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STATEMENT OF THE CHAIRPERSON 
 
The Commission strives to enforce administrative justice and the right to access 
information in Kenya via a multifaceted approach: complaints handling, 
investigations, capacity building, advisory opinions, awareness creation, 
alternative dispute resolution and strategic litigation. This report covers a 
period of time when the Commission, like the rest of the country and indeed 
the world, was grappling with the Coronavirus (Covid-19) pandemic and its 
effects which were also felt in the sphere of public service delivery. Despite the 
pandemic, the Commission rose to the challenge of executing its mandate in 
such an unprecedented time and handled 10,356 complaints, 3,831 of which 
were new.  

Dealing with complaints is the core business of the Commission. In the past 
year, the Coronavirus pandemic defined the role of the Commission in 
promoting transparency and accountable governance when a significant 
number of complaints lodged in 2020 touched on management of the 
pandemic, especially with regard to inability of citizens to access crucial 
information on the pandemic.   The Commission issued a press release 
reiterating the importance of information disclosure in the time of an 
unprecedented health crisis and urged all public agencies allocated funds for 
mitigation and recovery measures to make proactive disclosures on the 
amounts allocated and the expenditures incurred.  

Building on this, the Commission carried out eight specific investigations and 
innovated ways to continue the training programme of public officers on 
virtual platforms when Covid-19 safety protocols did not allow for physical 
meetings. This is just a snapshot of the activities of the Commission in a 
challenging year that also had staff work on rotational basis at the height of 
the pandemic. Nevertheless, I think it is fair to say that the Commission’s 
secretariat, under the guidance of Commissioners, continued apace to redress 
maladministration and enforce access to information. Although much more 
remains to be done, the report of activities of the Commission in 2019/2020 
provides a strong foundation to build on. 

My sincere appreciation to all those who make the work of the Commission 
possible.  

 

 

HON. FLORENCE KAJUJU, MBS 

CHAIRPERSONOF THE COMMISSION 
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alternative dispute resolution and strategic litigation. This report covers a 
period of time when the Commission, like the rest of the country and indeed 
the world, was grappling with the Coronavirus (Covid-19) pandemic and its 
effects which were also felt in the sphere of public service delivery. Despite the 
pandemic, the Commission rose to the challenge of executing its mandate in 
such an unprecedented time and handled 10,356 complaints, 3,831 of which 
were new.  

Dealing with complaints is the core business of the Commission. In the past 
year, the Coronavirus pandemic defined the role of the Commission in 
promoting transparency and accountable governance when a significant 
number of complaints lodged in 2020 touched on management of the 
pandemic, especially with regard to inability of citizens to access crucial 
information on the pandemic.   The Commission issued a press release 
reiterating the importance of information disclosure in the time of an 
unprecedented health crisis and urged all public agencies allocated funds for 
mitigation and recovery measures to make proactive disclosures on the 
amounts allocated and the expenditures incurred.  

Building on this, the Commission carried out eight specific investigations and 
innovated ways to continue the training programme of public officers on 
virtual platforms when Covid-19 safety protocols did not allow for physical 
meetings. This is just a snapshot of the activities of the Commission in a 
challenging year that also had staff work on rotational basis at the height of 
the pandemic. Nevertheless, I think it is fair to say that the Commission’s 
secretariat, under the guidance of Commissioners, continued apace to redress 
maladministration and enforce access to information. Although much more 
remains to be done, the report of activities of the Commission in 2019/2020 
provides a strong foundation to build on. 

My sincere appreciation to all those who make the work of the Commission 
possible.  

 

 

HON. FLORENCE KAJUJU, MBS 

CHAIRPERSONOF THE COMMISSION 
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FOREWORD 
 

Annual reporting is a legal requirement, aimed to uphold and promote 
transparency and accountability, as envisaged in the Constitution and other 
laws, that govern the management of public resources. It provides an 
opportunity for the Commission to be accountable to the public, in its 
endeavor to deliver services in line with its mandate. This report resonates with 
one of the key mandates of the Commission, under Article 35 of the 
Constitution and the Access to Information Act, 2016. This report covers the 
period 1st July 2019 to 30th June 2020. 

In the year under review, the Commission continued to play its oversight and 
enforcement role, in line with the Commission on Administrative Justice Act, 
Access to inform Act and other relevant laws, where complaints related to 
administrative justice and access to information were addressed. I am pleased 
to report that the Commission utilised the resources at its disposal prudently, to 
accomplish the planned activities. As a result, the audited accounts have 
been granted an unqualified opinion by the Auditor-General. This affirms the 
resolve by Commission, to strengthen its governance and management 
control systems. 

The Commission faced a number of challenges in the year, key among them 
the covid-19 pandemic, which hampered realization of some of the planned 
activities geared towards outreach and public education. The pandemic was 
also a threat to the human capital, which the Commission relies on to execute 
its mandate. In this regard, appropriate measures were taken to combat the 
pandemic, in line with the guidelines issued by the government. 

I take this opportunity to thank the Commissioners for their able leadership and 
contribution, towards realisation of the achievements highlighted in the report. 
I also thank the Commission staff, through whom the Commission was able to 
deliver the much-needed services to the public. Last but not least, I recognize 
the excellent work by the team which selflessly worked to ensure timely 
compilation of this report. 

 

 

 

 

LEONARD NGALUMA, MBS 
COMMISSION SECRETARY/CEO 
 

 

 
 

EXECUTIVE SUMMARY 
 

Article 254(1) of the Constitution and Section 53(1) of the Commission on 
Administrative Justice Act No 23 of 2011 and Section 26(1) of the Access to 
information Act No. 31 of 2016 obligates the Commission to prepare and 
submit an Annual Report to Parliament and President. 

The report highlights among others: description of the activities undertaken by 
the Commission, recommendations on legal and administrative measures to 
address specific concerns identified, financial statements and any other 
information relating to its functions that is deemed relevant.  

This is the ninth Annual Report of the Commission on Administrative Justice. The 
report covers the steps that the Commission has taken in regard to the 
execution of its mandate in the financial year 2019/20. The Report is structured 
into eight chapters with each chapter addressing a specific thematic area. 
The first chapter gives background information on establishment and 
mandate, vision, mission and core values. The content of the subsequent 
chapters are highlighted below. 
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Strengthening Complaints Management 
in the Public Sector  

The Commission plays an important role 
in ensuring quality public service 
delivery. To this end, the Commission 
facilitates the setting up of, and 
strengthening of the complaint-handling 
infrastructure in the public sector. This is 
realised through training, monitoring of 
service delivery standards and provision 
of technical support. 

Promotion of Administrative Justice in the 
Public Sector 

The Commission receives complaints 
against public institutions and officers on 
various service delivery challenges. 
During the period under review, the 
Commission received 3,831 new 
complaints, in addition to 6,525 
complaints that were brought forward 
from the previous financial year. This 
totals to 10,356 complaints that were 
handled- Representing 8.17% increase 
from previous Financial Year 
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Access to Information 

Article 35 of the Constitution and the 
Access to Information (ATI) Act, 2016 
mandates the Commission to oversee 
and enforce the right of access to 
information. It requires the Commission 
to report to Parliament on 
implementation of the right of access 
to information. In this regard, the 
Commission undertook a number of 
initiatives to operationalise the law. 

Public Education and Outreach 

Public education and awareness remained a key area of focus for the Commission during 
the reporting period. Towards this end, the Commission undertook various initiatives despite 
the challenges posed by budgetary constraints and the Covid-19 pandemic. 
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Challenges 

The Commission faced a number of challenges in the 
period under review, which hindered achievement of 
some of the planned activities. Some of the key 
challenges included the following; 

 The Covid-19 pandemic disrupted normal 
operations given the public health protocols 
introduced to combat the disease.  
 

 Financial constraints that were occasioned by the 
austerity measures which reduced the budgetary 
allocation for the Commission. 
 

 Unresponsiveness by public institutions thereby 
hindering timely resolution of complaints. 
 
 

 Insufficient legal framework in terms of 
enforcement of the decisions and 
recommendation of the Commission, and 
regulatory framework for access to information 

 

Priorities Moving Forward 
Implementation of the second 
strategic plan (2019-2023). 
 
Strengthening policy, legal and 
regulatory framework. 
Digitisation and automation of 
systems and processes. 
Enhancement of resource 
mobilisation and partnerships. 
 
Promotion of open governance 
through proactive disclosure of 
information. 
Scale up outreach and awareness 
creation. 
 
Decentralisation of Ombudsman 
services to enhance accessibility.  
 
 

Governance, Human Resource 
Management and Finance  

During the period under review, the 
Commission developed a second Strategic 
Plan, covering the period 2019-2023, which 
was officially launched on 13th February 
2020.The Commission also strengthened its 
capacity to deliver on its mandate by 
sponsoring various staff members for 
training programmes. 

 

Partnerships and linkages  

During the reporting period, the 
Commission sustained its efforts in the 
promotion of good governance through 
local and international partnerships and 
linkages. These ranged from cooperation 
with other Ombudsman offices to joint 
initiatives with players in the administration 
of justice and engagements with 
development partners. 
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CHAPTER ONE 
 
1.0. ESTABLISHMENT AND MANDATE 
 
1.1. Introduction  
The establishment of the Commission is anchored on Article 59(4), Chapter 
15 of the Constitution and the Commission on Administrative Justice Act, 
Chapter 102A of the Laws of Kenya. The Commission has been in existence 
since September 2011 and It plays a key role in the promotion of good 
governance in Kenya. 
 
1.2. Mandate 
The Commission derives its mandate from the CAJ Act as well as Access to 
Information 2016 (ATI Act) 2016. The first mandate is the traditional work of an 
Ombudsman, which deals with maladministration and addresses grievances 
by the citizens against public institutions. Other statutes that give impetus to this 
mandate include Fair Administrative Action Act (No 4 of 2015).  The second 
mandate is derived from the Access to Information Act (No 31 of 2016) which 
gives the Commission the mandate to enforce and oversee implementation 
of the right   of access to information guaranteed under Article 35 of the 
Constitution. 
 
1.3. Composition 
 
The Commission is a collegiate Ombudsman institution and is composed of 
three Commissioners one of whom is the Chairperson. The Commissioners are:  
Hon. Florence Kajuju – Chairperson 
Mr. Washington Opiyo Sati – Vice Chairperson 
Mrs. Lucy Ndungu – Commissioner in charge of access to information 
The Commission executes its mandate through the Secretariat headed by the 
Commission Secretary/CEO, Mr. Leonard Ngaluma.  
 
1.4. Scope 
The scope of the Commission’s work under the traditional Ombudsman 
mandate covers public institutions at the national and county levels. In 
addition, the ATI Act confers oversight and enforcement jurisdiction on 
access to information which applies to both public and private sectors. 

1.5. Functions 
The functions of the Commission under section 8 of the CAJ Act are to: 

I. investigate any conduct in state affairs, or any act or omission in 
public administration by any State organ, State or public officer in 
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access to information which applies to both public and private sectors. 

1.5. Functions 
The functions of the Commission under section 8 of the CAJ Act are to: 

I. investigate any conduct in state affairs, or any act or omission in 
public administration by any State organ, State or public officer in 
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Challenges 

The Commission faced a number of challenges in the 
period under review, which hindered achievement of 
some of the planned activities. Some of the key 
challenges included the following; 

 The Covid-19 pandemic disrupted normal 
operations given the public health protocols 
introduced to combat the disease.  
 

 Financial constraints that were occasioned by the 
austerity measures which reduced the budgetary 
allocation for the Commission. 
 

 Unresponsiveness by public institutions thereby 
hindering timely resolution of complaints. 
 
 

 Insufficient legal framework in terms of 
enforcement of the decisions and 
recommendation of the Commission, and 
regulatory framework for access to information 

 

Priorities Moving Forward 
Implementation of the second 
strategic plan (2019-2023). 
 
Strengthening policy, legal and 
regulatory framework. 
Digitisation and automation of 
systems and processes. 
Enhancement of resource 
mobilisation and partnerships. 
 
Promotion of open governance 
through proactive disclosure of 
information. 
Scale up outreach and awareness 
creation. 
 
Decentralisation of Ombudsman 
services to enhance accessibility.  
 
 

Governance, Human Resource 
Management and Finance  

During the period under review, the 
Commission developed a second Strategic 
Plan, covering the period 2019-2023, which 
was officially launched on 13th February 
2020.The Commission also strengthened its 
capacity to deliver on its mandate by 
sponsoring various staff members for 
training programmes. 

 

Partnerships and linkages  

During the reporting period, the 
Commission sustained its efforts in the 
promotion of good governance through 
local and international partnerships and 
linkages. These ranged from cooperation 
with other Ombudsman offices to joint 
initiatives with players in the administration 
of justice and engagements with 
development partners. 
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CHAPTER ONE 
 
1.0. ESTABLISHMENT AND MANDATE 
 
1.1. Introduction  
The establishment of the Commission is anchored on Article 59(4), Chapter 
15 of the Constitution and the Commission on Administrative Justice Act, 
Chapter 102A of the Laws of Kenya. The Commission has been in existence 
since September 2011 and It plays a key role in the promotion of good 
governance in Kenya. 
 
1.2. Mandate 
The Commission derives its mandate from the CAJ Act as well as Access to 
Information 2016 (ATI Act) 2016. The first mandate is the traditional work of an 
Ombudsman, which deals with maladministration and addresses grievances 
by the citizens against public institutions. Other statutes that give impetus to this 
mandate include Fair Administrative Action Act (No 4 of 2015).  The second 
mandate is derived from the Access to Information Act (No 31 of 2016) which 
gives the Commission the mandate to enforce and oversee implementation 
of the right   of access to information guaranteed under Article 35 of the 
Constitution. 
 
1.3. Composition 
 
The Commission is a collegiate Ombudsman institution and is composed of 
three Commissioners one of whom is the Chairperson. The Commissioners are:  
Hon. Florence Kajuju – Chairperson 
Mr. Washington Opiyo Sati – Vice Chairperson 
Mrs. Lucy Ndungu – Commissioner in charge of access to information 
The Commission executes its mandate through the Secretariat headed by the 
Commission Secretary/CEO, Mr. Leonard Ngaluma.  
 
1.4. Scope 
The scope of the Commission’s work under the traditional Ombudsman 
mandate covers public institutions at the national and county levels. In 
addition, the ATI Act confers oversight and enforcement jurisdiction on 
access to information which applies to both public and private sectors. 

1.5. Functions 
The functions of the Commission under section 8 of the CAJ Act are to: 
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national and county governments that is alleged or suspected to be 
prejudicial or improper or is likely to result in any impropriety or 
prejudice;  

II. investigate complaints of abuse of power, unfair treatment, manifest 
injustice or unlawful, oppressive, unfair or unresponsive official 
conduct within the public sector;  

III. report to the National Assembly bi-annually on the complaints 
investigated under paragraphs (a) and (b), and the remedial action 
taken thereon;  

IV. inquire into allegations of maladministration, delay, administrative 
injustice, discourtesy, incompetence, misbehaviour, inefficiency or 
ineptitude within the public service;  

V. facilitate the setting up of, and build complaint handling capacity in 
the sector of public service, public offices and state organs;  

VI. work with different public institutions to promote alternative dispute 
resolution methods in the resolution of complaints relating to public 
administration;  

VII. recommend compensation or other appropriate remedies;  
VIII. provide advisory opinions or proposals on improvement of public 

administration, including review of legislation, codes of conduct, 
processes and procedures; and  

IX. promote public awareness of policies and administrative procedures 
on matters relating to administrative justice.  
 

Under section 21 of the ATI Act, the functions of the Commission are to: 
I. investigate violations of the provisions of the provisions of the Act; 
II. receive reports from public entities with respect to implementation of 

the Act and evaluating the use and disclosure of information; 
III. facilitate public awareness and develop programmes on the right to 

access information and the right to protection of personal data; 
IV. promote right of access to information in public entities; 
V. monitor state compliance with international obligations related to 

the right to access information and protection of personal data; 
VI. hear and determine complaints and review decisions arising from 

violations of the right to access information; and 
VII. promote protection of data. 

 
1.6. Powers  
 
 
The Commission has powers to: 

I. issue summons; 
II. require that statements be given under oath; 
III. compel production of documents; 
IV. conduct searches and seizures of documents with court orders; 
V. interview any person;  

 
 

 
  
 

VI. require the discovery and production of any information from any person; 
VII. adjudicate on matters relating to administrative justice and access to 

information; and 
VIII. requisition any public record or copy thereof from any public officer. 
 
1.7. Execution of the Mandate 
The Commission executes its mandate in varied ways including: 

I. complaints handling which is carried out through inquiries, investigations, 
adjudication or other dispute resolution methods; 

II. public education and awareness creation; 
III. capacity building on complaints management and access to 

information; 
IV. issuing advisory opinions on matters affecting public administration; 
V. engaging in public interest litigation; Review applications on ATI made 

to public and certain private institutions; and 
VI. conducting audits or spot checks on public offices to ascertain 

standards of service delivery. 
 
