supervisionandmonitoringtheday-to-dayimplementationoftheproject/programand



linkingtheprojecttocommunities,developmentcommittees,implementation
departmentsandtherestoftheworld.

1.3ObjectivesofGrievanceRedressMechanism

ThemainobjectiveoftheGRMguidelinesistooperationalizetheprovisionsofgrievance

redressmechanismasprovidedforinthepublicparticipationandciviceducationpolicy.

Morespecifically,theGRM guidelinesenhancethefollowingobjectives:

a)Toprovidea frameworkforaddressingcomplaintsandgrievancesandenhanceconflict

resolutionarisingfrom,andduringandafterpublicparticipationoutcomesandactual

Programmeimplementation.

b)Ensuretransparencyandaccountabilitythroughoutthecollaborativedecisionmaking

processesandtheimplementationofprojectsandprogramsamong-esttherelevantstakeholders

includingprojectbeneficiaries.

c)Resolveanyemergingenvironmentalandsocialgrievancesinprojectareasasabasisfor

facilitatingeffectiveprojectriskmanagementatimplementationlevel.

d)Topromoterelationsbetweentheprojectimplementers,executersandbeneficiaries.

e)StrengthenPromotepublicparticipationinthedeliveryofpublicgoodsandservices

1.4ScopeoftheGRM

TheCityGRMFrameworkprovidesachannelfordisputeresolutionforeffective

publicparticipation.Itisbasisofnegotiationonagreementsmadebetweenthecounty,

non-stateactorsandthepeopleofUasingishufromtheidentification
oftheirneeds,

prioritization,resourceallocation,toimplementationandhandingover.Itisaimedat

operationalizationofthegrievancemechanismsprovidedforinthepublicparticipation

andciviceducationpolicyandexpandstopetitionsandcitizenreferendums.However,the

GRMservestocomplementbutnotreplacetheexistinglegalchannelssuchascourts,

tribunals;administrativerecordingofoccurrencebooksthroughthecountyadministration

andotherrecoursemechanismsforaddressinggrievances.

ThetargetedaudienceforthisGRM willrangefromthecountydepartments,cityofEldoret

projectmanagementcommittees,developmentcommitteesandgeneralcommunities.
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1.5PrincipleoftheGRM

TheeffectivenessoftheGRMFrameworkisguidedbythefollowingprinciples:
a)Accessibility:TheGRM shouldbeaccessibletoeveryoneandatanytime.Itshouldtakeinto
considerationpotentialbarrierssuchaslanguage,literacy,awareness,costorfearofreprisaland
seektoaddressthem.
b)Predictability:GRM shouldbetime-boundateachstage,andhavespecifiedtimeframesfor
theresponses.
c)Fairnes:Alltheproceduresthereinshouldbewidelyperceivedasunbiasedinregardsto
accessofinformationandmeaningfulpublicparticipation.
d)Rightscompatibility:Theoutcomesofthemechanismshouldbeconsistentwiththe
internationalandnationalstandards.Itshouldalsonotrestrictaccesstootherredress
mechanisms.
e)Transparencyandaccountability:TheentireGRM processshouldbedoneoutofpublic
interest.)Capability:ForaneffectiveGRM,thesystemneedstobeendowedthenecessaryresources,
thatis,technical,financialandhumanresources.
g)Feedback:Itshouldserveasameanstochannelcitizenfeedbacktoimproveproject
outcomesforthepeople.

1.6LegalFrameworkforGrievanceRedressMechanism:
i.Section15TheCountyGovernmentAct,2012statesthatanypersonhasarightto
petitionaCountyAssemblytoconsideranymatterwithinitsauthority,including
enacting,amending,orrepealinganyofitslegislation.

ii.Section88(1)oftheCountyGovernmentAct,2012alsogivesthecitizenstheright
topetitionthecountygovernmentonanymatterundertheresponsibilityofthe

countygovernment.

ii.Section88(2)oftheCountyGovernmentAct;2012stipulatesthatcitizenpetitions
shallbemadeinwritingtothecountygovernment.

iv.Section89oftheCountyGovernmentAct,2012statesthatCountyGovernment
authorities,agencies,andagentsmustrespondexpeditiouslytopetitionsand
challengesfromcitizens.
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1.7PrincipaloftheGRM.

