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FOREWORD 

Technical and Vocational Training Authority (TVETA) is committed to 

continuously improve the services provided to its clients. Effective complaints 

management is fundamental to the provision of quality services and provides a 

platform for obtaining feedback from clients with the purpose of resolving disputes 

and reforming policies and procedures. 

For this purpose, the organization has developed and established a Complaints 

Management Policy, which is designed to provide guidance on the way in which 

complaints are handled. The application of this policy will ensure that complaints 

received are dealt with fairly, promptly and in an efficient and confidential manner. 

This policy also provides guidance to our staff, clients and general public who wish 

to make a complaint about our services and operations with the aim of improving 

our services. 

 

 

 

Prof. Ahmed Ferej 

Chairperson, TVETA Board of Directors  
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PREFACE 

TVETA is committed to providing quality service to its customers and working in 

an open and accountable way that builds the trust and respect of all our clients, 

stakeholders and general public. One of the ways in which we can continue to 

improve our service is by listening and responding to their complaints and views, 

and in particular by responding positively to complaints, and by putting mistakes 

right. 

This policy provides an organizational approach to complaints handling. It will 

ensure that TVETA is accountable both internally and externally for its complaints 

handling process. This policy provides a framework for development and 

implementation of the complaints procedures.  

  

  

Dr. Kipkirui Langat, PhD, FIETK 

DIRECTOR GENERAL/CEO 
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ABBREVIATIONS AND ACRONYMS 

CAJ     -          Commission for Administrative Justice 

DG  - Director General 

ISO             -          International Organization for Standardization 

PC  -          Performance Contracting 

PCATI - Public Complaints and Access to Information  

QMS         -          Quality Management System 

TVET  -  Technical and Vocational Education and Training 

TVETA  - Technical and Vocational Education and Training Authority  
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DEFINITION OF TERMS  

Complaint - An expression of dissatisfaction by a person or persons or entity about 

an unsatisfactory or unacceptable service, product, decision or action.  

Complainant - A person or persons, making a complaint within the meaning of this 

guide.  

Respondent - A public or a public institution against which the complaint is made.  

Public institution - Any institution of the government 

Lodging- lodging is the making of a formal or official complaint about a public 

institution or a public officer.  

Resolution - A situation where an institution has provided sufficient information or 

remedy or solution to the satisfaction of the complainant, or where the complainant 

is unsatisfied and the public institution has taken the complaint through due process 

and made a just decision.  

Complaints mechanism -  system, procedure and process that has been adopted by 

a public institution to handle complaints.  

Root cause - the primary source or basis of the complaint.  
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1.0  INTRODUCTION 

Complaints management in public institutions is anchored on Article 232 of the Constitution 

of Kenya 2010, on Values and Principles of Public Service. These provisions are 

operationalized through the various legislations. The Commission on Administrative Justice 

(CAJ)/ Ombudsman, established under the Commission on Administrative Justice Act 2011, 

is mandated to oversee public complaints management in public entities.  

Technical and vocational Education and Training Authority (TVETA) is committed to 

establishing complaints management infrastructure and resolving all complaints as 

submitted by members of the public.  

1.1  TVETA Profile 

TVETA is a State Corporation in the Ministry of Education, established under the TVET 

Act No. 29 of 2013. to regulate and coordinate Technical and Vocational Education and 

Training (TVET) in Kenya. This is done through the 17 functions in Section 7 of the Act. 

Vision 

A competitive market driven TVET system delivering competent workforce for sustainable 

development 

Mission   

To develop a TVET system that meets national needs and aspirations 

Core Values 

To accomplish its Mission and Vision, TVETA requires all employees to practice its core 

values:  

● Integrity 

● Professionalism 

● Accountability 

● Public participation 

● Teamwork 

● Efficiency 

1.2  TVETA Quality Statement  

The Authority is committed to efficient and effective delivery of its mandate of regulating 

and coordinating TVET to ensure access, equity and inclusivity, quality and relevance. 
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TVETA shall comply with the TVET Act 2013 and all other applicable statutory regulations 

and continually improve its QMS based on the requirements of ISO 9001:2015, customer 

feedback, complaints management and appropriate international best practices. 

The Authority shall ensure that this policy is communicated, understood, and applied within 

the Authority and that, together with established quality objectives are reviewed from time 

to time as need arises or every three years.  

1.3  Legal Framework  

This policy is premised on the following legal and policy framework: 

Applicable legislations:  

i) Constitution of Kenya 2010; 

ii) TVET Act 2013; 

iii) Commission on Administrative Justice Act 2012; and  

iv) Fair Administrative Action Act No. 4 of 2015. 