1.8. Key Result Areas 
 
The Commission will focus on the following thematic areas in the 
implementation of the Strategic Plan: 
 

I. Resolution of Public Complaints; 

II. Oversight and Enforcement of Access to Information; 

III. Public Education, Awareness and Visibility; and 

IV. Institutional Strengthening and Capacity Building. 

 
 
1.9. Vision, Mission and Core Values 
1.9.1. Vision 
 A society that upholds administrative justice and access to information. 
 
1.9.2. Mission  
To enforce administrative justice and access to information in Kenya through 
complaints resolution and public education for efficient and effective 
service delivery. 
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1.9.3. Core Values 
 

 Responsiveness 
 

 Independence 
 

 Fairness 
 

 Transparency 
 

 Integrity 
 

 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 
  
 

CHAPTER TWO 

2.0. PROMOTION OF ADMINISTRATIVE JUSTICE IN THE PUBLICSECTOR 
 

This chapter highlights on the activities the Commission undertook in 
addressing maladministration in Kenya. Maladministration is a hindrance to 
efficient public service delivery and manifests itself in various ways including 
unfair treatment, unresponsive official conduct, delay, administrative 
injustice, discourtesy, misconduct, incompetence, improper conduct, and 
abuse of power among others.  
 

2.1. Complaints Handling 
 

2.1.1. Lodging a Complaint 
The Commission receives complaints against public institutions and officers 
on various service delivery challenges. Such complaints may be lodged by 
an aggrieved person or by a person acting on their behalf at the 
Commission’s offices or at such a place as the Commission may from time to 
time designate. Complaints may be instituted anonymously, and the 
Commission may take up a matter on its own initiative.  
 
In the period under review, the Commission received a significant number of 
complaints through the electronic platforms (website, social media handles, 
email and telephone). This was necessitated by the measures put in place 
to combat Covid-19 pandemic. It is worth noting that the Commission does 
not charge any fee for its services.  Figure 1 presents various channels of 
lodging complaints. 
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email and telephone). This was necessitated by the measures put in place 
to combat Covid-19 pandemic. It is worth noting that the Commission does 
not charge any fee for its services.  Figure 1 presents various channels of 
lodging complaints. 
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Figure 1:  Various Channels of Lodging Complaints. 
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2.2. Cases Handled 
2.2.1. Complaints Handled Directly 

 
A total number of 3,831 complaints were received during the reporting period. 
An addition of 6,525 were brought forward from the previous financial year. 
Therefore, the Commission’s total workload was 10,356. Out of this, 2,217 
complaints were resolved - Representing a resolution rate of 21% as presented 
in figure 2. 
 
 
Figure 2:  Status of Complaints Handled by the Commission 
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The 3,831complaints lodged directly by members of the public during the 
period under review, were received at the Commission’s Headquarter and 
branch offices as presented in figure 3. 
 
Figure 3:  Analysis of Complaints Handled by the Commission 
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2.2.2. Classification of Complaints Handled 
Below is a representation of complaints handled based on service issues, and 
public institutions complained against. Figure 4 classifies complaints by service 
issues and Figure 5 provides a classification based on respondents. 

 

Figure 4 Complaints Handled by Service 
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Figure 5:  Classification of Complaints Based on Respondents 

 

 

 

 
 

 

 

 

 

 

 
 

 
  
 

 

2.3. Success Stories and Sample Cases 
2.3.1. Success Stories 

 

40 Year Wait for Land Ownership Documents  

This Complainant lodged a complaint with the Commission alleging inordinate 
delay by the Naivasha Land’s office to issue him with an allotment letter.   

According to the Complainant, a plot in Kiambogo Settlement Scheme in 
Nakuru County had been allocated to his late mother in 1977. Upon the demise 
of his mother in 1980, he began pursuing the allotment letter to be issued to 
him without any success.  Although the complainant was occupying the land 
at the time, he was informed that the same land was registered in the name 
of a different person prompting him to seek the intervention of the Lands office 
to have the ownership issue resolved and an allotment letter issued to him. He 
felt aggrieved since despite pursuing the matter for almost forty years, the 
Lands officers were not taking any action.   

The Commission took up the matter with the Land Adjudication and Settlement 
Officer in Naivasha who stated that he had not received the allotment letter 
from the head office, prompting the Commission to make a further follow up 
with the Director, Land Adjudication and Settlement in Nairobi who responded 
stating that they had issued Mr. Karime with an allotment letter and would be 
facilitating the transfer documents and title deed to the complainant.  

A Case of the Missing DNA Results 

This Complaint was lodged at the Commission alleging the inordinate delay by 
the Directorate of Criminal Investigations (DCI) in the release of DNA results.   

According to the complainant, his wife delivered on 21st January 2018 through 
caesarian section at the Pumwani Hospital. However, he was called into the 
theatre and was presented with a stillborn baby whose body was very cold 
and the belly button had already dried up, hence inconsistent with a fresh 
delivery. Having suspected that the baby his wife had delivered might have 
been exchanged for the stillborn baby, he reported the matter to California 
Patrol Base but was informed that the matter was under the jurisdiction of the 
DCI.  

The Complainant and his wife then went to the DCI on 19th February 2019 
where their Deoxyribonucleic Acid (DNA) samples were taken with a promise 
that the results would be out in three weeks. However, one and half years later, 
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the DNA results had not been released, forcing the family to seek the 
intervention of the Commission. The Commission took up the matter with the 
Government Chemist leading to the release of the DNA results which 
confirmed that the Complainant and his wife were not the parents of the 
stillborn baby and consequently, they proceeded to court to seek justice.  

College Fee Refund Case 

The Complaint lodged a complaint at the Commission alleging that his brother 
had been admitted to Jaramogi Oginga Odinga University of Science and 
Technology (JOOUST) in August 2019 to undertake a Diploma course in Building 
and Civil Engineering and paid the fee of Kshs. 45,000. However, the registrar 
later informed him that the course had only attracted one student hence it 
could not be taught due to lack of quorum. He was requested to change to 
another course or apply for a refund of the fee he had paid. He applied for a 
refund but there was no prompt action from JOOUST despite several 
interventions from his relatives. 

The Commission intervened by way of inquiry raised with the Vice Chancellor, 
which resulted in payment of the refund.  

The Valuation Report Case  

The Board of Management, Mazeras High school lodged a complaint 

concerning the adverse impact and damages on the school facilities 

occasioned by the mining operations undertaken by Hakika Transport Services 

at a quarry within the vicinity of the school. This matter had been brought to 

the attention of Ministry of Mining, NEMA(The National Environment 

Management Authority), Education and Public Works offices in Kwale County. 

The school indicated that the Sub County Public Works Officer, Kinango, had 

undertaken an assessment of the damage occasioned but had failed or 

declined to release a valuation report since 2017. The Commission sent inquiries 

to the PS, Public works and upon subsequent follow up, the school vide a letter 

dated 22nd July 2019, confirmed receipt of the valuation report and 

appreciated the commission’s intervention. The valuation report will facilitate 

further action for compensation against the concerned company. 

 

 

 
 

 
  
 

 

 

A Case of Police Inaction in the face of Malicious Damage to Property  

This was a complaint regarding police inaction in a case of malicious damage 

to property reported at Diani police station. The complainant indicated that 

his land had been invaded by goons on several occasions who uprooted and 

destroyed the fence in a bid to use the plot as a playground and prevent him 

from developing it. Upon the Commission’s intervention with the Internal Affairs 

Unit and National Police Service the complainant notified the Commission that 

the matter had been addressed.  

Delayed Cash Bail Refund Case 

The complainant alleged that there was delay by the Mombasa law court to 

refund cash bail of Kshs. 5,000 paid in a Mombasa Criminal Case. His efforts to 

follow up at the court’s Registry bore no fruit since the court file was allegedly 

missing. Upon intervention by the Commission, the complainant through an 

email on 15th November 2019 confirmed receipt of the refund and expressed 

gratitude. 

Delayed issuance of land title Deed 

The complainants alleged that there was inordinate delay and/or refusal by 

the Lands Registrar- Kilifi to process and issue a title deed to them.  The 

complainants had lodged an appeal to the Cabinet Secretary Ministry of 

Lands against the Land Adjudication & Settlement Officer’s (LASO) decision to 

enter a restriction on the land parcel. Upon determination of the appeal, the 

Cabinet Secretary ordered the removal of the restriction and directed 

registration of the parcel of land. However, the Land registrar did not effect this 

decision hence the decision to lodge a complaint with the Commission. 

The Commission took up the matter with the State Department of Lands and 

subsequently, the complainants confirmed receipt of the title deed.  

Police Inaction in a Defilement Case 
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The Complaint lodged a complaint at the Commission alleging that his brother 
had been admitted to Jaramogi Oginga Odinga University of Science and 
Technology (JOOUST) in August 2019 to undertake a Diploma course in Building 
and Civil Engineering and paid the fee of Kshs. 45,000. However, the registrar 
later informed him that the course had only attracted one student hence it 
could not be taught due to lack of quorum. He was requested to change to 
another course or apply for a refund of the fee he had paid. He applied for a 
refund but there was no prompt action from JOOUST despite several 
interventions from his relatives. 

The Commission intervened by way of inquiry raised with the Vice Chancellor, 
which resulted in payment of the refund.  

The Valuation Report Case  

The Board of Management, Mazeras High school lodged a complaint 

concerning the adverse impact and damages on the school facilities 

occasioned by the mining operations undertaken by Hakika Transport Services 

at a quarry within the vicinity of the school. This matter had been brought to 

the attention of Ministry of Mining, NEMA(The National Environment 

Management Authority), Education and Public Works offices in Kwale County. 

The school indicated that the Sub County Public Works Officer, Kinango, had 

undertaken an assessment of the damage occasioned but had failed or 

declined to release a valuation report since 2017. The Commission sent inquiries 

to the PS, Public works and upon subsequent follow up, the school vide a letter 

dated 22nd July 2019, confirmed receipt of the valuation report and 

appreciated the commission’s intervention. The valuation report will facilitate 

further action for compensation against the concerned company. 

 

 

 
 

 
  
 

 

 

A Case of Police Inaction in the face of Malicious Damage to Property  

This was a complaint regarding police inaction in a case of malicious damage 

to property reported at Diani police station. The complainant indicated that 

his land had been invaded by goons on several occasions who uprooted and 

destroyed the fence in a bid to use the plot as a playground and prevent him 

from developing it. Upon the Commission’s intervention with the Internal Affairs 

Unit and National Police Service the complainant notified the Commission that 

the matter had been addressed.  

Delayed Cash Bail Refund Case 

The complainant alleged that there was delay by the Mombasa law court to 

refund cash bail of Kshs. 5,000 paid in a Mombasa Criminal Case. His efforts to 

follow up at the court’s Registry bore no fruit since the court file was allegedly 

missing. Upon intervention by the Commission, the complainant through an 

email on 15th November 2019 confirmed receipt of the refund and expressed 

gratitude. 

Delayed issuance of land title Deed 

The complainants alleged that there was inordinate delay and/or refusal by 

the Lands Registrar- Kilifi to process and issue a title deed to them.  The 

complainants had lodged an appeal to the Cabinet Secretary Ministry of 

Lands against the Land Adjudication & Settlement Officer’s (LASO) decision to 

enter a restriction on the land parcel. Upon determination of the appeal, the 

Cabinet Secretary ordered the removal of the restriction and directed 

registration of the parcel of land. However, the Land registrar did not effect this 

decision hence the decision to lodge a complaint with the Commission. 

The Commission took up the matter with the State Department of Lands and 

subsequently, the complainants confirmed receipt of the title deed.  

Police Inaction in a Defilement Case 
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A complainant lodged a complaint against Bamba police station alleging 

failure by the police to arrest a suspect who was reported to have defiled a 

minor. The incident was reported on 4th January, 2019 at the station and 

statements were recorded. After the Commission intervened, the suspect was 

arrested and arraigned in court. 

 
The Maize meal Case  
A private company lodged a complaint alleging discrimination and frequent 
harassment by Kenya Bureau of Standards. The complaint stated that KEBS 
suspended its permit vide a letter dated 27th January 2020, and directed it to 
stop any further production and recall its maize meal brands from the market. 
This was despite the fact that the company had complied with and 
implemented a corrective action plan earlier recommended by KEBS following 
an earlier suspension in November 2019.   

The Commission intervened and convened a meeting between KEBs officials 
and the Directors of the company where the complaint was investigated and 
it was found that the company had indeed complied with the 
recommendations of KEBS. Consequently, the suspension of permit was lifted 
and the company’s products were reinstated to the market on 20th February 
2020. 

The Kesses Boda Bode Sacco Case 

The complainants, who were motor cycle riders doing business in Eldoret town, 
alleged intimidation and harassment by Uasin Gishu County Enforcement 
officers in the enforcement of County By-Laws. They further alleged that the 
County Enforcement officers unlawfully impounded two motor cycles 
belonging to the SACCO members. 

The Commission held a meeting with the Uasin Gishu County Director of 
Enforcement and an investigation was launched which revealed that the 
reasons for impounding the motor cycles were unlawful. As a result, the two 
motor cycles were released and the complainants were assured of equal 
treatment in enforcement of County by-laws. 

The Fraudulent Death Case  

The complainant alleged that he is a retired Kenya Defence Forces employee 
and had been receiving his pension dues since his retirement in 1993. In 
October 2018, he suddenly stopped receiving his pension dues and upon 
enquiring from the Pensions department, he was informed that a death 

 
 

 
  
 

certificate had been filed in his pension file. He was requested to identify 
himself with documents which included a statement for verification in order to 
be paid his dues. Despite complying, he hadn’t received any communication 
from the Pensions department.  

The Commission followed up with the pensions department and on 30th 
January 2020, the complainant confirmed that he had received all his pension 
dues including arrears. 

A Case of Delay in Payment of Court Award  

The complainant had sued the state for false arrest, detention and malicious 
prosecution and was awarded Kshs. 417,560/= (Four Hundred Seventeen 
Thousand, Five Hundred and Sixty). Since the award was made, the state had 
not complied with the court order prompting the complainant to lodge a 
complaint with us.  

The Commission intervened and the complainant confirmed to us that he had 
received the decretal sum.  

Reinstatement by the Kenya Defence Forces 

The complainant lodged a complaint with the Commission alleging that he 
was employed by the Kenya Defence Forces in 1984. He served until 2014 
when he alleges that he was unfairly terminated from his job. He challenged 
the termination in court and the court ruled in his favour ordering the KDF to 
reinstate him to his former position. The KDF did not comply with the court order 
prompting the complainant seek the Commission’s intervention.  

The Commission obliged and on 27th March 2020, the KDF in writing agreed to 
reinstate the complainant to his job and the complainant confirmed the same. 

A Case of Delay in Conducting Disciplinary Proceedings  
The complainant lodged a complaint with the Commission alleging that the 
Ministry of Agriculture delayed to conclude his disciplinary proceedings 
against which he was on interdiction from employment. Upon the 
Commission’s intervention, the disciplinary proceedings were duly concluded 
and the complainant reinstated to work and paid the accumulated half salary 
that had been deducted from his monthly pay for the period he was on 
interdiction. 

 

The Dangerously Hanging Power Line Case 
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A complainant lodged a complaint against Bamba police station alleging 

failure by the police to arrest a suspect who was reported to have defiled a 

minor. The incident was reported on 4th January, 2019 at the station and 

statements were recorded. After the Commission intervened, the suspect was 

arrested and arraigned in court. 

 
The Maize meal Case  
A private company lodged a complaint alleging discrimination and frequent 
harassment by Kenya Bureau of Standards. The complaint stated that KEBS 
suspended its permit vide a letter dated 27th January 2020, and directed it to 
stop any further production and recall its maize meal brands from the market. 
This was despite the fact that the company had complied with and 
implemented a corrective action plan earlier recommended by KEBS following 
an earlier suspension in November 2019.   

The Commission intervened and convened a meeting between KEBs officials 
and the Directors of the company where the complaint was investigated and 
it was found that the company had indeed complied with the 
recommendations of KEBS. Consequently, the suspension of permit was lifted 
and the company’s products were reinstated to the market on 20th February 
2020. 

The Kesses Boda Bode Sacco Case 

The complainants, who were motor cycle riders doing business in Eldoret town, 
alleged intimidation and harassment by Uasin Gishu County Enforcement 
officers in the enforcement of County By-Laws. They further alleged that the 
County Enforcement officers unlawfully impounded two motor cycles 
belonging to the SACCO members. 

The Commission held a meeting with the Uasin Gishu County Director of 
Enforcement and an investigation was launched which revealed that the 
reasons for impounding the motor cycles were unlawful. As a result, the two 
motor cycles were released and the complainants were assured of equal 
treatment in enforcement of County by-laws. 

The Fraudulent Death Case  

The complainant alleged that he is a retired Kenya Defence Forces employee 
and had been receiving his pension dues since his retirement in 1993. In 
October 2018, he suddenly stopped receiving his pension dues and upon 
enquiring from the Pensions department, he was informed that a death 

 
 

 
  
 

certificate had been filed in his pension file. He was requested to identify 
himself with documents which included a statement for verification in order to 
be paid his dues. Despite complying, he hadn’t received any communication 
from the Pensions department.  