PRINCIPLES
Accessibility

Transparency:

Timeliness

Fairness

Accountability

Feedback

CONTEXT
TheGRM shouldbeaccessibleto

everyoneatanytime.
Itshouldtakeintoconsideration
potentialbarrierssuchasliteracy,
awareness,costorfear.
Theprocessshouldbeclearandopen,
withregularupdatesprovidedto

complainantsonstatusoftheir
grievance.
Grievancesshouldbeaddressedand
resolvedwithinareasonableperiod,
withasettimelinescommunicatedto

thecomplainant.
Alltheproceduresthereinshouldbe
widelyperceivedasunbiasedinregards
toaccessofinformationandmeaningful
publicparticipation
Cityofficersresponsibleforhandling
grievancesmustbeaccountableforthe

resolutionofcomplaintsandservices
improvements.
Itshouldserveasameanstochannel
citizenfeedbacktoimproveproject
outcomesforthepeople.

1.8GRIEVANCECHANNELS

a)CitizenofEldoretCitycanfilegrievancesthroughthefollowingchannels:
MobileApps:onecanusemobileapplicationsallowingresidentstofilegrievances
sendimagesorvideos.
Walk-in:complaintscanbesubmittedinpersonatthecityofEldoretofficesor
designatedgrievancedesks.in
Phone/Hotline:adedicatedphonelineorhelpline(toll-freenumbers)forcitizensto
lodgecomplaints
Email/Website:citizenscansendemailsorloginthewebsitetothecitydesignated
grievancesredressaddress.
Socialmedia/whats-upgroups:citizenscansendcomplainsthroughthewhatup
groupswithintheirareas.
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Anyothermodeasmaybedeterminedbythecity.
Besidesthecomplaintslodgedthroughthemodesstatedabove,considerationswillbe
madetothefollowingcomplaints:
Ownmotionmatters:wheretheCitypicksupmattersthatarerelevanttotheir

mandate,forinstance,issuesexposedthroughthemedia.•Anonymouscomplaints:thesearecomplaintspresentedbypeoplewhodonotwish
tohavetheiridentityknown.
•Complaintsoriginatingfromreports,includingsocialaudits:thisshallbeaddressed
andfeedbackgiventothepublic.

b.)ReceiptandAcknowledgementofComplaints:
Uponreceiptofa complaint,theGRMofficershallassignitareferencenumberand
acknowledgereceiptwithinone(1)workingday.

c.)DocumentationoftheComplaint:
Foreverycomplaintreceived,theparticularsofthecomplainantorthegroupshallbe
documentedinthelogregisterwhichmayincludecomplainantdetails,thenatureof
thecomplaint(what,who,when,whereetc.),partiesinvolved,relevantdates,and
actiontaken.
Alldocumentsrelatingtocomplaintsshallbekeptinsafecustodyandarecordofthe
chainofcustodyshallbemaintained.Complaintsrecordsshallbemaintainedforat
leastsixyearsasrequiredbylaw.

d.)AssessingtheComplaint:
-Aninitialassessmentofthenatureandgravityofthecomplaintshallbemadebythe
receivingofficertoallowforcategorizationintominor,moderate,andmajorand
furtherprioritizationtoavoidthelumpingtogetherofsimple,easy-to-resolve
complaintswithcomplextimeconsumingones.Assessmentisdonetoensurethe
admissibilityofthecomplaints.Thiswillinvolvereviewingofcomplaintstodetermine
whethertheyarewithinthemandateoftheCity.Otherfactorsthatmaybeconsidered
todetermineadmissibilitywouldbe:whetheracomplaintisalreadybeinghandledby
anothercompetentinstitution,e.g.thecourts;and,theperiodwithinwhichacomplaint
islodged,basedonthetimelinesthatmaybedeterminedbytheMunicipality.

e.)Action:
Whentheprocessfordeterminingadmissibilityiscompleted,afilewillbeallocatedto
anactionofficerorreferredtotherelevantcountydepartmentorinstitutionifnot
withinthefunctionsofthecity.Aninquiryintothecomplaintwillthenbeconductedto
verifythefactsandotherdetailsofthecomplaintbeforeactionistaken.Atthisstage,
therespondentshouldbecontactedtogivearesponsetothelodgedcomplaint.

