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8. Appeal of decision 
The complainant may consider lodging a formal 
appeal against the decision with the Vice-
Chancellor. The appeal should be channeled 
through the University Public Complaints Office 
by submitting a duly filled “Customer Complaints 
Appeal Form” accessible at:  
http://www.ku.ac.ke/complaints/images/custom
er-complaint-appeal-form.pdf 
 
NB.  
1. The review by the Vice Chancellor will be 

limited to whether the decision was fair and 
reasonable and that due process was followed. 

2. The outcome of the appeal will be 
communicated within 30 days of receipt.   

3. If not satisfied with this decision, the 
complainant has the option of lodging a 
complaint with the Commission on 
Administrative Justice (CAJ). 

 

1. Lodging a complaint 
Any person dissatisfied with 
a process, decision or service 
provided, is advised to 
approach the staff 
concerned or raise the issue 
with the relevant head for 
resolution. This can be done 
either in person, by phone, 
by email or in writing. 
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  6. Investigation and Resolution 
i) The investigation should be conducted 
in liaison with all the parties concerned 
with a view to resolve the complaint in a 
fair and reasonable manner bearing in 
mind the outcome sought by the 
complainant. 
ii) The investigation process should 

include determination of the root cause of 

the complaint in order to plan and 

implement a permanent solution to 

prevent recurrence of the complaint.   

iii) The duly filled CAR form should be 
forwarded to the University Complaints 
Office within 15 working days of receipt. 
 
 

4. Formal Resolution 
The complainant may consider lodging 
a formal complaint with the University 
Public Complaints Office by 
submitting a duly filled “Customer 
Complaints Form” accessible at:  
http://www.ku.ac.ke/complaints/imag
es/customer-complaint-form.pdf 
 
ii) The complaint is acknowledged 
within 3 working days of receipt 

7. Feedback to complainant 
The University Complaints Office 
communicates the resolution within 30 
working days from the time the 
complaint was lodged. 

No further 
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3. Informal 
Resolution with the 
concerned 
department  
Feedback should be 
provided to the 
complainant within 5 
working days.  

5. Processing the complaint 
On receipt of the formal complaint a 
CAR is and forwarded together with the 
complaints form to the appropriate office 
for processing. 
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2. Informal Resolution with 
the concerned person 
Feedback should be provided to 
the complainant within 5 
working days. 
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Notes:  

Step 2 & 3 constitutes point of service (frontline) resolution. This is the first opportunity for a service to resolve a customer’s 
dissatisfaction, and the majority of complaints will be resolved at this level 
 
Steps 4 – 8 constitutes formal resolution. This is where the complainant lodges a formal complaint at the University Complaints 
Office if not satisfied with the frontline resolution.  