The Commission followed up with the pensions department and on 30th 
January 2020, the complainant confirmed that he had received all his pension 
dues including arrears. 

A Case of Delay in Payment of Court Award  

The complainant had sued the state for false arrest, detention and malicious 
prosecution and was awarded Kshs. 417,560/= (Four Hundred Seventeen 
Thousand, Five Hundred and Sixty). Since the award was made, the state had 
not complied with the court order prompting the complainant to lodge a 
complaint with us.  

The Commission intervened and the complainant confirmed to us that he had 
received the decretal sum.  

Reinstatement by the Kenya Defence Forces 

The complainant lodged a complaint with the Commission alleging that he 
was employed by the Kenya Defence Forces in 1984. He served until 2014 
when he alleges that he was unfairly terminated from his job. He challenged 
the termination in court and the court ruled in his favour ordering the KDF to 
reinstate him to his former position. The KDF did not comply with the court order 
prompting the complainant seek the Commission’s intervention.  

The Commission obliged and on 27th March 2020, the KDF in writing agreed to 
reinstate the complainant to his job and the complainant confirmed the same. 

A Case of Delay in Conducting Disciplinary Proceedings  
The complainant lodged a complaint with the Commission alleging that the 
Ministry of Agriculture delayed to conclude his disciplinary proceedings 
against which he was on interdiction from employment. Upon the 
Commission’s intervention, the disciplinary proceedings were duly concluded 
and the complainant reinstated to work and paid the accumulated half salary 
that had been deducted from his monthly pay for the period he was on 
interdiction. 

 

The Dangerously Hanging Power Line Case 
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A complainant lodged a complaint against Bamba police station alleging 

failure by the police to arrest a suspect who was reported to have defiled a 

minor. The incident was reported on 4th January, 2019 at the station and 

statements were recorded. After the Commission intervened, the suspect was 

arrested and arraigned in court. 

 
The Maize meal Case  
A private company lodged a complaint alleging discrimination and frequent 
harassment by Kenya Bureau of Standards. The complaint stated that KEBS 
suspended its permit vide a letter dated 27th January 2020, and directed it to 
stop any further production and recall its maize meal brands from the market. 
This was despite the fact that the company had complied with and 
implemented a corrective action plan earlier recommended by KEBS following 
an earlier suspension in November 2019.   

The Commission intervened and convened a meeting between KEBs officials 
and the Directors of the company where the complaint was investigated and 
it was found that the company had indeed complied with the 
recommendations of KEBS. Consequently, the suspension of permit was lifted 
and the company’s products were reinstated to the market on 20th February 
2020. 

The Kesses Boda Bode Sacco Case 

The complainants, who were motor cycle riders doing business in Eldoret town, 
alleged intimidation and harassment by Uasin Gishu County Enforcement 
officers in the enforcement of County By-Laws. They further alleged that the 
County Enforcement officers unlawfully impounded two motor cycles 
belonging to the SACCO members. 

The Commission held a meeting with the Uasin Gishu County Director of 
Enforcement and an investigation was launched which revealed that the 
reasons for impounding the motor cycles were unlawful. As a result, the two 
motor cycles were released and the complainants were assured of equal 
treatment in enforcement of County by-laws. 

The Fraudulent Death Case  

The complainant alleged that he is a retired Kenya Defence Forces employee 
and had been receiving his pension dues since his retirement in 1993. In 
October 2018, he suddenly stopped receiving his pension dues and upon 
enquiring from the Pensions department, he was informed that a death 

 
 

 
  
 

certificate had been filed in his pension file. He was requested to identify 
himself with documents which included a statement for verification in order to 
be paid his dues. Despite complying, he hadn’t received any communication 
from the Pensions department.  

The Commission followed up with the pensions department and on 30th 
January 2020, the complainant confirmed that he had received all his pension 
dues including arrears. 

A Case of Delay in Payment of Court Award  

The complainant had sued the state for false arrest, detention and malicious 
prosecution and was awarded Kshs. 417,560/= (Four Hundred Seventeen 
Thousand, Five Hundred and Sixty). Since the award was made, the state had 
not complied with the court order prompting the complainant to lodge a 
complaint with us.  

The Commission intervened and the complainant confirmed to us that he had 
received the decretal sum.  

Reinstatement by the Kenya Defence Forces 

The complainant lodged a complaint with the Commission alleging that he 
was employed by the Kenya Defence Forces in 1984. He served until 2014 
when he alleges that he was unfairly terminated from his job. He challenged 
the termination in court and the court ruled in his favour ordering the KDF to 
reinstate him to his former position. The KDF did not comply with the court order 
prompting the complainant seek the Commission’s intervention.  

The Commission obliged and on 27th March 2020, the KDF in writing agreed to 
reinstate the complainant to his job and the complainant confirmed the same. 

A Case of Delay in Conducting Disciplinary Proceedings  
The complainant lodged a complaint with the Commission alleging that the 
Ministry of Agriculture delayed to conclude his disciplinary proceedings 
against which he was on interdiction from employment. Upon the 
Commission’s intervention, the disciplinary proceedings were duly concluded 
and the complainant reinstated to work and paid the accumulated half salary 
that had been deducted from his monthly pay for the period he was on 
interdiction. 

 

The Dangerously Hanging Power Line Case 
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A complainant lodged a complaint against Bamba police station alleging 

failure by the police to arrest a suspect who was reported to have defiled a 

minor. The incident was reported on 4th January, 2019 at the station and 

statements were recorded. After the Commission intervened, the suspect was 

arrested and arraigned in court. 

 
The Maize meal Case  
A private company lodged a complaint alleging discrimination and frequent 
harassment by Kenya Bureau of Standards. The complaint stated that KEBS 
suspended its permit vide a letter dated 27th January 2020, and directed it to 
stop any further production and recall its maize meal brands from the market. 
This was despite the fact that the company had complied with and 
implemented a corrective action plan earlier recommended by KEBS following 
an earlier suspension in November 2019.   

The Commission intervened and convened a meeting between KEBs officials 
and the Directors of the company where the complaint was investigated and 
it was found that the company had indeed complied with the 
recommendations of KEBS. Consequently, the suspension of permit was lifted 
and the company’s products were reinstated to the market on 20th February 
2020. 

The Kesses Boda Bode Sacco Case 

The complainants, who were motor cycle riders doing business in Eldoret town, 
alleged intimidation and harassment by Uasin Gishu County Enforcement 
officers in the enforcement of County By-Laws. They further alleged that the 
County Enforcement officers unlawfully impounded two motor cycles 
belonging to the SACCO members. 

The Commission held a meeting with the Uasin Gishu County Director of 
Enforcement and an investigation was launched which revealed that the 
reasons for impounding the motor cycles were unlawful. As a result, the two 
motor cycles were released and the complainants were assured of equal 
treatment in enforcement of County by-laws. 

The Fraudulent Death Case  

The complainant alleged that he is a retired Kenya Defence Forces employee 
and had been receiving his pension dues since his retirement in 1993. In 
October 2018, he suddenly stopped receiving his pension dues and upon 
enquiring from the Pensions department, he was informed that a death 

 
 

 
  
 

certificate had been filed in his pension file. He was requested to identify 
himself with documents which included a statement for verification in order to 
be paid his dues. Despite complying, he hadn’t received any communication 
from the Pensions department.  

The Commission followed up with the pensions department and on 30th 
January 2020, the complainant confirmed that he had received all his pension 
dues including arrears. 

A Case of Delay in Payment of Court Award  

The complainant had sued the state for false arrest, detention and malicious 
prosecution and was awarded Kshs. 417,560/= (Four Hundred Seventeen 
Thousand, Five Hundred and Sixty). Since the award was made, the state had 
not complied with the court order prompting the complainant to lodge a 
complaint with us.  

The Commission intervened and the complainant confirmed to us that he had 
received the decretal sum.  

Reinstatement by the Kenya Defence Forces 

The complainant lodged a complaint with the Commission alleging that he 
was employed by the Kenya Defence Forces in 1984. He served until 2014 
when he alleges that he was unfairly terminated from his job. He challenged 
the termination in court and the court ruled in his favour ordering the KDF to 
reinstate him to his former position. The KDF did not comply with the court order 
prompting the complainant seek the Commission’s intervention.  

The Commission obliged and on 27th March 2020, the KDF in writing agreed to 
reinstate the complainant to his job and the complainant confirmed the same. 

A Case of Delay in Conducting Disciplinary Proceedings  
The complainant lodged a complaint with the Commission alleging that the 
Ministry of Agriculture delayed to conclude his disciplinary proceedings 
against which he was on interdiction from employment. Upon the 
Commission’s intervention, the disciplinary proceedings were duly concluded 
and the complainant reinstated to work and paid the accumulated half salary 
that had been deducted from his monthly pay for the period he was on 
interdiction. 

 

The Dangerously Hanging Power Line Case 
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The complainant lodged a complaint with the Commission alleging that Kenya 
Power had failed to address precariously hanging power line at Nyawita 
Kanyakwar ‘A’ location since 2018.  

Following the Commission’s intervention, the lines were repaired by Kenya 
Power and are no longer a threat to the residents of the area. 

The Fraudulent Beneficiary Case 
The complainant lodged a complaint with the Commission alleging that NHIF 
had failed to amend details of beneficiaries to his NHIF card to indicate his 
spouse. He alleged that a stranger had been fraudulently indicated as a 
beneficiary in his medical cover but despite his complaints to NHIF, no action 
was taken.  

Upon the Commission’s intervention, investigations were initiated which 
confirmed that the latter had been fraudulently included as a beneficiary. 
Following this information, the spouse has since been restored as a beneficiary. 
Further, the employee who was found culpable in the fraudulent scheme was 
interdicted pending the outcome of further investigations initiated by DCI. 

The Elderly Cash Transfer Program Case 
The complainant lodged a complaint with the Commission alleging that the 
State Department of Social Protection had failed to address anomalies in the 
Elderly Cash Transfer Program for Kajulu West Location, Kisumu East Sub 
County. This failure led to a delay in the payment of arrears owed to the 
beneficiaries.  

Following the Commission’s intervention, the anomaly was addressed and the 
complainant subsequently confirmed that the beneficiaries were paid their 
dues. 

The Unclaimed Financial Assets Case  
The complainant lodged a complaint with the Commission alleging that the 
UFAA failed to settle dues owed to the estate of their relative amounting to 
Kshs. 280,909 (Two Hundred and Eighty Thousand, Nine Hundred and Nine) 
which was held at the Barclays Bank (as it then was) where she had a savings 
account.  

Upon the Commission’s intervention, the dues were duly remitted to the Public 
Trustee Office Kakamega for administration and consequently the same was 
paid to the beneficiaries of the deceased’s estate. 

 

 

 

 
 

 
  
 

 

 

 

 

 

2.3.2. SAMPLE CASES  

Table 1presents a sample of different complaints handled by the Commission 
for the period under review. 

Table 1: Sample of Complaints Handled 
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A complaint on allegations that Kenya Power & 
Lighting Company has inflated his electricity bill 
and has failed to address the anomaly therein. 
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t The Complainant alleges that she is registered 

under the cash for the elderly program and that 
she used to receive monthly disbursements until 
December 2018 when the payments stopped. 
She made numerous attempts to find a solution at 
the Nyamira County offices but has been 
unsuccessful to-date. 
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The Complainant alleged that he is a resident of 
Kericho County and that the Respondent is 
constructing the Kericho By pass Phase I project. 
The excavations have caused the collection of a 
pool of stagnant water, which is both a health and 
environmental hazard to the area residents. The 
complainant has made several complaints in writing to 
KURA but no action has been taken.  
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The Complainant alleged that she was a census 
enumerator in 2019 based in Meru County and to 
date she has not been paid her dues despite 
completing the assignment and surrendering all 
the tools assigned to her. She has tried following 
up on the matter to no avail.  
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A complaint on allegations that Kenya Power & 
Lighting Company has inflated his electricity bill 
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under the cash for the elderly program and that 
she used to receive monthly disbursements until 
December 2018 when the payments stopped. 
She made numerous attempts to find a solution at 
the Nyamira County offices but has been 
unsuccessful to-date. 
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The Complainant alleged that he is a resident of 
Kericho County and that the Respondent is 
constructing the Kericho By pass Phase I project. 
The excavations have caused the collection of a 
pool of stagnant water, which is both a health and 
environmental hazard to the area residents. The 
complainant has made several complaints in writing to 
KURA but no action has been taken.  
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The Complainant alleged that she was a census 
enumerator in 2019 based in Meru County and to 
date she has not been paid her dues despite 
completing the assignment and surrendering all 
the tools assigned to her. She has tried following 
up on the matter to no avail.  
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The complainant lodged a complaint with the Commission alleging that Kenya 
Power had failed to address precariously hanging power line at Nyawita 
Kanyakwar ‘A’ location since 2018.  

Following the Commission’s intervention, the lines were repaired by Kenya 
Power and are no longer a threat to the residents of the area. 

The Fraudulent Beneficiary Case 
The complainant lodged a complaint with the Commission alleging that NHIF 
had failed to amend details of beneficiaries to his NHIF card to indicate his 
spouse. He alleged that a stranger had been fraudulently indicated as a 
beneficiary in his medical cover but despite his complaints to NHIF, no action 
was taken.  

Upon the Commission’s intervention, investigations were initiated which 
confirmed that the latter had been fraudulently included as a beneficiary. 
Following this information, the spouse has since been restored as a beneficiary. 
Further, the employee who was found culpable in the fraudulent scheme was 
interdicted pending the outcome of further investigations initiated by DCI. 

The Elderly Cash Transfer Program Case 
The complainant lodged a complaint with the Commission alleging that the 
State Department of Social Protection had failed to address anomalies in the 
Elderly Cash Transfer Program for Kajulu West Location, Kisumu East Sub 
County. This failure led to a delay in the payment of arrears owed to the 
beneficiaries.  

Following the Commission’s intervention, the anomaly was addressed and the 
complainant subsequently confirmed that the beneficiaries were paid their 
dues. 

The Unclaimed Financial Assets Case  
The complainant lodged a complaint with the Commission alleging that the 
UFAA failed to settle dues owed to the estate of their relative amounting to 
Kshs. 280,909 (Two Hundred and Eighty Thousand, Nine Hundred and Nine) 
which was held at the Barclays Bank (as it then was) where she had a savings 
account.  

Upon the Commission’s intervention, the dues were duly remitted to the Public 
Trustee Office Kakamega for administration and consequently the same was 
paid to the beneficiaries of the deceased’s estate. 

 

 

 

 
 

 
  
 

 

 

 

 

 

2.3.2. SAMPLE CASES  

Table 1presents a sample of different complaints handled by the Commission 
for the period under review. 
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A complaint on allegations that Kenya Power & 
Lighting Company has inflated his electricity bill 
and has failed to address the anomaly therein. 
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t The Complainant alleges that she is registered 

under the cash for the elderly program and that 
she used to receive monthly disbursements until 
December 2018 when the payments stopped. 
She made numerous attempts to find a solution at 
the Nyamira County offices but has been 
unsuccessful to-date. 
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The Complainant alleged that he is a resident of 
Kericho County and that the Respondent is 
constructing the Kericho By pass Phase I project. 
The excavations have caused the collection of a 
pool of stagnant water, which is both a health and 
environmental hazard to the area residents. The 
complainant has made several complaints in writing to 
KURA but no action has been taken.  
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The Complainant alleged that she was a census 
enumerator in 2019 based in Meru County and to 
date she has not been paid her dues despite 
completing the assignment and surrendering all 
the tools assigned to her. She has tried following 
up on the matter to no avail.  
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2.3.2. SAMPLE CASES  

Table 1presents a sample of different complaints handled by the Commission 
for the period under review. 
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A complaint on allegations that Kenya Power & 
Lighting Company has inflated his electricity bill 
and has failed to address the anomaly therein. 
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t The Complainant alleges that she is registered 

under the cash for the elderly program and that 
she used to receive monthly disbursements until 
December 2018 when the payments stopped. 
She made numerous attempts to find a solution at 
the Nyamira County offices but has been 
unsuccessful to-date. 
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The Complainant alleged that he is a resident of 
Kericho County and that the Respondent is 
constructing the Kericho By pass Phase I project. 
The excavations have caused the collection of a 
pool of stagnant water, which is both a health and 
environmental hazard to the area residents. The 
complainant has made several complaints in writing to 
KURA but no action has been taken.  
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The Complainant alleged that she was a census 
enumerator in 2019 based in Meru County and to 
date she has not been paid her dues despite 
completing the assignment and surrendering all 
the tools assigned to her. She has tried following 
up on the matter to no avail.  
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The Complainant alleged that she appealed to 
the Public Service Commission against her 
dismissal on grounds of misconduct from the Ministry 
of Health where she was an employee. She 
appealed on grounds that she had not been granted 
a fair hearing. Despite several follow-ups the 
complainant has not received feedback on the 
appeal. 
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Director of Nairobi Water is harassing and 
victimising employees especially those 
investigating the discharge of effluent into several 
rivers in Nairobi.  
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The Complainant alleges that he was an 
employee of Kenya Power and Lighting 
Company for 28 years until 1995 when he left on 
early retirement. He alleges that he has never 
been paid his retirement benefits despite having 
availed all the requisite documents for the 
processing of his pension benefits. He has made 
several follow-ups with KPLC without any success. 
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The Complainant alleges that he is a teacher with 
permanent disability. He was granted tax 
exemption in April 2016 and the same was subject 
to renewal in April 2021. The Teachers Service 
Commission withdrew his tax exemption in 
October 2019 without giving any reasons. When 
he made a follow-up, he was asked to surrender 
the original and copies relevant documents, which 
he did. He has since made several follow-ups with 
TSC without success. 
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An own motion complaint gathered from the 
Commission’s social media pages regarding 
prolonged power outage in Nyadorera market in 
Siaya County due to a faulty transformer. An 
inquiry was initiated and the matter resolved. 
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An allegation that Meru County clinical officers’ 
statutory deductions have not been remitted as 
required under Employment Act, No. 11 of 2017 
since March 2019. The officers were yet to be paid 
their February 2020 salaries. The complainants 
further claimed that the respondent has not 
properly trained them on how to handle the 
Covid-19 virus and that they are yet to be 
provided with personal protective equipment.  