£)Investigation:
Whereinvestigationisrequired,thecityshallproperlyplanwithaclearindicationof
thetimeandresourcesrequired.Theplanningshouldclearlyestablishwhatistobe
investigated,whatevidencewillbegathered,whoistobeinterviewed,documentstobe



recovered,theexpectationsofthecomplainantandalsowhetherthecomplainthas
specialconsiderationstobetakenintoaccount..Theinvestigationshouldbeforthe
purposesofestablishingthefactsandexploringoptionsforresolution.The
investigationitselfshouldbecarriedoutinanimpartialmanner.Confidentialityshould
bemaintaincdandgreatcaretakentocnsurethatthecomplainant'sprivacyis
protectedandtheirsafetyisnotendangeredthroughexposureofhisorheridentity.

g)Authenticationofevidence:
Atthisstep,thecitywillgiveboththecomplainantandrespondentfairtreatmentand

chancetoadvance/respondtoclaims/allegationsand/orproduceanyrelevant
evidence.

Thepartieswillbegivenadequateopportunitytobeheardbeforethedesignated
complaintsofficer.Partiesmayobjccttothehearingoftheircomplaintsbyofficer/sthat

theysuspectmaybebiascdagainstthem.Allmattersshallbehandledinamannerthat
complieswiththeConstitutionandthelawsofKenya

h.)Respondingtofresolvingthecomplaint:
Resolvingthecomplaintinvolvesaddressingtheissue(s)complainedaboutand
offeringthebestpossibleremedyinthecircumstances.Thecomplaintshouldbe

handledimpartiallyandobjectively.Anofficerwhohasanyinterestinthemattershall
disqualifythemselvesfromhandlingthecase.Complexmattersmayinvolvemediation,
negotiation,orconciliation.
Theremediesforaddressingthecomplaintsshouldbeclearlysetoutandtheparties
shouldallbeawareofthepossiblesolutions.Thecomplainantshouldbeinformedof

thedecisionreachedandreasonsshouldbegivenforthedecisionbythecomplaints
officer.Anydecisionreachedshouldbecommunicatedwithin30days.

i.)Closingthefile:
Onceadecisionisarrivedat,itshallbecommunicatedtothecomplainantthe

respondent,andotherinterestedparties.Thecomplaintsdatabaseshallbeupdatedto
reflectthedecisionsmade.

j-)Process:
a)Thecomplaintsmechanismwillhaveanappealorreviewprovisionforthosewho
aredissatisfiedwiththedecisionofthecomplaintsofficerofthefirstinstance.The
actionofficersdocumentwhattheyconsidertobetherootcauseofthecomplaintasa
wayofpreservingknowledge.

2.0TIMELINEFORRESOLUTIONOFGRIEVANCES
Thereceivedcomplaints/petitionshallbeacknowledgedwithinone(1)workingdayof
receipt.Theresolutionperiodshallbebetween14-21workingdaysanddecision
communicatedwithin30workingdays.



3.0GRMSTRUCTURE

GOVERNOR

CECM URBANPLANNING CITY BOARD

CITYMANAGER

CITYPROJECTCOORDINATOR

TEAM (CPCT)

CITYGRIEVANCEREDRESS
MECHANISMOFFICER

WARDADMINISTRATOR/PROJECT

INCHARGE

COMPALAINANT
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Thereshallbeestablishedcommitteestoresolveandmanagecomplaintsemanating
fromservicedeliverywithinthecity.
Theshallbeasfollows;

3.1CityGRMSteeringCommittee
ThisshallbetheApexcityGRMcommitteeandshallbeappointedbytheCounty
ExecutiveCommitteeMemberresponsibleforurbandevelopment.Thecommitteeshall

bereportingquarterlytotheCityBoard.

Thecommitteeshallhavethefollowingmembership;
•ChiefofficerresponsibleforUrbanDevelopment-Chairperson
•ChiefOfficerresponsibleforpublicparticipation•2no.CityboardMembers(consideringgenderparity)
•Countysolicitororrepresentative
•Citymanager-secretary
•CityGrievanceRedressOfficer

Rolesandresponsibilities
i.CoordinategrievanceredresswithintheCity.
ii.Ensurebudgetaryallocation,equipping,andcapacitybuildingofGRMstructures.
iiProvidepolicyguidancetotheCityGRMcommittees.
iv.GRMPolicydevelopmentforapprovalbytheCityBoard.
v.PromotestrategicpartnershipsforresourcemobilizationinGRM.
vi.Promotethesensitizationofstaff,communities,andotherstakeholderson

complaintshandling.
vii.Approveprocessingofrequestsforaccesstoinformation.
viii.Ensureproactivedisclosureofinformationheldbythecity.
ix.Monitor,evaluate,andreviewcomplaintshandlingactivitiesinthecityand
reporttotheBoard.
x.SubmitquarterlyandannualreportstotheBoard.