Relevant Policy Guidelines 

i. Annual Performance Contracting Guidelines; 

ii. CAJ Reporting Framework; 

iii. ISO 9001:2015; 

iv. Annual Performance Contract; and 

v. Kenya Public Sector Complaints Handling Guide 2016. 

Related internal TVETA policies  

i. TVET Regulations 2015; 

ii. Human Resource Manual; and 

iii. Access to Information Policy. 
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2.0  POLICY FRAMEWORK    

2.1.  Policy Statement  

TVETA acknowledges the right of its clients and those of TVET institutions under its 

jurisdiction to raise concerns in relation to the quality of service delivery, administrative 

decisions or actions, as well as staff conduct.  

TVET Authority is continually committed to create a work and training environment which 

is free from discrimination, harassment or any form of unfair administrative actions, where 

all members of staff, stakeholders and the general public are treated with dignity, courtesy 

and respect. The Authority is also obligated to ensure fair administrative actions in all its 

operations and TVET institutions under its jurisdiction as per the TVET Act, 2013.  

The Authority commits to resolve all complaints promptly, confidentially and impartially. 

2.2. Purpose  

This Policy provides guidelines for the complaints management process for TVETA staff, 

stakeholders and other members of the public.     

The Policy is intended to ensure all complaints are handled in a fairly, efficient and effective 

manner in accordance with the Constitution of Kenya 2010, TVET Act 2013, TVET 

Regulations 2015, Commission on Administrative Justice Act 2012, Fair Administrative 

Action Act 2015 and the Kenya Public Sector Complaints Handling Guidelines.  

2.3  Scope  

This Policy applies to complaints about the Authority’s services and products, and how these 

complaints are handled. It also applies to complaints received from stakeholders and other 

members of the public concerning the services, products and administrative actions of 

regulated institutions.  

This includes complaints about TVETA and regulated institutions regarding:  

• Decisions made;  

• The conduct of employees;  

• The quality of service provided;  

• Policies, procedures and practices; and 

• Unfair administrative actions. 

Complaints not covered by this Policy include those relating to: 

• TVETA Staff grievances which are handled as per the TVETA HR Manual; 

• Complaints received about another government agency; and 
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• Complaints without merit.  

  

 2.4  Policy Objectives  

The Complaints Management Policy aims to achieve the following objectives:  

i. Ensure continuous improvement of the services rendered by TVETA; 

ii. Provide a user-friendly feedback system for the institution; 

iii. Promote both internal and external accountability for the institution; 

iv. Promote public participation in the delivery of public goods and services; and 

v. Resolve any issues raised by complainants who are dissatisfied with the services 

rendered by TVETA. 

2.5  Guiding Principles    

This Policy is based on the following principles:  

● Commitment - TVETA appreciates complaints and regards them as a means to 

enhance service delivery and improve its products, services, practices and procedures;  

● Awareness -  The Authority will publicize information about how and where to report 

complaints and the redress mechanism. This includes uploading policy and 

complaints management documents on the website as part proactive disclosures; 

● Accessibility – TVETA will ensure easy access to its complaints management process   

and its availability to resolve their concerns. The following options are available for 

lodging complaints: telephone - 0202392140; email - complaints@tveta.go.ke 

info@tveta.go.ke; website - www.tveta.go.ke. Complaints can also be lodged in 

person or by post;  

● Effectiveness – complaints shall be handled promptly and responses provided to the 

clients within time limits set by the ombudsman. Appropriate capacity and resources 

shall be provided to employees to handle complaints;  

● Fairness- complaints shall be handled in an impartial and non-discriminatory 

manner; 

● Confidentiality– TVETA shall handle information related to complaints 

confidentially and may only be shared on a need to know basis. The Authority shall 

also keep the identity of complainants confidential especially where they request for 

anonymity; 

● Flexibility - The TVETA complaints management system shall be responsive to the 

needs of customers including those with special needs.  Staff shall have capacity to 

handle vulnerable persons, difficult clients - rude, aggressive and stubborn.  

mailto:complaints@tveta.go.ke
mailto:info@tveta.go.ke
http://www.tveta.go.ke/
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2.6  Risk management  

Complying with this Policy will considerably reduce risks associated with:  

● Inefficient and untimely handling of complaints;  

● Dissatisfaction by clients with TVETA services; 

● Unfair, discourteous handling of complaints and breaches of complainant privacy; 

and   

● Decisions made without transparency and objectivity.  