11.  

C
A

J/
M

.IG
C

/0
62

/1
15

9/
20

-E
M

M
 

N
a

tio
na

l 
Re

g
ist

ra
tio

n 
o

f P
e

rs
o

ns
 

D
e

la
y 

a
nd

 
M

a
ni

fe
st

 
A

d
m

in
ist

ra
tiv

e 
In

ju
st

ic
e

 An allegation that the Complainant applied for a 
national identity card and the same was issued on 
2nd April 1997. However, the complainant was later 
informed that the ID Card number resembled 
another. This has hindered the Complainant from 
accessing certain services such as M-pesa and 
NHIF. She has severally attempted to have the same 
rectified to no avail,  

12.  

C
A

J/
IS

I/
PO

L
/0

15
/1

16
/2

0
-S

G
 

N
a

tio
na

l 
Po

lic
e

 
Se

rv
ic

e
 

In
a

c
tio

n 

The Complainant alleges that his 17year old son 
was assaulted by some police officers. He 
reported the matter at the Isiolo Police station 
vide OB number 108/20/01/2020 but the police had 
not taken any action.  
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r An allegation that the Chief of Aus Mudule 

Location, Tarbajj Sub-County, Wajir County, 
harasses, threatens and intimidates members of 
the public when they demand for better service 
delivery and proper implementation of 
community projects.  
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The Complainant alleges that she is the legally 
registered owner of a parcel of land in Umoja 
Innercore. She had been paying land rates for the 
parcel until 2014 when she was advised to stop 
paying by the Director of Survey. Subsequently, a 
group of people encroached on her land and 
continues to occupy the same. She has followed up 
with the Ministry of Lands.  
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The Complainant alleged that she appealed to 
the Public Service Commission against her 
dismissal on grounds of misconduct from the Ministry 
of Health where she was an employee. She 
appealed on grounds that she had not been granted 
a fair hearing. Despite several follow-ups the 
complainant has not received feedback on the 
appeal. 
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Director of Nairobi Water is harassing and 
victimising employees especially those 
investigating the discharge of effluent into several 
rivers in Nairobi.  
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The Complainant alleges that he was an 
employee of Kenya Power and Lighting 
Company for 28 years until 1995 when he left on 
early retirement. He alleges that he has never 
been paid his retirement benefits despite having 
availed all the requisite documents for the 
processing of his pension benefits. He has made 
several follow-ups with KPLC without any success. 
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The Complainant alleges that he is a teacher with 
permanent disability. He was granted tax 
exemption in April 2016 and the same was subject 
to renewal in April 2021. The Teachers Service 
Commission withdrew his tax exemption in 
October 2019 without giving any reasons. When 
he made a follow-up, he was asked to surrender 
the original and copies relevant documents, which 
he did. He has since made several follow-ups with 
TSC without success. 
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An own motion complaint gathered from the 
Commission’s social media pages regarding 
prolonged power outage in Nyadorera market in 
Siaya County due to a faulty transformer. An 
inquiry was initiated and the matter resolved. 
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An allegation that Meru County clinical officers’ 
statutory deductions have not been remitted as 
required under Employment Act, No. 11 of 2017 
since March 2019. The officers were yet to be paid 
their February 2020 salaries. The complainants 
further claimed that the respondent has not 
properly trained them on how to handle the 
Covid-19 virus and that they are yet to be 
provided with personal protective equipment.  
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 An allegation that the Complainant applied for a 
national identity card and the same was issued on 
2nd April 1997. However, the complainant was later 
informed that the ID Card number resembled 
another. This has hindered the Complainant from 
accessing certain services such as M-pesa and 
NHIF. She has severally attempted to have the same 
rectified to no avail,  
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The Complainant alleges that his 17year old son 
was assaulted by some police officers. He 
reported the matter at the Isiolo Police station 
vide OB number 108/20/01/2020 but the police had 
not taken any action.  
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Location, Tarbajj Sub-County, Wajir County, 
harasses, threatens and intimidates members of 
the public when they demand for better service 
delivery and proper implementation of 
community projects.  
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The Complainant alleges that she is the legally 
registered owner of a parcel of land in Umoja 
Innercore. She had been paying land rates for the 
parcel until 2014 when she was advised to stop 
paying by the Director of Survey. Subsequently, a 
group of people encroached on her land and 
continues to occupy the same. She has followed up 
with the Ministry of Lands.  
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The complaints who were students at the Technical 
university of Kenya pursuing Bachelor of 
Engineering, Electrical & Electronics alleged that 
they had not been enlisted in the 20th December 
2019 graduation list despite attaining the 
minimum requirements for graduating. They 
wrote letters to the Director of the Department 
regarding the matter, but failed to elicit a 
response, which led them to seek the 
Commission’s intervention. The Commission 
intervened and they were allowed to graduate.  
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The complaints who were students at the Technical 
university of Kenya pursuing Bachelor of 
Engineering, Electrical & Electronics alleged that 
they had not been enlisted in the 20th December 
2019 graduation list despite attaining the 
minimum requirements for graduating. They 
wrote letters to the Director of the Department 
regarding the matter, but failed to elicit a 
response, which led them to seek the 
Commission’s intervention. The Commission 
intervened and they were allowed to graduate.  
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2.1. Investigations 
 

Investigations form an integral part of complaints management section (8) of the CAJ 
Act, 2011. Accordingly, the Commission carried out eight specific investigations during 
the period under review  
Below are highlights of two investigations: 
 
Alleged maladministration at Upper Hill School 

The Commission undertook an investigation into allegations of irregular 

procurement, underpayment of staff and payroll falsification, misuse of funds 

and misconduct by the Principal. 

The investigation revealed that the allegation of falsification of payroll was 

unfounded. However, it was found that non-teaching staff at the school were earning 

a lower salary than the approved civil servants’ salary structure. The investigations 

further revealed that the principal and some officers were found culpable of irregular 

procurement of firewood and abuse of power by irregularly demoting and appointing 

some staff. In this regard, the Commission made recommendations and shared the 

report with the Office of the Director of Public Prosecution (ODPP) and other relevant 

agencies for further action. 

 

The Commission further recommended that the Principal Secretary, Ministry of 

Education, Science and Technology should develop a guideline on the terms of 

employment for non-teaching staff for all schools in line with Employment Act and 

other relevant laws and take action against the Principal for irregularly recruiting Ms. 

Akol as cateress. 

Finally, the Commission also recommended that the Board of Management of Upper 

Hill School should ensure that Ms. Alice A. Ouko resumes her duties as the Cateress in 

charge and reassign the new Cateress, Ms. Mary Akol other duties. 

 

An Investigation into the 29th September 2019 Likoni Ferry Tragedy and Other 
Systemic Issues Affecting the Kenya Ferry Services 

The Commission carried out an investigation into the 29th September, 2019, Likoni 

Channel tragedy in which a 35-year-old mother, Mrs. Mariam Kighenda, and her four-

year-old daughter, Amanda Mutheu, were reported by various media outlets to have 

lost their lives after their car slid back and plunged into the Indian Ocean. According 
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to the reports, they were aboard MV Harambee Ferry on their way to Mombasa Island 

from Msambweni, Kwale County. 

The investigation sought to find out the circumstances surrounding the tragedy, 

coordination of the search and retrieval of the car and its occupants, the role of 

relevant institutions in the provision of quality, safe and secure ferry services, and 

whether KFS was prepared to deal with such eventualities in future. 

Upon Investigations, it was confirmed that the prows (flaps at the front and rear part 

of a vessel that restrain vehicles and passengers from falling into water) were not 

functional hence could not prevent the car from sliding back and plunging into the 

ocean. Additionally, the safety chain had not been fixed on both the entrance and 

exit of the vessel which could have possibly restrained the car from falling into the 

ocean. It was also noted that other vessels (MV Nyayo and MV Kilindini) also had 

defective prows. These vessels are thirty-years old and had surpassed the 

recommended 20-year lifespan, and had been decommissioned in 2007. Kenya 

Maritime Authority (KMA) had inspected the vessels and certified them as safe for 

navigation despite having the defective prows. It was also established that the KFS 

coxswains operating the vessels do not meet the minimum requirements stipulated in 

the Merchant Shipping (Training and Certification) Regulations, 2016 (Legal Notice No. 

41 of 2016). It was established that KMA, as a regulator, had not been inspecting the 

coxswains to ensure that they meet the minimum qualifications and that they were 

competent to safely steer the vessels. Overally it was established that the level of KFS’s 

preparedness to deal with disasters of such nature was wanting.  

The Commission recommended thorough inspection of the vessels with a view to 

decommissioning old and defective vessels and rehabilitating the ones in fair 

condition to acceptable maritime safety standards. The Commission also 

recommended that the family of the late Mariam Kighenda to be compensated in 

line with relevant laws. 

 

 

 

 

 
 

 
  
 

CHAPTER THREE 

3.0. STRENGTHENING COMPLAINTS MANAGEMENT IN THE PUBLIC SECTOR 

The Commission plays an important role in ensuring quality public service 
delivery. To this end, the Commission facilitates the setting up of, and 
strengthening of the complaint-handling infrastructure in the public sector. This 
is realised through training, monitoring of service delivery standards and 
provision of technical support. 

3.1. Capacity Building in the Public Sector 

In the period under review, the Commission trained 1,201 officers drawn from 
37 institutions. This was a significant decrease compared to previous period 
where 2,136 officers drawn from 218 institutions were trained. The drop was 
occasioned by the Covid-19 pandemic which led to the suspension of all 
training activities in the last quarter of the financial year. The trainings targeted 
complaints officers, senior managers and frontline officers.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

A Training Session Facilitated by the Commission  
 

Table 2 presents the number of institutions and officers trained during the 
period under review. Figure 6 depicts the number of officers trained per 
quarter.
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Table 2: Number of Institutions and Officers Trained 

NO Public Institutions Number of Officers  
1.  National Aids Control Council 29 
2.  National Industrial Training Authority 9 
3.  Egerton University 31 
4.  Kenya Export Promotion & Branding Agency 67 
5.  Ol’lessos Technical Training Institute 40 
6.  Kenya Revenue Authority 29 
7.  Masinde Muliro University of Science and Technology 61 
8.  National Cereals and Produce Board 10 
9.  Teachers Service Commission 51 
10.  Kenya Medical Research Institute 73 
11.  Commodities Fund 17 
12.  Kenya Ports Authority 39 
13.  The National Council for Law Reporting 10 
14.  Kenya National Shipping Line 6 
15.  Kenya Reinsurance Corporation 73 
16.  TVET CDACC 7 
17.  ICT Authority 50 
18.  Kenya Rural Roads Authority 49 
19.  Nairobi Centre for International Arbitration 22 
20.  Kasarani Technical Vocational College 10 
21.  National Transport and Safety Authority 11 
22.  Energy and Petroleum Regulatory Authority 37 
23.  Kabete National Polytechnic 19 
24.  Kenya Medical Training College 72 
25.  Kenya Law Reform Commission 11 
26.  National Police Service, Internal Affairs Unit 111 
27.  Ministry of Devolution and ASALs, State Department for Devolution 14 
28.  Kenya Broadcasting Corporation 24 
29.  University of Eldoret 11 
30.  Kenya Cultural Centre 4 
31.  National Irrigation Authority 33 
32.  Communication Authority of Kenya 32 
33.  Ministry of Foreign Affairs 18 
34.  State Department for Fisheries, Aquaculture and Blue Economy 10 
35.  Retirement Benefits Authority 27 
36.  Kirinyaga University 30 
37.  Ewaso Ng’iro North Development Authority 54 
TOTAL 1,201 

 
 

 
  
 

Figure 6: Quarterly Training Analysis 
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Under the Indicator, public institutions are obligated to establish a mechanism of 
addressing complaints and report to the Commission on a quarterly basis. The 
Commission evaluates the reports, carries out assessments and certifies public 
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i. resolved and reported on complaints handled to the Commission as 
per the guidelines,  

ii. built capacity for complaints handling officers and staff,  

iii. maintained a complaints register,  

iv. created awareness on complaints handling systems 

v. proactively disclosed all information to members of the public unless 
exempted under section six of the ATI Act, and  

vi. reported on access to information requests processed. 

During the year, public institutions handled 699,194 complaints out of which 
655,824 (93.79%) were resolved. Notably, complaints against Kenya Power 
accounted for over 90% of all the complaints lodged directly with public 
institutions. Other institutions which received significant number of complaints 
included, National Transport and Safety Authority (11,318), Kenya Trade Network 
Agency (3,183), Kenya Revenue Authority (2,596) and, Insurance Regulatory 
Authority (2,070). 

Figure 7 presents the analysis of complaints received by public institutions during 
the reporting period. 

 

 

 
 

 
  
 

Figure 7: Analysis of Complaints Received by Public Institutions  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A comparative analysis of the past four years indicates a steady rise in the number 
of public institutions complying with the indicator on resolution of public 
complaints and therefore certified. This can be attributed to the interventions by 
the Commission to strengthen the capacity of public institutions to manage 
complaints. Figure 8 presents an analysis of institutions certified. 
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Figure 8: Certification Analysis 

 

 

 

 

3.1.2. Support to County Governments 

The Commission provided support to county governments with regard to 
strengthening complaints handling infrastructure. To this end, the Commission 
trained a total of 241 officers from six counties namely; Vihiga, Kisumu, Marsabit, 
Turkana and Elgeyo Marakwet. This was done in partnership with GIZ under the 
Strengthening Good Governance Programme.  

Figure 9 depicts an analysis of county government training during the period 
under review. 

 

 
 

 
  
 

Figure 9: Analysis of County Government Training 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3.1.3. Reporting by Public Entities on ATI 

Following the mainstreaming of issues on access to information into existing into 
Performance Contracting framework, where public entities report to CAJ on 
resolution of public complaints, the Commission developed Guidelines for public 
entities within the 9th edition of “Reporting Framework” for the financial year 
2019/2020. A total of 130,492 requests for information were received and 
processed by various MDAs (Ministries Government Departments and Agencies). 
This was a significant increase compared to the previous 2018/19 financial year 
where only 4607 requests were processed. 
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Figure 10: Analysis of Requests for Information 

 
 
 
 
 
 
 

 

 

 

 

 

 

 

 
 

 
  
 

CHAPTER FOUR 

 
4.0. ACCESS TO INFORMATION 
 

4.1. Introduction 
The Commission is mandated to oversee and enforce the right of access to 
information in Kenya pursuant to Article 35 of the Constitution and the Access to 
Information (ATI) Act, 2016. The Commission is required to report to Parliament on 
implementation of the right of access to information. In this regard, the 
Commission undertook a number of initiatives to operationalise the law. Some of 
the specific areas of focus under the reporting period were the establishment of 
a regulatory framework, handling of appeals on access to information, building 
the capacity of public institutions and sensitisation on the access to information 
law.  
 

4.2. Operationalisation of the ATI Act 
 
1.1. Development of ATI Act Regulations 

The process of developing ATI regulations commenced in the financial year 
2018/19 whereof by the end of that year, the first ATI draft regulations were in 
place. In the reporting period, the draft was subjected to two stakeholder reviews 
and subsequently adopted by members of the Taskforce for the Drafting of ATI 
Regulations on 21st April, 2020. The final draft regulations were forwarded to the 
Cabinet Secretary, Ministry of Information Communication and Technology, 
Innovation and Youth Affairs for further processing.  

