CITY OF ELDORET

LODGING OF COMPLAINT

Modes of receiving complaints
[ Receive _r L

e Phone call/ text message
¢ Meetings
e Emails
e Public Baraza
e Social media
e Walk-in
Acknowledging Complaints
wledgem _‘ N
A —— Receive, Record and acknowledgement
SO of grievance.

¢ The City Manager
e C(City Team
e Grievance officer

Acknowledgement within 24 hrs

e The City Manager, City team,

Investigate and the grievance officer
investigates the complaint and
close within 7 days.

¢ If the matter cannot be
resolved, it is escalated to the
GRM committee within 7 days.

¢ If the complainant accepts the
resolution, the case is closed.

Response/Feedback & ¢ |fthe complainant does not
close out accept the resolution, the
complaint will be escalated to

the Steering committee