3.2CityTechnicalGRMCommittee
ThecommitteeshallbeappointedbytheCityManager.Thecommitteeshallhavethe
followingmembership;
•CityManager-Chairperson
•CityGrievanceRedressOfficer-Secretary

•CiyEngineer•Cityplanner•Citysurveyor•CityAccountant
•CityHumanresource
•CityMonitoringandEvaluation
•CityEnvironmentOfficer
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Rolesandresponsibilities
•Promoteaccesstoinformationonprojectimplementation.
Mainstreamingenvironmentalandsocialsafeguardsintheprogramming.

� Provideregularstatusupdatesongrievancestocabinetclaimantsandotherrelevant
stakeholders,asapplicable;
•ProvidetechnicalsupporttoGRMcommittees.
•Review,process,andproposesolutionstocomplaintsescalatedbytheproject-level
GRM Committee.

•Capacitybuildingof GRMCommitteesandotherstakeholders

•Identifygrowingtrendsingrievancesandrecommendpossiblemeasurestoavoidthe

same
•createawareness,accessibility,predictability,transparency,legitimacy,arndcredibility

oftheGRMprocess;
•EnsureconsolidationofquarterlyandannualGRM reportsforsubmissiontotheGRM

steeringcommittee.

3.3CityGRMDeskOfficer
Thisisaone-stopGRM officewithafull-timedesignatedGRM officerappointedbythe

CityManager.Theofficerwillberesponsiblefor;

•Complaintsreceipt,documentation,acknowledgment,tracking/follow-ups,and

resolution.•Providefeedbackforcomplaintsresolvedtothecomplaints/petitioners,/memoranda

•CapacitydevelopmentforalllevelsofGRMcommitteesanddesks.

•Capacitybuildingofstaff,communities,GRMcommittees,anddesksontheGRM
framework.
•MakereferralsforcasesoutsidethecityGRM mandate

•Provideacentralpointforthemunicipalitygrievanceredressmechanism.

•Capacitybuildingof Countystaff,communities,andotherstakeholdersonCounty

anddonor/partner-fundedprograms
•ProvidingtechnicalsupporttoCountydepartments,committees/desks,andother

stakeholdersonGRM
•GRMpolicydevelopment
�Preparemonthly,quarterly,andannualreportsforsubmissiontothemunicipality
technicalcommittee.
�Monitor,evaluate,andreviewcomplaintshandlingactivitiesinthemunicipalityand

reporttothemunicipalitytechnicalcommittee.

3.4Project-levelGrievanceRedressCommittee.
Thiscommitteeshallcompriseof;

•Projectmanagementcommittee(PMC).
•Thecommitteemayinvitetheprojectmanager,wardadministrator,and
respectivevillageadministratortotheirmeetings.
Theirrolesandresponsibilitiesshallbe;
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iReceive,record,andresolvegrievancesreportedattheprojectsite.Thus,
providingfirstlinkofgrievancehandling.
iüSensitizetheprojectbeneficiariesonGRMmechanisms.
ii.UpdatingandmanagingprojectGRMregisterlog.

iv.Escalationofcomplaintsrelatingtotheprojectforresolution.
v.Providefeedbacktothecomplainantorcommunities.

4.0MEETINGS
TheestablishedGRMCommitteesunderthisframeworkshallbemeetingquarterlyor

onaneedbasistoresolvecomplaintsreportedorescalatedandpreparequarterly

reportsforsubmissiontosubsequentcommitteesoroffices.

5.0TRAINING
TheCityManagershallberesponsibleforensuringGRM committeesanddesk

officersareproperlytrainedtoresolveandmanagegrievances.Managermay

collaboratewithotherorganizationsordevelopmentpartnerstotrain/inducttheGRM

FocalPerson,Committees,andanyotherstakeholdertostrengthentheircapacity,skills,

andknowledgeandenhancetheawarenessofGRM andwaysofimplementing

equitableandinclusiveapproachesinGRM implementationwithinthecity.

6.0MONITORING,EVALUATIONANDREPORTING

Monitoring,reporting,andevaluationarecriticalinassessingtheeffectivenessofthe

GRMmanagementactivities,

6.1Monitoring
Monitoringwillinvolvetrackinggrievancesandassessingtheextenttowhichprogress

isbeingmadetoresolvethem,basedonthefollowingoutputindicators.;

iTotalnumberorpercentageofcomplaintsreported.

ii.Numberorpercentageofresolvedcases.

iü.Totalnumberorpercentagepending.
iv.Numberofnewcomplaintsandgrievances.
v.Nature/categoryofcomplaints.
vi.Numberofclosedcomplaintsandgrievanceswithacceptanceofoutcome.
vi.Averageresolutiontimeandcomplaintresolutiontrends.