1.2. Establishment of ATI Infrastructure 
Pursuant to the enabling legislation, a total of forty-six (46) County officers were 
conferred delegated powers of Information Access Officers (IAO) in 46 County 
Executives. Likewise, 36 County Assemblies have exercised the power of 
delegation of IAO functions to nominated officers. The requirement of publishing 
and publication of the contact details of IAOs has been complied with and most 
institutions have made disclosures on their websites. Several national Government 
institutions and a number of County Governments have also established 
Committees for implementation of the Act.   
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Figure 10: Analysis of Requests for Information 
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delegation of IAO functions to nominated officers. The requirement of publishing 
and publication of the contact details of IAOs has been complied with and most 
institutions have made disclosures on their websites. Several national Government 
institutions and a number of County Governments have also established 
Committees for implementation of the Act.   
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Figure 10: Analysis of Requests for Information 

 
 
 
 
 
 
 

 

 

 

 

 

 

 

 
 

 
  
 

CHAPTER FOUR 

 
4.0. ACCESS TO INFORMATION 
 

4.1. Introduction 
The Commission is mandated to oversee and enforce the right of access to 
information in Kenya pursuant to Article 35 of the Constitution and the Access to 
Information (ATI) Act, 2016. The Commission is required to report to Parliament on 
implementation of the right of access to information. In this regard, the 
Commission undertook a number of initiatives to operationalise the law. Some of 
the specific areas of focus under the reporting period were the establishment of 
a regulatory framework, handling of appeals on access to information, building 
the capacity of public institutions and sensitisation on the access to information 
law.  
 

4.2. Operationalisation of the ATI Act 
 
1.1. Development of ATI Act Regulations 

The process of developing ATI regulations commenced in the financial year 
2018/19 whereof by the end of that year, the first ATI draft regulations were in 
place. In the reporting period, the draft was subjected to two stakeholder reviews 
and subsequently adopted by members of the Taskforce for the Drafting of ATI 
Regulations on 21st April, 2020. The final draft regulations were forwarded to the 
Cabinet Secretary, Ministry of Information Communication and Technology, 
Innovation and Youth Affairs for further processing.  

1.2. Establishment of ATI Infrastructure 
Pursuant to the enabling legislation, a total of forty-six (46) County officers were 
conferred delegated powers of Information Access Officers (IAO) in 46 County 
Executives. Likewise, 36 County Assemblies have exercised the power of 
delegation of IAO functions to nominated officers. The requirement of publishing 
and publication of the contact details of IAOs has been complied with and most 
institutions have made disclosures on their websites. Several national Government 
institutions and a number of County Governments have also established 
Committees for implementation of the Act.   
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Figure 10: Analysis of Requests for Information 
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implementation of the right of access to information. In this regard, the 
Commission undertook a number of initiatives to operationalise the law. Some of 
the specific areas of focus under the reporting period were the establishment of 
a regulatory framework, handling of appeals on access to information, building 
the capacity of public institutions and sensitisation on the access to information 
law.  
 

4.2. Operationalisation of the ATI Act 
 
1.1. Development of ATI Act Regulations 

The process of developing ATI regulations commenced in the financial year 
2018/19 whereof by the end of that year, the first ATI draft regulations were in 
place. In the reporting period, the draft was subjected to two stakeholder reviews 
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Executives. Likewise, 36 County Assemblies have exercised the power of 
delegation of IAO functions to nominated officers. The requirement of publishing 
and publication of the contact details of IAOs has been complied with and most 
institutions have made disclosures on their websites. Several national Government 
institutions and a number of County Governments have also established 
Committees for implementation of the Act.   
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4.3. Review of Public and Private Entities Decisions under the Act: 
4.3.1. Applications for Review to the Commission 

 
The Commission received a total of 132 applications for review of decisions by 
entities under the Access to Information Act. A total of 126 applications 
representing 95.45% were successfully resolved whereof the concerned entities 
provided the requested information.  The majority of the applications for review 
received by the Commission representing 91.46% were classified as a decision 
refusing to grant access to information under section 14 (1)(a) of the Act. These 
were mostly characterized by general lack of a response from the requested 
institutions. The Commission received four (4) applications for review on Refusal to 
correct/update/annotate records of personal information under S. 14 (1) (h)]. 
There were four (4) applications representing 4.88% addressing the issue of public 
entities obligations on proactive disclosure as provided for by sections 5 and 14(3) 
of the Act.  
 

4.3.2. Sample Successful Resolutions 
 

i. Failure to Supply Requested Documents on Voluntary Retirement Scheme 
By KVDA 

This was an application by several persons who had been retired by the Kerio 
Valley Development Authority (KVDA) under the Voluntary Retirements Scheme. 
The Applicants alleged that the terms of their retirement differed from what had 
been negotiated and agreed with the management. This was because their final 
terminal benefits had been greatly reduced and some of them omitted from the 
final list of beneficiaries.  The applicants requested to be granted access to the 
documents submitted by KVDA Board to the National Treasury for processing of 
their benefits. The information request to KVDA was not granted, hence the 
appeal application before CAJ. Upon inquiry, KVDA expressed reservations in 
disclosing some of the requested documents. However, CAJ issued a ruling 
directing KVDA to provide the documents requested upon redaction of the 
confidential information. The applicants were granted the documents and 
expressed satisfaction. 

 

 

 

 
 

 
  
 

ii. Failure to Avail Information by KeNHA on a Proposed Road in Kilifi County 
The Applicant, a law firm, alleged that its client who was the lawful owner of a 
parcel of land known as KILIFI/KINUNG’UNA/278 in Kilifi County had been denied 
access to information concerning a proposed road which would pass through the 
parcel of land. The information requested was on; the gazetted parcels of land 
to be affected, the total area that would be affected, the proposed mode of 
compensation, the public participation process undertaken as well as the 
Environmental Impact Assessment and social audits reports. The Applicant 
alleged that there was no response to the request for information from the Kenya 
National Highways Authority (KeNHA), hence the appeal to the Commission. The 
Commission inquired into the matter and made a ruling that KeNHA should fully 
disclose the requested information, which was done.  

 
iii. Failure to Supply Certified Copies of Land Control Board Proceedings   

The Commission received an application alleging failure to facilitate access to 
information and documents of Kiambu Sub-County Land Control Board’s 
proceedings. The applicant had requested for certified copies of applications 
tendered to the Board, the booking receipts thereof and certified copies of 
consents issued in the month of October 2018. The Commission inquired into the 
matter and made an Order under section 23(2)(a) of the Access to Information 
Act ordering the Deputy County Commissioner to facilitate access to the 
requested information within Seven (7) days. 

 

4.3.3. Enforcement of Commission’s ATI decisions 
 

An analysis of the applications for review revealed that 87% Respondents 
released information withheld by them upon receiving an initial letter of inquiry 
from CAJ. This meant that most applications for review were closed at the point 
such information was provided. Many of the correspondences by CAJ thus form 
‘decisions on release of information’ especially after both parties have given their 
perspectives in relation to the request. In some instances, CAJ utilized its powers 
granted by ATIA as well as the CAJ Act such as through the issuance of Summons 
to elicit response from some of the Respondents. These measures were utilized in 
five instances under the access to information framework and the results were 
that the Respondents complied by responding to our inquiry and by releasing 
information withheld.     
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4.3. Review of Public and Private Entities Decisions under the Act: 
4.3.1. Applications for Review to the Commission 

 
The Commission received a total of 132 applications for review of decisions by 
entities under the Access to Information Act. A total of 126 applications 
representing 95.45% were successfully resolved whereof the concerned entities 
provided the requested information.  The majority of the applications for review 
received by the Commission representing 91.46% were classified as a decision 
refusing to grant access to information under section 14 (1)(a) of the Act. These 
were mostly characterized by general lack of a response from the requested 
institutions. The Commission received four (4) applications for review on Refusal to 
correct/update/annotate records of personal information under S. 14 (1) (h)]. 
There were four (4) applications representing 4.88% addressing the issue of public 
entities obligations on proactive disclosure as provided for by sections 5 and 14(3) 
of the Act.  
 

4.3.2. Sample Successful Resolutions 
 

i. Failure to Supply Requested Documents on Voluntary Retirement Scheme 
By KVDA 

This was an application by several persons who had been retired by the Kerio 
Valley Development Authority (KVDA) under the Voluntary Retirements Scheme. 
The Applicants alleged that the terms of their retirement differed from what had 
been negotiated and agreed with the management. This was because their final 
terminal benefits had been greatly reduced and some of them omitted from the 
final list of beneficiaries.  The applicants requested to be granted access to the 
documents submitted by KVDA Board to the National Treasury for processing of 
their benefits. The information request to KVDA was not granted, hence the 
appeal application before CAJ. Upon inquiry, KVDA expressed reservations in 
disclosing some of the requested documents. However, CAJ issued a ruling 
directing KVDA to provide the documents requested upon redaction of the 
confidential information. The applicants were granted the documents and 
expressed satisfaction. 

 

 

 

 
 

 
  
 

ii. Failure to Avail Information by KeNHA on a Proposed Road in Kilifi County 
The Applicant, a law firm, alleged that its client who was the lawful owner of a 
parcel of land known as KILIFI/KINUNG’UNA/278 in Kilifi County had been denied 
access to information concerning a proposed road which would pass through the 
parcel of land. The information requested was on; the gazetted parcels of land 
to be affected, the total area that would be affected, the proposed mode of 
compensation, the public participation process undertaken as well as the 
Environmental Impact Assessment and social audits reports. The Applicant 
alleged that there was no response to the request for information from the Kenya 
National Highways Authority (KeNHA), hence the appeal to the Commission. The 
Commission inquired into the matter and made a ruling that KeNHA should fully 
disclose the requested information, which was done.  

 
iii. Failure to Supply Certified Copies of Land Control Board Proceedings   

The Commission received an application alleging failure to facilitate access to 
information and documents of Kiambu Sub-County Land Control Board’s 
proceedings. The applicant had requested for certified copies of applications 
tendered to the Board, the booking receipts thereof and certified copies of 
consents issued in the month of October 2018. The Commission inquired into the 
matter and made an Order under section 23(2)(a) of the Access to Information 
Act ordering the Deputy County Commissioner to facilitate access to the 
requested information within Seven (7) days. 

 

4.3.3. Enforcement of Commission’s ATI decisions 
 

An analysis of the applications for review revealed that 87% Respondents 
released information withheld by them upon receiving an initial letter of inquiry 
from CAJ. This meant that most applications for review were closed at the point 
such information was provided. Many of the correspondences by CAJ thus form 
‘decisions on release of information’ especially after both parties have given their 
perspectives in relation to the request. In some instances, CAJ utilized its powers 
granted by ATIA as well as the CAJ Act such as through the issuance of Summons 
to elicit response from some of the Respondents. These measures were utilized in 
five instances under the access to information framework and the results were 
that the Respondents complied by responding to our inquiry and by releasing 
information withheld.     
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4.3. Review of Public and Private Entities Decisions under the Act: 
4.3.1. Applications for Review to the Commission 

 
The Commission received a total of 132 applications for review of decisions by 
entities under the Access to Information Act. A total of 126 applications 
representing 95.45% were successfully resolved whereof the concerned entities 
provided the requested information.  The majority of the applications for review 
received by the Commission representing 91.46% were classified as a decision 
refusing to grant access to information under section 14 (1)(a) of the Act. These 
were mostly characterized by general lack of a response from the requested 
institutions. The Commission received four (4) applications for review on Refusal to 
correct/update/annotate records of personal information under S. 14 (1) (h)]. 
There were four (4) applications representing 4.88% addressing the issue of public 
entities obligations on proactive disclosure as provided for by sections 5 and 14(3) 
of the Act.  
 

4.3.2. Sample Successful Resolutions 
 

i. Failure to Supply Requested Documents on Voluntary Retirement Scheme 
By KVDA 

This was an application by several persons who had been retired by the Kerio 
Valley Development Authority (KVDA) under the Voluntary Retirements Scheme. 
The Applicants alleged that the terms of their retirement differed from what had 
been negotiated and agreed with the management. This was because their final 
terminal benefits had been greatly reduced and some of them omitted from the 
final list of beneficiaries.  The applicants requested to be granted access to the 
documents submitted by KVDA Board to the National Treasury for processing of 
their benefits. The information request to KVDA was not granted, hence the 
appeal application before CAJ. Upon inquiry, KVDA expressed reservations in 
disclosing some of the requested documents. However, CAJ issued a ruling 
directing KVDA to provide the documents requested upon redaction of the 
confidential information. The applicants were granted the documents and 
expressed satisfaction. 

 

 

 

 
 

 
  
 

ii. Failure to Avail Information by KeNHA on a Proposed Road in Kilifi County 
The Applicant, a law firm, alleged that its client who was the lawful owner of a 
parcel of land known as KILIFI/KINUNG’UNA/278 in Kilifi County had been denied 
access to information concerning a proposed road which would pass through the 
parcel of land. The information requested was on; the gazetted parcels of land 
to be affected, the total area that would be affected, the proposed mode of 
compensation, the public participation process undertaken as well as the 
Environmental Impact Assessment and social audits reports. The Applicant 
alleged that there was no response to the request for information from the Kenya 
National Highways Authority (KeNHA), hence the appeal to the Commission. The 
Commission inquired into the matter and made a ruling that KeNHA should fully 
disclose the requested information, which was done.  

 
iii. Failure to Supply Certified Copies of Land Control Board Proceedings   

The Commission received an application alleging failure to facilitate access to 
information and documents of Kiambu Sub-County Land Control Board’s 
proceedings. The applicant had requested for certified copies of applications 
tendered to the Board, the booking receipts thereof and certified copies of 
consents issued in the month of October 2018. The Commission inquired into the 
matter and made an Order under section 23(2)(a) of the Access to Information 
Act ordering the Deputy County Commissioner to facilitate access to the 
requested information within Seven (7) days. 

 

4.3.3. Enforcement of Commission’s ATI decisions 
 

An analysis of the applications for review revealed that 87% Respondents 
released information withheld by them upon receiving an initial letter of inquiry 
from CAJ. This meant that most applications for review were closed at the point 
such information was provided. Many of the correspondences by CAJ thus form 
‘decisions on release of information’ especially after both parties have given their 
perspectives in relation to the request. In some instances, CAJ utilized its powers 
granted by ATIA as well as the CAJ Act such as through the issuance of Summons 
to elicit response from some of the Respondents. These measures were utilized in 
five instances under the access to information framework and the results were 
that the Respondents complied by responding to our inquiry and by releasing 
information withheld.     

TH
E 

C
O

M
M

IS
SI

O
N

 O
N

 A
D

M
IN

IS
TR

A
TIV

E 
JU

ST
IC

E

TH
E 

C
O

M
M

IS
SI

O
N

 O
N

 A
D

M
IN

IS
TR

A
TIV

E 
JU

ST
IC

E

39

 
 

 
  
 

4.3. Review of Public and Private Entities Decisions under the Act: 
4.3.1. Applications for Review to the Commission 

 
The Commission received a total of 132 applications for review of decisions by 
entities under the Access to Information Act. A total of 126 applications 
representing 95.45% were successfully resolved whereof the concerned entities 
provided the requested information.  The majority of the applications for review 
received by the Commission representing 91.46% were classified as a decision 
refusing to grant access to information under section 14 (1)(a) of the Act. These 
were mostly characterized by general lack of a response from the requested 
institutions. The Commission received four (4) applications for review on Refusal to 
correct/update/annotate records of personal information under S. 14 (1) (h)]. 
There were four (4) applications representing 4.88% addressing the issue of public 
entities obligations on proactive disclosure as provided for by sections 5 and 14(3) 
of the Act.  
 

4.3.2. Sample Successful Resolutions 
 

i. Failure to Supply Requested Documents on Voluntary Retirement Scheme 
By KVDA 

This was an application by several persons who had been retired by the Kerio 
Valley Development Authority (KVDA) under the Voluntary Retirements Scheme. 
The Applicants alleged that the terms of their retirement differed from what had 
been negotiated and agreed with the management. This was because their final 
terminal benefits had been greatly reduced and some of them omitted from the 
final list of beneficiaries.  The applicants requested to be granted access to the 
documents submitted by KVDA Board to the National Treasury for processing of 
their benefits. The information request to KVDA was not granted, hence the 
appeal application before CAJ. Upon inquiry, KVDA expressed reservations in 
disclosing some of the requested documents. However, CAJ issued a ruling 
directing KVDA to provide the documents requested upon redaction of the 
confidential information. The applicants were granted the documents and 
expressed satisfaction. 