2.7  Monitoring and review  

The Complaints management unit and committee will provide quarterly complaints 

resolution reports to the Director General and the Commission for Administrative Justice 

(CAJ). The report will highlight the progress in resolution of the complaints received during 

the quarter in the format provided by the CAJ. The information will include:  

• Number and nature of complaints received during the reporting period;   

• Number of complaints received and resolved from the CAJ; 

• Number of complaints resolved during the reporting period;  

• Number of complaints unresolved during the reporting period and reasons for non-

resolution; 

• Issues arising from complaints; 

• Action to address systemic issues (if any). 

Regular analysis of these reports will be undertaken to monitor trends, measure the quality 

of services and make improvements with quarterly report to the Board.   
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3.0  POLICY RESPONSIBILITIES  

The responsibilities of the TVETA Board, Director General, Complaints Desk officer, 

PCATI Committee, TVETA Staff and Complainants are as follows;  

3.1  TVETA Board   

The TVETA Board is responsible for:  

● Promoting a culture that values justice for all; 

● Approving TVETA’s Complaints Management Policy and Procedures; 

● Providing support and direction to management on complaints handling processes; 

● Reviewing complaints management reports, trends and issues, and recommending 

action; 

● Facilitating management’s recommendations for system improvements. 

3.2  Director General  

The Director General is responsible for:  

● Supervising the implementation of the Complaints Management Policy and 

Procedures; 

● Ensuring complaints are investigated and dealt with fairly and efficiently;  

● Constituting the Public Complaints and Access to Information Committee as per CAJ 

guidelines;  

● Monitoring and evaluating complaints resolution, and reporting on actions and 

decisions;  

● Promoting awareness of the Authority’s Complaints Management Policy and 

Procedures; 

● Directing regular review of the complaints management procedures to ensure 

suitability and compliance to CAJ guidelines; 

● Reporting to the TVETA Board on the status of complaints management.   

3.3  Complaints Desk Officer 

The Desk Officer is responsible for:   

• Managing complaints received in accordance with the TVETA Complaints 

Management Policy and Procedures; 

• Initiating the process of complaint resolution by reviewing the complaint and 

forwarding to the relevant officer for action; 

• Liaising with the Public Complaints and Access to Information (PCATI) committee 

in resolving complaints received and filing quarterly reports; 

• Supporting staff to resolve complaints promptly and in accordance with the 

complaints management procedures; 
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• Liaising with regulated institutions to resolve complaints against them; and  

• Keeping appropriate records of the complaints resolved.  

3.4  TVETA Employees  

Employees are responsible for:  

• Understanding and complying with TVETA's Complaints Management Policy and 

Procedures.  

• Dealing professionally, promptly and courteously with complainants and, where 

appropriate, providing assistance and information.  

3.5  Public Complaints and Access to Information Committee (PCATI)  

PCATI committee is constituted by the DG annually to:  

• Establish and maintain complaints management and access to information 

infrastructure as per CAJ requirements; 

• Prepare the committee work plan and budget; and 

• Compile and file quarterly performance reports to management and CAJ.  

3.6  Complainants  

Complainants are responsible for:   

• Providing accurate and relevant information while lodging a complaint;  

• Allowing the complaint to be addressed in a fair and just manner; and 

• Providing feedback on the complaint resolution. 
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4.0  COMPLAINTS MANAGEMENT PROCEDURES  

TVETA’s complaints management procedures are based on a three-tier approach as 

recommended by the CAJ. The procedures recognize that, before a complaint is lodged, 

every effort will be made to resolve an issue early and informally at the first point of contact.   

 

 

Staff are empowered to 

resolve complaint early and 

informally wherever possible 

Complaint lodged and investigated only 

when issue remains unresolved after 

informal discussions 

Complainant advised of outcome 

and options available for further 

review if not resolved satisfactorily  

 

 4.1  Informal Resolution  

Wherever possible, complaints are best resolved early and informally by the concerned 

officer, unit or institution. This is the most effective and service-focused way to resolve a 

problem.   

Some examples of these types of complaints might be:   

• a response to correspondence or telephone call  

• an inconsistency in a policy or procedure  

• an error in records.   

 

Employees are empowered to resolve these issues whenever they arise. As such, they have 

a responsibility to:   

• obtain necessary information to assess the validity of the complaint   

• resolve issues or concerns  

• inform the complainant of the right to lodge a formal complaint if the issue or concern 

remains unresolved.   

If the matter is dealt with to the satisfaction of the complainant at this stage, the employee 

concerned should record the informal resolution in the Complaints Register (Appendix 1 

(A1).   

The Complaints Register shall contain the following information:   

• Complaint number;  

• Complainant’s details - name, contacts and organization;    

• Type of complaint i.e. related to employee, service, policy or procedure;  

• Name of investigating office/ officer assigned to manage the complaint; 

• Outcome of complaint; 

• Action recommended to resolve the complaint;   

• Complainant satisfaction with the outcome.  

