Complaint Handling Procedure
Tier 2 SENIOROFFICERCOMPLAINT RESOLUTION
Tier 1FRONTLINE RESOLUTION

Stage 2: Investigation
-Investigate whether the complainant is still dissatisfied
after the communication of decision at stage 1.
-Investigate whether it is clear that the complainant is
particularly complex or will require detailed
investigation

Stage 1 Acknowledgment: To reassure
the complainant that the matter is
receiving attention

Acknowledgement
-Acknowledgement to be sent within five (5) working
days.
-Decision of the complaint to be given within thirty
(30) working days unless more investigation is required
to extend the time frame.

The service providers deal with initial
approaches by customers and attempt to
resolve their concerns to the customers’
satisfaction

Assessment
-Assess the nature of the Complaints;
-Interrogate the Complainant on the expected outcome;
-Explain to the Complainant why a specified action/
remedy can be/cannot be possible while offering
alternative solutions.

Front-line staff should deal with the
complaint on the spot as far as possible if
not possible, a decision on the complaint
should be provided within five (5)
working days unless for exceptional
circumstances.

Is the complainant satisfied with the decision?

If not the
complaint is
reviewed or
investigated by an
identified
complaints officer
or a more senior
officer

Planning
-Define what is to be investigated;
-Provide an estimate of the time it will take to resolve
the complaints.
Investigate and respond
Complainant should be told the particulars of the
investigation, including any findings or decisions reach.

If yes the cases is closed
If complainant
is NOT satisfied
with outcome
refer to
ombudsman

If complainant IS satisfied
with response and outcome
case is closed and outcome
recorded

Communication channels through which complaints can be launched:
1) Ministry of Health blog (www.health.go.ke)
2) Writing letters to the Principal Secretary,
Ministry of Health
P. O .Box 30016-00100
Nairobi
3) Telephone call; - 0703045192; 0703045023 or 0703045212
4) E-mail: complain@health.go.ke