 

 

 

 
 

 
  
 

ii. Failure to Avail Information by KeNHA on a Proposed Road in Kilifi County 
The Applicant, a law firm, alleged that its client who was the lawful owner of a 
parcel of land known as KILIFI/KINUNG’UNA/278 in Kilifi County had been denied 
access to information concerning a proposed road which would pass through the 
parcel of land. The information requested was on; the gazetted parcels of land 
to be affected, the total area that would be affected, the proposed mode of 
compensation, the public participation process undertaken as well as the 
Environmental Impact Assessment and social audits reports. The Applicant 
alleged that there was no response to the request for information from the Kenya 
National Highways Authority (KeNHA), hence the appeal to the Commission. The 
Commission inquired into the matter and made a ruling that KeNHA should fully 
disclose the requested information, which was done.  

 
iii. Failure to Supply Certified Copies of Land Control Board Proceedings   

The Commission received an application alleging failure to facilitate access to 
information and documents of Kiambu Sub-County Land Control Board’s 
proceedings. The applicant had requested for certified copies of applications 
tendered to the Board, the booking receipts thereof and certified copies of 
consents issued in the month of October 2018. The Commission inquired into the 
matter and made an Order under section 23(2)(a) of the Access to Information 
Act ordering the Deputy County Commissioner to facilitate access to the 
requested information within Seven (7) days. 

 

4.3.3. Enforcement of Commission’s ATI decisions 
 

An analysis of the applications for review revealed that 87% Respondents 
released information withheld by them upon receiving an initial letter of inquiry 
from CAJ. This meant that most applications for review were closed at the point 
such information was provided. Many of the correspondences by CAJ thus form 
‘decisions on release of information’ especially after both parties have given their 
perspectives in relation to the request. In some instances, CAJ utilized its powers 
granted by ATIA as well as the CAJ Act such as through the issuance of Summons 
to elicit response from some of the Respondents. These measures were utilized in 
five instances under the access to information framework and the results were 
that the Respondents complied by responding to our inquiry and by releasing 
information withheld.     
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Further, the Commission issued six (6) orders to various institutions under section 
23(2) of ATIA, 2016.  This section empowers the Commission to order; the release 
of any information withheld unlawfully; a recommendation for the payment of 
compensation; or any other lawful remedy or redress. 
 
These institutions included the Ministry of Health, Banking Insurance and Finance 
Union, Bunyala Sub-County Agricultural Office, the Officer Commanding Police 
Station- Riruta Police Station and the Nairobi Women’s Hospital.  
 

4.4. Public Education and Awareness on ATI 
 
The emerging trend in good governance the world over is adopting an open 
governance practice. Open governance empowers members of the public to 
participate in policy formulation and implementation. As such, to ensure full 
understanding of the obligations imposed by the Act, it is incumbent upon the 
Commission to train and sensitise all officers charged with implementing the Act.  
 
To this end, the Commission trained and sensitised 1,337 officers drawn from 39 
institutions on access to information. In addition, the Commission trained 
Information Access Officers in all the forty-seven counties. Further, county-specific 
trainings were carried out in six Counties namely; Vihiga, Kisumu, Laikipia, Elgeyo 
Marakwet, and Kitui. 
 
 

4.5. Implementation of the ATI Act by Public Entities 
 

4.5.1. Proactive Disclosure of Information 
Proactive disclosure entails the making of information available without being 
prompted and is also referred to as active transparency. All public entities are 
required to release information to the public, without the necessity of formal 
applications. The affirmative disclosure obligation not only requires public entities 
to proactively disclose information but also to update that information at the 
beginning of every year. This provides an excellent opportunity to satisfy the 
public demand for routine information while reducing the administrative burden 
associated with processing information requests. Additionally, proactive 
disclosure increases transparency hence public confidence in public entities. The 
Act provides that public entities are not obliged to supply information that is 
reasonably accessible by other means. Therefore, information already 

 
 

 
  
 

proactively disclosed should not be the subject of information requests. In 
essence the Act envisages a complementary relationship between active and 
passive disclosure.  
 
Further to this, the Commission undertook a raft of measures including training and 
capacity development of public officers on the obligation, regular monitoring 
and spots-checks, appropriate researches and information audits, monitoring of 
information releases as well as review of public entities’ reports on proactive 
disclosure. Resulting from the foregoing, the Commission issued guidance to 14 
public entities on modalities for compliance with proactive disclosure of 
information. 
 
 

4.6. County ATI Laws 
 
While the Act applies to both the National and County Governments, the County 
Government Act places specific obligations on county governments with regard 
to the right to information. Section 96 of the County Government Act addresses 
itself to access to information held by county governments and requires them to 
pass legislation to guarantee access to information. A number of counties such 
as Kisumu, Kwale, Embu, and Makueni have already enacted access to 
information laws and it is expected that other counties will follow suit. The 
Commission provides technical support to the Counties in the development and 
implementation of their ATI laws.  
As part of this technical support, the Commission, in the reporting period, 
developed a ‘Model Law on Access to Information for County Governments’. This 
model law will act as a guide on the minimum standards for their laws thus 
ensuring uniformity and that the spirit of the national law is maintained. 
 
 

4.7. Monitoring of International ATI Treaty Obligations and Compliance 
 
The Access to Information Act, 2016 requires CAJ to monitor and report on 
Kenya’s compliance with international treaty obligations relating to freedom of 
and right of access to information. At the international level, United Nations 
Education Scientific and Cultural Organisation(UNESCO) monitors the 
implementation of the Right to Information (RTI) as part of the realization of 
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Further, the Commission issued six (6) orders to various institutions under section 
23(2) of ATIA, 2016.  This section empowers the Commission to order; the release 
of any information withheld unlawfully; a recommendation for the payment of 
compensation; or any other lawful remedy or redress. 
 
These institutions included the Ministry of Health, Banking Insurance and Finance 
Union, Bunyala Sub-County Agricultural Office, the Officer Commanding Police 
Station- Riruta Police Station and the Nairobi Women’s Hospital.  
 

4.4. Public Education and Awareness on ATI 
 
The emerging trend in good governance the world over is adopting an open 
governance practice. Open governance empowers members of the public to 
participate in policy formulation and implementation. As such, to ensure full 
understanding of the obligations imposed by the Act, it is incumbent upon the 
Commission to train and sensitise all officers charged with implementing the Act.  
 
To this end, the Commission trained and sensitised 1,337 officers drawn from 39 
institutions on access to information. In addition, the Commission trained 
Information Access Officers in all the forty-seven counties. Further, county-specific 
trainings were carried out in six Counties namely; Vihiga, Kisumu, Laikipia, Elgeyo 
Marakwet, and Kitui. 
 
 

4.5. Implementation of the ATI Act by Public Entities 
 

4.5.1. Proactive Disclosure of Information 
Proactive disclosure entails the making of information available without being 
prompted and is also referred to as active transparency. All public entities are 
required to release information to the public, without the necessity of formal 
applications. The affirmative disclosure obligation not only requires public entities 
to proactively disclose information but also to update that information at the 
beginning of every year. This provides an excellent opportunity to satisfy the 
public demand for routine information while reducing the administrative burden 
associated with processing information requests. Additionally, proactive 
disclosure increases transparency hence public confidence in public entities. The 
Act provides that public entities are not obliged to supply information that is 
reasonably accessible by other means. Therefore, information already 

 
 

 
  
 

proactively disclosed should not be the subject of information requests. In 
essence the Act envisages a complementary relationship between active and 
passive disclosure.  
 
Further to this, the Commission undertook a raft of measures including training and 
capacity development of public officers on the obligation, regular monitoring 
and spots-checks, appropriate researches and information audits, monitoring of 
information releases as well as review of public entities’ reports on proactive 
disclosure. Resulting from the foregoing, the Commission issued guidance to 14 
public entities on modalities for compliance with proactive disclosure of 
information. 
 
 

4.6. County ATI Laws 
 
While the Act applies to both the National and County Governments, the County 
Government Act places specific obligations on county governments with regard 
to the right to information. Section 96 of the County Government Act addresses 
itself to access to information held by county governments and requires them to 
pass legislation to guarantee access to information. A number of counties such 
as Kisumu, Kwale, Embu, and Makueni have already enacted access to 
information laws and it is expected that other counties will follow suit. The 
Commission provides technical support to the Counties in the development and 
implementation of their ATI laws.  
As part of this technical support, the Commission, in the reporting period, 
developed a ‘Model Law on Access to Information for County Governments’. This 
model law will act as a guide on the minimum standards for their laws thus 
ensuring uniformity and that the spirit of the national law is maintained. 
 
 

4.7. Monitoring of International ATI Treaty Obligations and Compliance 
 
The Access to Information Act, 2016 requires CAJ to monitor and report on 
Kenya’s compliance with international treaty obligations relating to freedom of 
and right of access to information. At the international level, United Nations 
Education Scientific and Cultural Organisation(UNESCO) monitors the 
implementation of the Right to Information (RTI) as part of the realization of 
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Further, the Commission issued six (6) orders to various institutions under section 
23(2) of ATIA, 2016.  This section empowers the Commission to order; the release 
of any information withheld unlawfully; a recommendation for the payment of 
compensation; or any other lawful remedy or redress. 
 
These institutions included the Ministry of Health, Banking Insurance and Finance 
Union, Bunyala Sub-County Agricultural Office, the Officer Commanding Police 
Station- Riruta Police Station and the Nairobi Women’s Hospital.  
 

4.4. Public Education and Awareness on ATI 
 
The emerging trend in good governance the world over is adopting an open 
governance practice. Open governance empowers members of the public to 
participate in policy formulation and implementation. As such, to ensure full 
understanding of the obligations imposed by the Act, it is incumbent upon the 
Commission to train and sensitise all officers charged with implementing the Act.  
 
To this end, the Commission trained and sensitised 1,337 officers drawn from 39 
institutions on access to information. In addition, the Commission trained 
Information Access Officers in all the forty-seven counties. Further, county-specific 
trainings were carried out in six Counties namely; Vihiga, Kisumu, Laikipia, Elgeyo 
Marakwet, and Kitui. 
 
 

4.5. Implementation of the ATI Act by Public Entities 
 

4.5.1. Proactive Disclosure of Information 
Proactive disclosure entails the making of information available without being 
prompted and is also referred to as active transparency. All public entities are 
required to release information to the public, without the necessity of formal 
applications. The affirmative disclosure obligation not only requires public entities 
to proactively disclose information but also to update that information at the 
beginning of every year. This provides an excellent opportunity to satisfy the 
public demand for routine information while reducing the administrative burden 
associated with processing information requests. Additionally, proactive 
disclosure increases transparency hence public confidence in public entities. The 
Act provides that public entities are not obliged to supply information that is 
reasonably accessible by other means. Therefore, information already 

 
 

 
  
 

proactively disclosed should not be the subject of information requests. In 
essence the Act envisages a complementary relationship between active and 
passive disclosure.  
 
Further to this, the Commission undertook a raft of measures including training and 
capacity development of public officers on the obligation, regular monitoring 
and spots-checks, appropriate researches and information audits, monitoring of 
information releases as well as review of public entities’ reports on proactive 
disclosure. Resulting from the foregoing, the Commission issued guidance to 14 
public entities on modalities for compliance with proactive disclosure of 
information. 
 
 

4.6. County ATI Laws 
 
While the Act applies to both the National and County Governments, the County 
Government Act places specific obligations on county governments with regard 
to the right to information. Section 96 of the County Government Act addresses 
itself to access to information held by county governments and requires them to 
pass legislation to guarantee access to information. A number of counties such 
as Kisumu, Kwale, Embu, and Makueni have already enacted access to 
information laws and it is expected that other counties will follow suit. The 
Commission provides technical support to the Counties in the development and 
implementation of their ATI laws.  
As part of this technical support, the Commission, in the reporting period, 
developed a ‘Model Law on Access to Information for County Governments’. This 
model law will act as a guide on the minimum standards for their laws thus 
ensuring uniformity and that the spirit of the national law is maintained. 
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Kenya’s compliance with international treaty obligations relating to freedom of 
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Further, the Commission issued six (6) orders to various institutions under section 
23(2) of ATIA, 2016.  This section empowers the Commission to order; the release 
of any information withheld unlawfully; a recommendation for the payment of 
compensation; or any other lawful remedy or redress. 
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4.4. Public Education and Awareness on ATI 
 
The emerging trend in good governance the world over is adopting an open 
governance practice. Open governance empowers members of the public to 
participate in policy formulation and implementation. As such, to ensure full 
understanding of the obligations imposed by the Act, it is incumbent upon the 
Commission to train and sensitise all officers charged with implementing the Act.  
 
To this end, the Commission trained and sensitised 1,337 officers drawn from 39 
institutions on access to information. In addition, the Commission trained 
Information Access Officers in all the forty-seven counties. Further, county-specific 
trainings were carried out in six Counties namely; Vihiga, Kisumu, Laikipia, Elgeyo 
Marakwet, and Kitui. 
 
 

4.5. Implementation of the ATI Act by Public Entities 
 

4.5.1. Proactive Disclosure of Information 
Proactive disclosure entails the making of information available without being 
prompted and is also referred to as active transparency. All public entities are 
required to release information to the public, without the necessity of formal 
applications. The affirmative disclosure obligation not only requires public entities 
to proactively disclose information but also to update that information at the 
beginning of every year. This provides an excellent opportunity to satisfy the 
public demand for routine information while reducing the administrative burden 
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proactively disclosed should not be the subject of information requests. In 
essence the Act envisages a complementary relationship between active and 
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Commission provides technical support to the Counties in the development and 
implementation of their ATI laws.  
As part of this technical support, the Commission, in the reporting period, 
developed a ‘Model Law on Access to Information for County Governments’. This 
model law will act as a guide on the minimum standards for their laws thus 
ensuring uniformity and that the spirit of the national law is maintained. 
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The Access to Information Act, 2016 requires CAJ to monitor and report on 
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implementation of the Right to Information (RTI) as part of the realization of 
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Sustainable Development Goals (SDGs) in particular SDG 16.2.10 which ensures 
public access to information and protection of fundamental freedoms in 
accordance with national legislation and International Agreements. The 
reporting mechanism requires both quantitative and qualitative computation of 
data generated from a national perspective on the implementation process of 
the right to information. The report should establish the constitutional, statutory 
and/or policy guarantees for public information and the extent to which such 
national guarantees reflect international agreements. UNESCO expects its 
reporting states and territories to file their reports annually. 

During the reporting period, the Commission submitted its second report to 
UNESCO on Kenya’s compliance with international treaty obligations relating to 
freedom of and right of access to information.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 
  
 

CHAPTER FIVE 

 

5.0. PUBLIC EDUCATION AND OUTREACH 
5.1. Introduction 

Public education and awareness remained a key area of focus for the 
Commission during the reporting period. This was not only because Strategic 
Objective 3 (Enhancing Public Awareness and Participation in Matters of 
Administrative Justice) focuses on this, but also because a survey by Infotrack 
undertaken a year earlier revealed only 28 per cent of Kenyans were aware of 
the Commission. Further, the additional role of oversight on access to information 
conferred on the Commission by the ATI Act in 2016 necessitated the scaling up 
of public awareness efforts. 

Towards this end, the Commission undertook various initiatives despite the 
challenges posed by budgetary constraints and the Covid-19 pandemic. 

 

5.2. County Visits 
The Commission undertook outreach activities in Isiolo and Samburu counties. The 
visits provided a platform to create awareness, address complaints and offer 
advisory services. During these visits, the Commission reached out to over 500 
members of the public, disseminated information, education and 
communication materials, and created awareness through local radio stations. 
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Sustainable Development Goals (SDGs) in particular SDG 16.2.10 which ensures 
public access to information and protection of fundamental freedoms in 
accordance with national legislation and International Agreements. The 
reporting mechanism requires both quantitative and qualitative computation of 
data generated from a national perspective on the implementation process of 
the right to information. The report should establish the constitutional, statutory 
and/or policy guarantees for public information and the extent to which such 
national guarantees reflect international agreements. UNESCO expects its 
reporting states and territories to file their reports annually. 

During the reporting period, the Commission submitted its second report to 
UNESCO on Kenya’s compliance with international treaty obligations relating to 
freedom of and right of access to information.  
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Sustainable Development Goals (SDGs) in particular SDG 16.2.10 which ensures 
public access to information and protection of fundamental freedoms in 
accordance with national legislation and International Agreements. The 
reporting mechanism requires both quantitative and qualitative computation of 
data generated from a national perspective on the implementation process of 
the right to information. The report should establish the constitutional, statutory 
and/or policy guarantees for public information and the extent to which such 
national guarantees reflect international agreements. UNESCO expects its 
reporting states and territories to file their reports annually. 

During the reporting period, the Commission submitted its second report to 
UNESCO on Kenya’s compliance with international treaty obligations relating to 
freedom of and right of access to information.  
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reporting mechanism requires both quantitative and qualitative computation of 
data generated from a national perspective on the implementation process of 
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and/or policy guarantees for public information and the extent to which such 
national guarantees reflect international agreements. UNESCO expects its 
reporting states and territories to file their reports annually. 
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Participants follow proceedings during a public forum in Isiolo Town. 

5.3. Media Engagement 
Social media is increasingly becoming an important medium of interaction 
between organisations and their clients. Its interactive nature provides a platform 
for citizens to access services and demand accountability from institutions. In this 
regard, the Commission engaged the public through its website 
(www.ombudsman.go.ke) and social media platforms. During the reporting 
period, many Kenyans made enquiries and reported cases through the 
Commission’s Facebook page “Ombudsman Kenya”, and Twitter handle 
“@Kenya ombudsman”.,. It is worth noting that the Commission’s audience size 
on Twitter grew from 17,200 to 21,645, and from 10,000 to11,634 on Facebook. In 
the same period, the interaction rate increased by about 70 percent on both 
Twitter and Facebook. From the issues highlighted on social media, the 
Commission took up and handled 14 matters on its own motion. 

