Stage 1: The Complaints Handling process
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Complaints registered and acknowledged.
Forwarded to the KIE CAJ Committee/ Staff
Committee

Straight forward complaints shall be handled
at the intake stage, usually by informally
contacting the officer complained against.
This may involve telephone inquiries seeking
preliminary information on the complaint
referring the complainant to the department
for further assistance.

Where there is no evidence of
maladministration by the officer/department,
KIE shall write to the complainant explaining
that there was no instance of
maladministration and stating the reasons why
the complaint does not warrant further
investigation

Where there is evidence of
maladministration by the officer/department
KIE shall initiate further inquiries. If at inquiry
stage the maladministration and the injustice
caused to the complainant can be readily
identified, KIE writes to the officer outlining
the maladministration identified and
suggesting an appropriate remedy.

At this point, the complaint
shall be reviewed with the
complainant.

The officer concerned shall
be given an opportunity to
comment on the facts as
presented,

The CAJ findings and the
redress concerned. Upon
receipt of any comments
from the officer concerned,
the CAJ advises both the
complainant and officer
concerned

If the proposed remedy is accepted, the complaint is
quickly resolved. However, if the proposed remedy is
not accepted, KIE shall initiate further inquiries