6.2Evaluation
Evaluationwillinvolveanalyzinggrievancedataandusingittomakepolicydecisions.
ThiswillbedoneCityManagerinconjunctionwiththeGRM focalpersonandwill
evaluatethestrategyforefficiency,effectiveness,impact,andsustainability.

6.3Reporting
TheCityManagershallensurethereportingoftheGRM activityandmonitorand
evaluatetheimplementationofthegrievanceredressmechanismtotrackandassess
achievements.Itshallmonitorfrequencyofgrievancesandstatusoftheresolution
includingtrackingstatusofescalatedgrievance.Therewillbemonthlyandquarterly
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monitoringreportingoftheGRMimplementationdoneinbyeverycommitteeordesk
andsharedwiththeBoard.
Allgrievancesreceivedshallberecordedontheregisterlog.Received
complaints/petitionsandmemorandashouldbefiledbythecommitteedeskofficer

6.4FrequencyofMonitoringandReporting
TheGRMFocalPersonshallinliaisonwiththeM&Eofficerensuresubmissionofthe

reportsatthefollowingintervals:
i.Monthly-bythe15thofthefollowingmonth;
iü.Quarterly-by15thaftertheendofquarter;and
iii.Annual-within30daysfromtheendofthefinancialyear.

GRMLOG.

No Date LocationofProjectComplaintNatureof Action

received(village/Cluster/SubReceivedComplainttaken
ward) from towards

resolving

1.

Dateof
Resolution
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7.0APPENDICES
7.1ComplaintsForm

cOMPLAINRECEIVINGFORM(GRM-001)

1.Date:. (dd/mm/yyy)2.ComplainNo.

3.Complainant'sdetails

Name.

IDNO.
Gender...

Telephoneno...

Address(postal/Email).

Locationofcomplainant(Ward/town/city/area)...

4.ModeofReceipt(pleasetickwhereapplicable)

Writing Verbal Phone Email Website

5.NatureofyourComplain(land,infrastructure,labor,socialandothers)

6.Descriptionofgrievance's/complaints

Signature...
Date...

Nameoftherecipient..

Signature.
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ACKNOWLEDGEMENTRECEIPT(GRM-002)

1.Dateofissue. ...(dd/mm/yyyy)2.complaintno.

3.Placeofissuingcomplaint:

4.Village/Town/city/Area...
County

5.DetailsofComplainant:

Name. Age. ....Gender.

PhoneNo... Email....

6.Supportingdocumentssubmitted;

ii)

7.Summaryofcomplaint:

NameofofficerreceivingComplaint:

SignatureofOfficerreceivingComplaint:
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MEETINGRECORDSTRUCTURE(GRIEVANCEREDRESscOMMITTEE& OTHER
MEETING)(GRM-003)

1.Dateofmeeting ..2.Venueofmeeting..

3.Complaintno:

4.SummaryofGrievance:

5.Listofparticipants:

ComplainantSide
1.
2

3.
4.

GrievanceRedressCommitteeMembers
1.
2.

3

4

6.RecommendationsbytheGrievanceRedressCommittee:

1)
2)

7.StatusofGrievance(tickwhereapplicable)

Solved Unsolved Escalated

Chairperson'sname...
Chairperson'ssignature..
Date... ..dd/mm/yyyy)
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DISCLOSUREFORM(GRM-004)

ResultsofGrievanceRedress

1.Nameofcomplainant.

2.Complainantno.

3.SummaryoftheComplainant:

3.Dateofcomplaint.. .(dd/mm/yvyy)

4.SummaryofResolution:

5.LevelofRedress(pleasetickwhereapplicable)

NATIONAL CITY/COUNTY COMMUNITY

6.Dateofgrievanceredress(dd/mm/yyyy):

NameandSignatureoftheComplainant,indicatingacceptanceofthesolution

Name: Signature..

Date... (dd/mm/yvvy)

NameofGrievanceHandlingOfficer.

SignatureofGrievanceHandlingOfficer... ...Date(dd/mm/yyyy)...

MUNICIPALITY

OFELDORET

MUNICIPAL
MANAGER

11MAR2024
P.O.B0X

40-30100,

ELDORET
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