 

5.4. Ombudsman Mashinani 
 

Ombudsman Mashinani is an initiative that entails taking Ombudsman services to 
the grassroots. To actualise this, The Commission leveraged on its partnership with 
GIZ’s Strengthening Good Governance Programme to enhance public 
awareness. Some of the partner organisations that the Commission worked with 
included; Kawangware Youth Paralegal Trust, Consumer Grassroots Association, 

 
 

 
  
 

Catholic Justice and Peace Commission, and Centre for Enhanced Democracy 
and Good Governance. As a result of these partnerships, the Commission carried 
out public education in Rongai town (Kajiado County), and Gatina, Kabiro, and 
Riruta Satelite wards (Nairobi County) where over 1,100 people were reached. 
The Commission took part in training of 80 social accountability auditors in 
Kabarnet and Nyahururu in Baringo and Laikipia counties, respectively. 
 

Participants during a community forum in Kabiro Ward 

 

 

5.5. International Day for Universal Access to Information 
 

The International Day of Universal Access to Information (IDUAI) is celebrated 
annually on 28th September since 2016, in line with UNESCO resolution 38 
C/Resolution 57 of November 2015. The theme of 2019 IDUAI was “Leaving No 
One Behind!” 
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The Commission participated in build-up activities including radio interviews and 
online engagement (tweet chats). The climax of the celebrations was a walk 
dubbed ‘Integrity Walk’ and exhibition organised in partnership with Transparency 
International Kenya and other institutions.  

 

 

 

 

 

 

 

 

 

 

 

 

 

CAJ team during the IDUAI celebrations in 2019. 

 
 

5.6. Awareness creation during the Eighth Annual Congress of the 
Constitutional Commissions and Holders of Independent Offices 

 
The Commission participated in the Eighth Annual Congress of the Constitutional 
Commissions and Holders of Independent Offices (CCIOs) held in Kericho Green 
Stadium in October 2019. The Congress brought together chairpersons and 
commissioners of constitutional commissions, holders of independent offices, 
representatives from the respective secretariats, development partners and 
members of the public. The theme of the congress was “Promoting Accountability 
and Citizens’ Access to Quality Public Services.” 

 
 

 
  
 

The key objectives of the congress were to assess the progress made in the 
implementation of the Constitution, share the successes and challenges in 
carrying out the respective mandates of CCIOs.  

 

During the congress, the Commission exhibited and engaged over 600 members 
of the public on its mandate. 

 

 

 

 

 

 

 

 

 
 
 

 

Members of the public sampling IEC materials and publications at the 
Commission’s stand at Kericho Green Stadium 

 

5.7. Information Education and Communication Materials 
 

During the reporting period, the Commission produced and disseminated various 
information, education and communication materials on diverse thematic areas 
to augment awareness creation efforts. These included posters and fliers on the 
rights of persons in custody, brochures on access to information, and brochures 
on the most frequently asked questions.  
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The Commission participated in build-up activities including radio interviews and 
online engagement (tweet chats). The climax of the celebrations was a walk 
dubbed ‘Integrity Walk’ and exhibition organised in partnership with Transparency 
International Kenya and other institutions.  
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The Commission participated in build-up activities including radio interviews and 
online engagement (tweet chats). The climax of the celebrations was a walk 
dubbed ‘Integrity Walk’ and exhibition organised in partnership with Transparency 
International Kenya and other institutions.  
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CHAPTER SIX 

 

6.0. PARTNERSHIPS AND LINKAGES 
 

6.1. Introduction 
During the reporting period, the Commission sustained its efforts in the promotion 
of good governance through local and international partnerships and linkages. 
These ranged from cooperation with other Ombudsman offices to joint initiatives 
with players in the administration of justice and engagements with development 
partners. 

6.2. Stakeholder Engagements 
The Commission has a mandate to promote constitutionalism and the rule of law 
jointly with other Constitutional Commissions and Independent Offices. In this 
regard, the Commission was invited to present its views to the Building Bridges 
Initiatives Taskforce. Consequently,  

Having reviewed the BBI Taskforce Report, the Commission submitted its 
recommendations, which included; measures to strengthen responsiveness and 
accountability, and entrenchment of alternative dispute resolution mechanisms 
in public service.  

6.3. International Conferences and Delegations 
i). International Conferences 

The Commission further enhanced its brand and capacity in the areas of 
administrative justice and access to information through international 
collaborations. In the reporting period, the Commission through its Chairperson 
attended the 2nd International Ombudsman conference in Istanbul, Turkey held 
on the theme “Principles of Good Administration.” The annual conference brings 
together ombudsman from all over the world, members of the academia and 
other stakeholders to share experiences and learn best practices on the role of 
the ombudsman.  

The Chairperson also represented the Commission at the 11th International 
Conference on Ombuds Institutions for Armed Forces in Sarajevo, Bosnia under 
the theme “Building Resilient and Sustainable Ombuds Institutions”. The 
Chairperson made a presentation on Linking Security and Development through 
Sustainable Development Goal No. 16 that aspires for peace, justice and strong 
institutions.  

 
 

 
  
 

ii). Foreign Delegations 
In the period under review, the Commission hosted delegations from Cameroon 
and Burundi, which visited with the aim of learning and sharing experiences on 
implementation of their respective mandates. Specifically, the delegations were: 
the Cameroon National Commission on Human Rights and Freedom (CNCHRF), 
and the Office of the Ombudsman from Burundi.  

6.4. Collaborations with Ombuds Institutions 
The Commission, as an active member of the international ombudsman 
community, attended the 1st International Ombudsman Exhibition held in Abuja, 
Nigeria, on 2nd September 2019. The event, whose theme was “Extending the 
Ombud Frontiers: Better Governance, Enhanced Performance”, brought 
together over 250 participants representing national and specialty Ombuds and 
grievance-handling offices from 38 countries. The institutions shared experiences 
and show-cased their contributions towards better governance and improved 
performance in government. Through such regional and international 
collaborations, the Commission aims at contributing to and benefiting from best 
practices in the execution of the mandate of ombudsman. The Commission’s 
participation in the exhibition strengthened its existing partnerships and 
established new links with other players in the administration of justice for 
enhanced implementation of its mandate.  

6.5. Constitutional Commissions and Independent Offices Congress 
The Chairperson and Commissioners participated in the Eighth Annual Congress 
of the Constitutional Commissions and Holders of Independent Offices (CCIOs) 
held in Kericho County in October 2019. The theme of the congress was 
“Promoting Accountability and Citizens’ Access to Quality Public Services.” The 
key objectives of the congress were to assess the progress made in the 
implementation of the Constitution, share the successes and challenges in 
carrying out the respective mandates of CCIOs.  
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6.6. Study Visit to India on ATI 
 

 

 

 

 

 

 

 

 

 

 

 

 

The Commission forged a partnership with the Commonwealth Human Rights 
Initiative (CHRI) and Katiba Institute to enhance collaborative efforts in the 
promotion of the right to access information. Consequently, CHRI invited the 
Commission for a study tour in New Delhi, India, from 19th to 26th August 2019.  

The main objective of the learning programme was to provide the delegation 
with an opportunity to interact with the right to information practitioners from 
government, civil society and media in addition to meeting the serving and 
former Information Commissioners.  

The learning programme involved CAJ Commissioners and staff, National 
Assembly’s Committee Chairpersons of Delegated Legislation, Justice & Legal 
Affairs, Information Communication & Technology, Health, and Energy. A 
representative from the Open Government Partnership also participated.  

 

 

 

 

 
 

 
  
 

CHAPTER SEVEN 

7.0. Governance, Human Resource Management, Finance and General 
Administration 
7.1. Governance 

The Commission continues to achieve major milestones under the Commissioners 
who assumed office on 2nd August 2018. One of the key achievements in the 
period under review, was the development of the second Strategic Plan, 
covering the period 2019-2023, which was officially launched on 13th February 
2020. The Plan articulates the Commissioners’ vision which is the route map for the 
next five years. The Commission also developed a new organisational structure 
that is compatible with the strategies articulated in the Plan. In this regard, six 
departments and three independent units were established as follows: - 

Departments: 

1) Complaints, Investigations and Legal  
2) Access to Information 
3) Public Education, Advocacy and Corporate Communications 
4) Strategy, Research and Compliance 
5) Corporate Services 

 
Independent Units: 

1) Resource Mobilisation 
2) Supply Chain Management 
3) Internal Audit and Risk Management 

 

The new structure was necessary to facilitate effective implementation of the 
Plan. 

7.2. Corporate Affairs 
The year under review witnessed a global challenge brought about by the Covid-
19 pandemic and the Commission was not spared either. The pandemic 
disrupted the working environment and necessitated adoption of new ways of 
doing business in what has come to be known as the “new normal”. Corona virus 
was and still is a big threat to human resource given its mode of transmission which 
is highly contagious. To respond to these challenges, the Commission moved 
swiftly and adopted the established public health protocols to combat the 
pandemic. Among the measures taken were; debarment of physical screening 
of complainants, provision of personal protective equipment and introduced flexi 
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departments and three independent units were established as follows: - 

Departments: 

1) Complaints, Investigations and Legal  
2) Access to Information 
3) Public Education, Advocacy and Corporate Communications 
4) Strategy, Research and Compliance 
5) Corporate Services 

 
Independent Units: 

1) Resource Mobilisation 
2) Supply Chain Management 
3) Internal Audit and Risk Management 

 

The new structure was necessary to facilitate effective implementation of the 
Plan. 

7.2. Corporate Affairs 
The year under review witnessed a global challenge brought about by the Covid-
19 pandemic and the Commission was not spared either. The pandemic 
disrupted the working environment and necessitated adoption of new ways of 
doing business in what has come to be known as the “new normal”. Corona virus 
was and still is a big threat to human resource given its mode of transmission which 
is highly contagious. To respond to these challenges, the Commission moved 
swiftly and adopted the established public health protocols to combat the 
pandemic. Among the measures taken were; debarment of physical screening 
of complainants, provision of personal protective equipment and introduced flexi 
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6.6. Study Visit to India on ATI 
 

 

 

 

 

 

 

 

 

 

 

 

 

The Commission forged a partnership with the Commonwealth Human Rights 
Initiative (CHRI) and Katiba Institute to enhance collaborative efforts in the 
promotion of the right to access information. Consequently, CHRI invited the 
Commission for a study tour in New Delhi, India, from 19th to 26th August 2019.  

The main objective of the learning programme was to provide the delegation 
with an opportunity to interact with the right to information practitioners from 
government, civil society and media in addition to meeting the serving and 
former Information Commissioners.  

The learning programme involved CAJ Commissioners and staff, National 
Assembly’s Committee Chairpersons of Delegated Legislation, Justice & Legal 
Affairs, Information Communication & Technology, Health, and Energy. A 
representative from the Open Government Partnership also participated.  

 

 

 

 

 
 

 
  
 

CHAPTER SEVEN 

7.0. Governance, Human Resource Management, Finance and General 
Administration 
7.1. Governance 

The Commission continues to achieve major milestones under the Commissioners 
who assumed office on 2nd August 2018. One of the key achievements in the 
period under review, was the development of the second Strategic Plan, 
covering the period 2019-2023, which was officially launched on 13th February 
2020. The Plan articulates the Commissioners’ vision which is the route map for the 
next five years. The Commission also developed a new organisational structure 
that is compatible with the strategies articulated in the Plan. In this regard, six 
departments and three independent units were established as follows: - 

Departments: 

1) Complaints, Investigations and Legal  
2) Access to Information 
3) Public Education, Advocacy and Corporate Communications 
4) Strategy, Research and Compliance 
5) Corporate Services 

 
Independent Units: 

1) Resource Mobilisation 
2) Supply Chain Management 
3) Internal Audit and Risk Management 

 

The new structure was necessary to facilitate effective implementation of the 
Plan. 

7.2. Corporate Affairs 
The year under review witnessed a global challenge brought about by the Covid-
19 pandemic and the Commission was not spared either. The pandemic 
disrupted the working environment and necessitated adoption of new ways of 
doing business in what has come to be known as the “new normal”. Corona virus 
was and still is a big threat to human resource given its mode of transmission which 
is highly contagious. To respond to these challenges, the Commission moved 
swiftly and adopted the established public health protocols to combat the 
pandemic. Among the measures taken were; debarment of physical screening 
of complainants, provision of personal protective equipment and introduced flexi 
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hours and/or working from home. A robust performance management system 
was established, to ensure to mitigate on the challenges that came with the new 
working order, necessitated by the challenges posed by covid-19 pandemic. 
Despite the challenges, the Commission managed to strengthen its human 
resource capacity as follows: - 

7.3. Strengthening Human Resource Capacity 
The commission places a premium on imparting the necessary skills and 
knowledge, through training. To realise this objective, the Commission sponsored 
staff members for various training programmes.  

Figure11 shows the number of officers trained and the training programmes 
undertaken. It is worthwhile to note that the Commission was unable to fully 
implement the training plan for the period under review, due to the challenges 
associated with the covid-19 pandemic. That notwithstanding, the Commission 
leveraged on on-line courses to equip its staff with the requisite skills. A total of 
KES5,559,982 was utilised to facilitate the trainings. 

 

Figure 11: Analysis of Number of Officers  Trained 
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resource capacity as follows: - 
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staff members for various training programmes.  
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implement the training plan for the period under review, due to the challenges 
associated with the covid-19 pandemic. That notwithstanding, the Commission 
leveraged on on-line courses to equip its staff with the requisite skills. A total of 
KES5,559,982 was utilised to facilitate the trainings. 

 

Figure 11: Analysis of Number of Officers  Trained 

 
 

 
  
 

A total of six training courses were approved and paid for but postponed due to 
Covid-19 Restrictions. 

 

7.4. Staff Welfare 
The Commission endeavors to enhance staff welfare, as part of retention and 
motivation for better performance and productivity. Towards this end, the 
Commission fully operationalised staff mortgage and car loan scheme, which will 
and employees achieve their personal goals as they pursue those of the 
Commission. The mortgage schemes resonate well with the Government’s “Big 
Four” plan, of which housing is one of the pillars. Details of the disbursement are 
provided for in the financial statements.  

 

7.5. Strengthening Administrative Support 
Following the development and official launch of the second Strategic Plan, the 
Commission embarked on reviewing the organisational structure in order to align 
it with the strategies adopted and enable the Commission execute its mandate 
effectively. This necessitated carrying out a job evaluation exercise that 
culminated in appropriate placement and deployment of staff in the five 
departments and units. The new organisational structure outlines the optimal 
staffing levels, job descriptions and specifications. The document will go a long 
way in strengthening the human resource capacity of the Commission and forms 
the basis of career progression guidelines and schemes of service for various 
cadres.  

 

7.6. Decentralisation of Ombudsman Services 
The Commission is cognisant of the need to take its services closer to the people 
as envisaged in the Constitution and the devolved system of governance. In this 
regard, the Commission managed to secure office premises in Garissa and 
Laikipia counties. These offices will be operationalised in the 2020/21 financial 
year, bringing the number of branch offices to six. The offices will not only serve 
the two counties but also adjacent ones.  The Commission is determined to 
establish more branch offices in due course subject to availability of resources. 
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hours and/or working from home. A robust performance management system 
was established, to ensure to mitigate on the challenges that came with the new 
working order, necessitated by the challenges posed by covid-19 pandemic. 
Despite the challenges, the Commission managed to strengthen its human 
resource capacity as follows: - 

7.3. Strengthening Human Resource Capacity 
The commission places a premium on imparting the necessary skills and 
knowledge, through training. To realise this objective, the Commission sponsored 
staff members for various training programmes.  

Figure11 shows the number of officers trained and the training programmes 
undertaken. It is worthwhile to note that the Commission was unable to fully 
implement the training plan for the period under review, due to the challenges 
associated with the covid-19 pandemic. That notwithstanding, the Commission 
leveraged on on-line courses to equip its staff with the requisite skills. A total of 
KES5,559,982 was utilised to facilitate the trainings. 
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was established, to ensure to mitigate on the challenges that came with the new 
working order, necessitated by the challenges posed by covid-19 pandemic. 
Despite the challenges, the Commission managed to strengthen its human 
resource capacity as follows: - 
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knowledge, through training. To realise this objective, the Commission sponsored 
staff members for various training programmes.  