 Informal   resolution     Formal resolution     External review   
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 4.2  Formal resolution  

Where informal resolution of a complaint is not possible, the complainant may lodge a 

formal complaint with TVETA.   

A formal complaint will be dealt using the following steps: 

• Receiving; 

• Registering and acknowledging;  

• Investigating; and  

• Reporting.  

Step 1 – Receiving/ Lodging a complaint   

Complaints can be received either orally or in writing. Whenever possible, complaints 

should be submitted in writing so that all aspects of the complaint can be accurately 

investigated.  

Written complaints can be made on the Complaint Form Appendix 2 (A2) available at 

www.tveta.go.ke and mailed to: complaints@tveta.go.ke or info@tveta.go.ke  

Oral complaints may be made by visiting TVETA offices (Utalii House, 8th floor) or by 

calling 0202392140. The Desk Officer will create a record of the complaint in the prescribed 

format and:  

• take the Complainant through the Complaint Form, listening carefully to document 

the complaint as explained; 

• provide further information about the complaints management procedures;  

• have both the Complainant and Receiving Officer sign the Complaint Form (where 

possible) or have the Complainant acknowledge the complaint details;  

• provide the Complainant with a copy of the Form (where possible). 

Anonymous complaints: Anonymous complaints are not encouraged but they are accepted. 

They may be lodged either in writing or orally. Anonymous complainants are encouraged 

to provide as much information as possible (in confidence), which may be of assistance 

when assessing the complaint, including feedback.  

It should, however, be noted that an anonymous complaint might be more difficult to 

investigate in instances where limited information is provided and it will also be difficult to 

provide feedback. 

Providing assistance: TVETA will provide reasonable assistance to those who need to 

make a complaint.  

http://www.tveta.go.ke/
mailto:complaints@tveta.go.ke
mailto:info@tveta.go.ke
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Step 2 – Registering and Acknowledging a complaint   

Registering a complaint: All formal complaints shall be recorded in the Complaints 

Register.   

To maintain confidentiality, access to the Complaints Register and all associated documents 

(both electronic and paper) will be restricted to the Desk Officer, the investigating officers 

and other authorized officers.   

Allocating a complaint: Once a complaint is lodged, the Desk Officer will undertake a 

review to ensure the complaint:  

• has not been previously dealt with or finalized; 

• is within the organization’s jurisdiction;  

• has merit.  

The Desk Officer will then consider how to allocate the complaint, and will either:  

• refer the complaint to the appropriate department with due regard for potential conflict 

of interest; or  

• refer the complaint to another government agency; 

• initiate resolution of the complaint through the PCATI committee. 

The Desk Officer is responsible for the overall monitoring of the internal reviews and 

ensuring the complainant receives a response within 30 days. 

Acknowledging Complaints: Complaints should be acknowledged within seven days of 

receipt. The acknowledgment should:  

• reassure the complainant that the complaint has been received and will be acted on; 

• request any further information that is considered necessary to investigate the 

complaint. 

  Step 3 – Investigating a complaint  

Step 3 – Investigating a Complaint  

Conducting an Investigation: The investigation process shall be objective, reasonable and 

conducted in good faith. Decisions shall be made based on the weight of evidence.   

Investigating a complaint may include:   

• clarifying the details and issues provided in the complaint;  

• identifying actions taken to resolve the issue before the complaint was lodged;   

• analyzing information from relevant file notes, correspondence and other sources; 

• reviewing documentation submitted by the complainant;  

• reviewing previous complaints about the same issue;  

• reviewing previous administrative decisions or actions on similar issues; 
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• interviewing complainants, employees and other individuals involved in the 

complaint 

• reviewing relevant policies, procedures, practices and legislation. 

 

Resolution Timeframe: Complaints will be investigated as promptly as possible. 

Complaints shall be resolved within 30 days as per CAJ regulations. TVETA however, 

recognizes that complaints can be sensitive and complex and may require detailed 

investigation leading to more time being taken to finalize a complaint. In such 

circumstances, the rationale for the extended time for resolving the complaint must be 

explained to the Director General, CAJ as well as communicated to the complainant.  

  

Record Keeping: The investigating officer shall be responsible for ensuring complete and 

accurate recording of all information relating to an investigation like correspondence, file 

notes of conversations, interviews and findings from investigations, recommendations and 

internal approvals.  