Figure11 shows the number of officers trained and the training programmes 
undertaken. It is worthwhile to note that the Commission was unable to fully 
implement the training plan for the period under review, due to the challenges 
associated with the covid-19 pandemic. That notwithstanding, the Commission 
leveraged on on-line courses to equip its staff with the requisite skills. A total of 
KES5,559,982 was utilised to facilitate the trainings. 
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A total of six training courses were approved and paid for but postponed due to 
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The Commission endeavors to enhance staff welfare, as part of retention and 
motivation for better performance and productivity. Towards this end, the 
Commission fully operationalised staff mortgage and car loan scheme, which will 
and employees achieve their personal goals as they pursue those of the 
Commission. The mortgage schemes resonate well with the Government’s “Big 
Four” plan, of which housing is one of the pillars. Details of the disbursement are 
provided for in the financial statements.  
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Following the development and official launch of the second Strategic Plan, the 
Commission embarked on reviewing the organisational structure in order to align 
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effectively. This necessitated carrying out a job evaluation exercise that 
culminated in appropriate placement and deployment of staff in the five 
departments and units. The new organisational structure outlines the optimal 
staffing levels, job descriptions and specifications. The document will go a long 
way in strengthening the human resource capacity of the Commission and forms 
the basis of career progression guidelines and schemes of service for various 
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The Commission is cognisant of the need to take its services closer to the people 
as envisaged in the Constitution and the devolved system of governance. In this 
regard, the Commission managed to secure office premises in Garissa and 
Laikipia counties. These offices will be operationalised in the 2020/21 financial 
year, bringing the number of branch offices to six. The offices will not only serve 
the two counties but also adjacent ones.  The Commission is determined to 
establish more branch offices in due course subject to availability of resources. 
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7.7. Financial Management 
 

7.7.1. Resource Allocation and Utilisation 
The Commission was mainly funded from the Exchequer in which it was initially 
allocated KES 565,040,000. However, the amount was reduced to KES541,773,471 
in the Revised Estimates in line with the austerity measures instituted by the 
Government in response to the Covid-19 pandemic. Out of this amount, the 
Commission expended KES 523,318,999 to implement planned activities for the 
period. This signifies 97 per cent absorption rate as compared to the previous year 
which stood at 95 per cent.  Table 3 presents a summary of expenditure by 
economic classification 

 

Table 3: A summary of expenditure by economic classification 

Receipt/Expense 
Item  Original Budget   Adjustments   Final Budget  

 Actual on 
Comparable 

Basis  

 Budget 
Utilization 
Difference  

% of 
Utilization 

  a   b   c=a+b   d   e=c-d f=d/c % 

 RECEIPTS       
Exchequer 
releases  565,040,000 (23,266,529) 541,773,471 525,936,473 15,836,998 97% 

TOTAL 565,040,000 (23,266,529) 541,773,471 525,936,473 15,836,998 97% 
PAYMENTS       
Compensation 
of Employees 297,010,000 2,200,000 299,210,000 297,089,144 2,120,856 99% 
Use of goods 
and services 179,749,000 (24,396,194) 155,352,806 140,496,690 14,856,116 90% 
Social Security 
Benefits 13,681,000 4,800,000 18,481,000 18,305,444 175,556 99% 
Acquisition of 
Assets 74,600,000 (5,870,335) 68,729,665 66,930,398 1,799,267 97% 

TOTAL  565,040,000 (23,266,529) 541,773,471 522,821,676 18,951,795 97% 
Surplus/ 
Deficit    3,114,797 (3,114,797)  

 
 

7.7.2. Procurement of Goods and Services 
The Commission’s total procurement budget for the financial year 2019-2020 was 
KES 157,968,007. During the period under review, the Commission procured goods, 
works and services from various suppliers worth KES124,578,476.36; this 

 
 

 
  
 

represents79 per cent utilisation of the procurement budget. It is important to note 
that, KES 14,757,879.50 (12%) of the total awarded contracts was to the special 
category of women, youth and people with disabilities in line with the government 
policy on Access to Government Procurement Opportunities (AGPO). 

It is also worthwhile to note that the highest proportion of the total procured 
goods, works and services amounting to KES 109,820,596.86 (88%) was utilised on 
rent, insurance, purchase of motor vehicles, conference and accommodation, 
legal fees and purchase of fuel, which fall outside the special category. This 
explains why it was not possible for the Commission to comply with the 30 per cent 
AGPO threshold.   

7.7.3. Pending Bills 
The Commission carried forward pending bills amounting to KES 2,174,250.80 in 
the period under review, as follows: -  

 

Table 4: List of Pending Bills for 2019/20 Financial Year 

NO SUPPLIER Amount in Kshs 
1 M/s World Mate Travel & Tours 16,975.00 
2 M/s Raydoll Tours & Travel  125,865.00 
3 M/s Africa Touch Safaris  18,615.00 
4 M/s Ngurumah Tours & Travel  6,500.00 
5 M/s Silver Bird Travel  14,840.00 

6 M/s Azman Tours & Travel  11,580.00 
7 M/s Thamani Concierge Ltd 43,900.00 
8 M/s Premier Safaris  28,200.00 
9 M/s Skycorp Technologies  6,660.00 

10 M/s Juska General Supplies 35,420.00 
11 M/s Postal Corporation  733,785.78 
12 M/s Toyota Kenya  65,511.00 
14 M/s CIC General Insurance  39,370.91 
15 M/s Communication Authority  400,000.00 
16 M/s Telkom Kenya  297,761.91 
17 M/s Direct O. Auctioneer 5,517.60 
18 KENATCO Taxis 323,748.60 

 TOTALS                           2,174,250.80  
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7.7. Financial Management 
 

7.7.1. Resource Allocation and Utilisation 
The Commission was mainly funded from the Exchequer in which it was initially 
allocated KES 565,040,000. However, the amount was reduced to KES541,773,471 
in the Revised Estimates in line with the austerity measures instituted by the 
Government in response to the Covid-19 pandemic. Out of this amount, the 
Commission expended KES 523,318,999 to implement planned activities for the 
period. This signifies 97 per cent absorption rate as compared to the previous year 
which stood at 95 per cent.  Table 3 presents a summary of expenditure by 
economic classification 

 

Table 3: A summary of expenditure by economic classification 

Receipt/Expense 
Item  Original Budget   Adjustments   Final Budget  

 Actual on 
Comparable 
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 Budget 
Utilization 
Difference  

% of 
Utilization 

  a   b   c=a+b   d   e=c-d f=d/c % 
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Exchequer 
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PAYMENTS       
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of Employees 297,010,000 2,200,000 299,210,000 297,089,144 2,120,856 99% 
Use of goods 
and services 179,749,000 (24,396,194) 155,352,806 140,496,690 14,856,116 90% 
Social Security 
Benefits 13,681,000 4,800,000 18,481,000 18,305,444 175,556 99% 
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Assets 74,600,000 (5,870,335) 68,729,665 66,930,398 1,799,267 97% 

TOTAL  565,040,000 (23,266,529) 541,773,471 522,821,676 18,951,795 97% 
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Deficit    3,114,797 (3,114,797)  
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KES 157,968,007. During the period under review, the Commission procured goods, 
works and services from various suppliers worth KES124,578,476.36; this 

 
 

 
  
 

represents79 per cent utilisation of the procurement budget. It is important to note 
that, KES 14,757,879.50 (12%) of the total awarded contracts was to the special 
category of women, youth and people with disabilities in line with the government 
policy on Access to Government Procurement Opportunities (AGPO). 

It is also worthwhile to note that the highest proportion of the total procured 
goods, works and services amounting to KES 109,820,596.86 (88%) was utilised on 
rent, insurance, purchase of motor vehicles, conference and accommodation, 
legal fees and purchase of fuel, which fall outside the special category. This 
explains why it was not possible for the Commission to comply with the 30 per cent 
AGPO threshold.   

7.7.3. Pending Bills 
The Commission carried forward pending bills amounting to KES 2,174,250.80 in 
the period under review, as follows: -  

 

Table 4: List of Pending Bills for 2019/20 Financial Year 

NO SUPPLIER Amount in Kshs 
1 M/s World Mate Travel & Tours 16,975.00 
2 M/s Raydoll Tours & Travel  125,865.00 
3 M/s Africa Touch Safaris  18,615.00 
4 M/s Ngurumah Tours & Travel  6,500.00 
5 M/s Silver Bird Travel  14,840.00 

6 M/s Azman Tours & Travel  11,580.00 
7 M/s Thamani Concierge Ltd 43,900.00 
8 M/s Premier Safaris  28,200.00 
9 M/s Skycorp Technologies  6,660.00 

10 M/s Juska General Supplies 35,420.00 
11 M/s Postal Corporation  733,785.78 
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7.7. Financial Management 
 

7.7.1. Resource Allocation and Utilisation 
The Commission was mainly funded from the Exchequer in which it was initially 
allocated KES 565,040,000. However, the amount was reduced to KES541,773,471 
in the Revised Estimates in line with the austerity measures instituted by the 
Government in response to the Covid-19 pandemic. Out of this amount, the 
Commission expended KES 523,318,999 to implement planned activities for the 
period. This signifies 97 per cent absorption rate as compared to the previous year 
which stood at 95 per cent.  Table 3 presents a summary of expenditure by 
economic classification 
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7.7.2. Procurement of Goods and Services 
The Commission’s total procurement budget for the financial year 2019-2020 was 
KES 157,968,007. During the period under review, the Commission procured goods, 
works and services from various suppliers worth KES124,578,476.36; this 

 
 

 
  
 

represents79 per cent utilisation of the procurement budget. It is important to note 
that, KES 14,757,879.50 (12%) of the total awarded contracts was to the special 
category of women, youth and people with disabilities in line with the government 
policy on Access to Government Procurement Opportunities (AGPO). 

It is also worthwhile to note that the highest proportion of the total procured 
goods, works and services amounting to KES 109,820,596.86 (88%) was utilised on 
rent, insurance, purchase of motor vehicles, conference and accommodation, 
legal fees and purchase of fuel, which fall outside the special category. This 
explains why it was not possible for the Commission to comply with the 30 per cent 
AGPO threshold.   

7.7.3. Pending Bills 
The Commission carried forward pending bills amounting to KES 2,174,250.80 in 
the period under review, as follows: -  

 

Table 4: List of Pending Bills for 2019/20 Financial Year 

NO SUPPLIER Amount in Kshs 
1 M/s World Mate Travel & Tours 16,975.00 
2 M/s Raydoll Tours & Travel  125,865.00 
3 M/s Africa Touch Safaris  18,615.00 
4 M/s Ngurumah Tours & Travel  6,500.00 
5 M/s Silver Bird Travel  14,840.00 
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9 M/s Skycorp Technologies  6,660.00 
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14 M/s CIC General Insurance  39,370.91 
15 M/s Communication Authority  400,000.00 
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7.7. Financial Management 
 

7.7.1. Resource Allocation and Utilisation 
The Commission was mainly funded from the Exchequer in which it was initially 
allocated KES 565,040,000. However, the amount was reduced to KES541,773,471 
in the Revised Estimates in line with the austerity measures instituted by the 
Government in response to the Covid-19 pandemic. Out of this amount, the 
Commission expended KES 523,318,999 to implement planned activities for the 
period. This signifies 97 per cent absorption rate as compared to the previous year 
which stood at 95 per cent.  Table 3 presents a summary of expenditure by 
economic classification 
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TOTAL  565,040,000 (23,266,529) 541,773,471 522,821,676 18,951,795 97% 
Surplus/ 
Deficit    3,114,797 (3,114,797)  

 
 

7.7.2. Procurement of Goods and Services 
The Commission’s total procurement budget for the financial year 2019-2020 was 
KES 157,968,007. During the period under review, the Commission procured goods, 
works and services from various suppliers worth KES124,578,476.36; this 

 
 

 
  
 

represents79 per cent utilisation of the procurement budget. It is important to note 
that, KES 14,757,879.50 (12%) of the total awarded contracts was to the special 
category of women, youth and people with disabilities in line with the government 
policy on Access to Government Procurement Opportunities (AGPO). 

It is also worthwhile to note that the highest proportion of the total procured 
goods, works and services amounting to KES 109,820,596.86 (88%) was utilised on 
rent, insurance, purchase of motor vehicles, conference and accommodation, 
legal fees and purchase of fuel, which fall outside the special category. This 
explains why it was not possible for the Commission to comply with the 30 per cent 
AGPO threshold.   

7.7.3. Pending Bills 
The Commission carried forward pending bills amounting to KES 2,174,250.80 in 
the period under review, as follows: -  

 

Table 4: List of Pending Bills for 2019/20 Financial Year 

NO SUPPLIER Amount in Kshs 
1 M/s World Mate Travel & Tours 16,975.00 
2 M/s Raydoll Tours & Travel  125,865.00 
3 M/s Africa Touch Safaris  18,615.00 
4 M/s Ngurumah Tours & Travel  6,500.00 
5 M/s Silver Bird Travel  14,840.00 

6 M/s Azman Tours & Travel  11,580.00 
7 M/s Thamani Concierge Ltd 43,900.00 
8 M/s Premier Safaris  28,200.00 
9 M/s Skycorp Technologies  6,660.00 

10 M/s Juska General Supplies 35,420.00 
11 M/s Postal Corporation  733,785.78 
12 M/s Toyota Kenya  65,511.00 
14 M/s CIC General Insurance  39,370.91 
15 M/s Communication Authority  400,000.00 
16 M/s Telkom Kenya  297,761.91 
17 M/s Direct O. Auctioneer 5,517.60 
18 KENATCO Taxis 323,748.60 

 TOTALS                           2,174,250.80  
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The bills mainly accrued due to the budgetary reduction instituted by the 
government, which affected running contracts. Some of the bills were as a result 
of late submission of invoices and therefore could not be processed within the 
period under review. The Commission will endeavour to settle the bills as a first 
charge on the 2020/2021 Financial Year’s budgetary allocation. 
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The bills mainly accrued due to the budgetary reduction instituted by the 
government, which affected running contracts. Some of the bills were as a result 
of late submission of invoices and therefore could not be processed within the 
period under review. The Commission will endeavour to settle the bills as a first 
charge on the 2020/2021 Financial Year’s budgetary allocation. 
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The bills mainly accrued due to the budgetary reduction instituted by the 
government, which affected running contracts. Some of the bills were as a result 
of late submission of invoices and therefore could not be processed within the 
period under review. The Commission will endeavour to settle the bills as a first 
charge on the 2020/2021 Financial Year’s budgetary allocation. 
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The bills mainly accrued due to the budgetary reduction instituted by the 
government, which affected running contracts. Some of the bills were as a result 
of late submission of invoices and therefore could not be processed within the 
period under review. The Commission will endeavour to settle the bills as a first 
charge on the 2020/2021 Financial Year’s budgetary allocation. 
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CHAPTER EIGHT 

 
8.0. CHALLENGES AND RECOMMENDATIONS 

 
8.1. Challenges 

The Commission faced a number of challenges in the period under review, which 
hindered achievement of some of the planned activities. Some of the major 
challenges include the following: 

i. The Covid-19 pandemic disrupted normal operations given the public 
health protocols introduced to combat the disease. This necessitated 
scaling down of staff and suspension of physical interaction with 
complainants, which ultimately affected complaints management and 
outreach activities.  
 

ii. Financial constraints that were occasioned by the austerity measures which 
reduced the budgetary allocation for the Commission substantially 
adversely affected the following areas:  
a) Decentralisation of Ombudsman services given that the Commission 

could not operationalise the offices identified in Laikipia County, since 
the relevant budget line for refurbishment was reduced; and 

b) Pending bills for services that were already procured under running 
contracts and will therefore be paid for in the subsequent budgetary 
allocation.  
 

iii. The manual records management system used by most public institutions 
inhibits efficiency in the retrieval and sharing of information. 
 

iv. Unresponsiveness by public institutions thereby hindering timely resolution of 
complaints 

v. Insufficient legal framework in terms of enforcement of the decisions and 
recommendation of the Commission, and regulatory framework for access 
to information. 
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8.2. Recommendations 
1) There is need for a policy framework that governs the optimal service 

delivery within the context of a pandemic.  
2) There is need for adequate budgetary allocation and consultations with 

relevant stakeholders before austerity measures aimed at reducing the 
allocations can be imposed.  
 

3) Public institutions should endeavour to comply with section 17 (3) of the ATI 
Act which requires them to computerise their records to facilitate access to 
information.  

4) There is need for the relevant institutions to fast-track strengthening of the 
legal and regulatory framework to enhance the Commission’s 
effectiveness. 

 
8.3. Priorities Moving Forward 

Below are some of the key issues the Commission will focus on moving forward. 

I. Implementation of the second strategic plan. 
II. Strengthening policy, legal and regulatory framework. 
III. Digitisation and automation of systems and processes. 
IV. Enhancement of resource mobilisation and partnerships. 
V. Promotion of open governance through proactive disclosure of 

information. 
VI. Scale up outreach and awareness creation. 
VII. Decentralisation of Ombudsman services to enhance accessibility. 
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Daniel Karomo
Director, Corporate Services

Edward Okello
Director and Special Advisor to the Chairpersom

Ismael Maaruf
Director, Complaince & Risk

Micah Nguli
Director, Research & Investigation

Vincent Chahale 
Director, Legal & Advisory

Phoebe Nadupoi
Director, Advocacy & Communications

Leonard Ngaluma, MBS
Commission Secretary/CEO
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