To maintain confidentiality, access to information filed about a complaint (both electronic 

and paper) should be available to authorized officers only. 

 ep 3 – Investigating a complaint  

Procedural Fairness: A decision that directly affects the rights or interests of a person or 

organization must be made in accordance with the principles of procedural fairness. TVETA 

will apply procedural fairness in its handling of complaints made in accordance with this 

Policy and Procedures by complying with these rules:  

• the rule against bias – a decision-maker should have no personal interest in the matter 

to be decided, have no bias as to the outcome and act in good faith throughout the 

process.  

• the hearing rule – the decision-maker must ensure the respondent is notified that a 

complaint has been made, and is given a reasonable opportunity to express their views 

before a decision is made. 

  

As set out in Step 2, TVETA will take steps to identify and manage conflicts of interest 

when allocating the investigating officer. The decision-maker on the complaint - the 

investigating officer and desk officer - will approach each decision with an open mind and 

act in good faith throughout the complaint handling process.   

  

Outcome of an Investigation: Following consideration of the complaint and any 

investigation into the issues raised, the investigating officer will provide a written report to 

the Director General, detailing the findings and recommendations.   
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Step 4 – Reporting/Advising the Complainant   

At the conclusion of the investigation, written correspondence shall be provided to the 

complainant outlining the preliminary key findings and recommendations made concerning 

the complaint.  

The written response shall provide:   

• the outcome of the complaint and any action to be taken arising out of the complaint;  

• the reasons for any decisions that have been made; 

• any remedy or resolution that has been offered; and  

• any options for review that may be available to the complainant, such as an external 

review.  

  

Closing the Complaint   

At the time of closing the complaint the Desk Officer will update the Complaints Register 

and record the following:  

• steps taken to address the complaint;  

• the outcome of the complaint; and  

• any undertakings or follow up action required.  

4.3  External review  

If a complainant is not satisfied with the outcome of the investigation by TVETA, they can 

seek an external review of their complaint by writing to; The Cabinet Secretary for 

Education, the Ombudsman Kenya, Public Procurement Review Board, or any other 

relevant public office.  
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5.0  POLICY APPROVAL AND REVIEW  
  

Approved by  The TVETA Board   

Date endorsed   
Date effective  Date of Board Approval   

 
 

Review   Whenever need arises or every 3rd year  
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 APPENDICES  

Appendix 1 Complaints register –CAJ format 

No. Date Received 
 

Name of the Complainant Complaint Issue  
 

Complaint 
Channel 

Date Acknowledged  Action Taken  Complaint Status  
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Appendix 2: Complaint form   

Complaint Form         
Complaint  Ref. No.  
Information for complainants  
Before you lodge a formal complaint, ensure you have contacted the relevant employee directly and attempted 
to resolve the issue or concern informally.    
A complaint should only be lodged if you have been unable to resolve your issue or concern informally.  
You may be contacted and asked to provide additional information to support your complaint.  
Personal details  

Title  ☐ Mr  ☐ Mrs  ☐ Ms  ☐ Miss  ☐ Other   
Surname:             
First  name:             
Contact details            
Address        Postcode    
Email address            
Phone number            
Mobile phone number            
Preferred contact method  ☐ Mobile  ☐ Phone  ☐ Letter  ☐ Email    
Complaints Details            

Have you attempted to resolve the complaint informally? Yes[ ] No[ ] 
If yes, provide details (eg when and with whom) 

Have you lodged a complaint about this issue before? Yes[ ] No[ ] 
If yes, when 

Have you lodged your complaint with any other agency? Yes[ ] No[ ] 
If yes, to whom: 

Complaint summary            

When it happened  
Where it happened 

Who was involved  

What happened (details of your complaint)? 

What would you like to happen to resolve your complaint? 

Attach any documentation that supports your complaint 

Acknowledgement 

All the information provided above is true and correct to the best of my knowledge.  

Signature    Date 

Privacy notice          
The personal information provided by you on this form and any associated documents will be used by the 
TVETA to assist you resolve your complaint and not for any other purpose. The information will only be 
disclosed to persons or agencies outside the TVETA in accordance with the law. You may request to correct your 
personal information by contacting the Director General , TVET Authority, GPO Box 35625-00100 NAIROBI Tel: 
0202392140, Email: complaints@tveta.go.ke, info@tveta.go.ke  
enquiries-website www.tveta.go.ke    
What happens next          
Once your complaint has been received by the TVETA it will be allocated to a desk officer.  The desk 
officer will acknowledge receipt of your complaint within 7 working days. Complaints will be 
investigated as promptly as possible. Once the investigation is completed you will be advised in 
writing of the outcome.  

 
  

mailto:complaints@tveta.go.ke
mailto:info@tveta.go.ke
http://www.tveta.go.ke/

