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1.7. Key Result Areas
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Figure: Service Issues Handled 5
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Figure 6 presents the top ten public institutions complained against. 
The complaints against the National Police Service led at 11.34%, the 
Judiciary at 10.34% while the complaints against Ministry of Interior and 
National Administration were at 8.7%.

Figure 6: Top Ten Public Institutions Complaint Against











18

11.1.4.	Sample Feedback from Complainants
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Compliant Public Institutions
A total of 419 MDAs were placed on Performance Contract during the 
year under review. This included 19 ministries, 246 state corporations and 
152 tertiary institutions. The number of institutions that complied with the 
Resolution of Public Complaints and Implementation of Citizen Service 
Delivery Charter Indicators were 377 while the non-compliant were 45, 
which translated to 89% compliance. Figure 7 illustrates the compliance 
by MDAs.

Figure 7

: Compliance by MDAs with Performance Contracting Indicators
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Complaints Managed by MDAs through the PC

During the reporting period, a total of 816,324 complaints were received 
by 419 public institutions out of which 761,003 complaints were reported 
to have been resolved, translating to 93% resolution rate. Figure 10 depicts 
total number of complaints received by institutions on a quarterly basis 
as reported by the public institution quarterly under the PC obligation.
Figure 10: Quarterly analysis of Complaints Received by Public Institutions
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13.2.	Access to Information Requests Processed by Public Institutions 

Public institutions received a total of 29,137 requests for access to 
information during the reporting period. Based on the reports submitted 
to the Commission, a total of 27,854 requests for access to information 
were granted representing 96%. In addition, 1,017 requests were 
declined representing 3% while 1% of the requests were transferred. 
Figures 11 and 12 illustrates the requests for information processed. 

Figure 11: Number of ATI requests processed by MDAS
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Figure 12: Analysis for Requests for Information Processed by public Institutions

13.3.	Monitoring of Public Service Delivery through Spot Checks and 
Audits

The Commission is empowered to apply relevant parameters that may 
include mystery shopping, spot checks, documentary analysis and audits 
to monitor service delivery. In this regard, the Commission conducted 
spot checks and audits in selected Ministries, Departments, Agencies 
and Counties (MDACs) to; ascertain the establishment of infrastructure 
for managing complaints and facilitating ATI access, establish the 
level of compliance by public institutions with requirements of the ATI 
Act on proactive disclosure, verify quarterly reports on resolution of 
public complaints and facilitation of ATI and assess service delivery 
standards through facilitation of ATI, resolution of public complaints and 
implementation of service delivery charters. 
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Figure 14: Complaints prevalence in the public sector institutions 
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Figure 18: ATI Requests based on the Nature of Respondent Institutions
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4.6 Suo Moto Investigations under Access to Information 

Section 21 (1a) of the ATI Act provides that one of the functions of 
the Commission shall be to investigate, on its own initiative or upon a 
complaint made by any person or group of persons, violation of the 
provisions of the Act. This gives the Commission wide ranging powers, 
as part of its oversight function over ATI to initiate inquiry into any issue 
related to the Act without waiting for an express complaint to be lodged 
with it. 

Proactive Disclosure of information in power bills by Kenya Power

The Commission’s attention was drawn to a media report titled 
“Kenya Power Conceals Breakdown of Power Bills as Prices Surge by 
10pc” contained in the Daily Nation, Tuesday 14th March 2023 which 
alleged that Kenya Power would no longer give detailed breakdown of 
‘passthrough costs’ in power bills but citizens would have to dial a short 
code to access those details. 

The Commission undertook a preliminary investigation into the matter 
whereof the message of the purchased tokens from your Kenya Power 
did not give a breakdown of the respective costs thereof but required 
the purchaser to dial *977# for details. Upon dialling the code *977# from 
a Safaricom line, the Commission noted that there was a cost element 
of Kshs 1.00 charged on the service and that the service through this 
code was not accessible on other mobile service providers. Further, 
the information obtained at the end of the procedure gave Mpesa 
references instead of a detailed breakdown on the respective costs 
thus falling short of the expected standards on adequacy, accuracy 
and relevance. 

The Commission on its own motion communicated to Kenya Power 
its obligation to proactively disclose information which is relevant to 
members of the public or which is likely to affect or give effect to the 
realization of citizens’ fundamental rights and freedoms. The Commission 
noted that the Kenya Power’s action would subject citizens to additional 
costs and procedures in accessing vital information on power bills as 
well as denying access to citizens using other mobile service providers.  
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5.2.3 Engagement under the FLLoCA Programme 

Financing Locally Led Climate Action (FLLoCA) is a program of the 
Government of Kenya funded by the World bank whose objective is 
to deliver locally-led climate resilience actions and strengthen County 
and National Governments’ capacities to manage climate risks. The 
program focuses on building county level capacity for planning, 
budgeting, reporting and implementation of local climate actions in 
partnership with communities, and strengthening of national level 
capacity for coordination, monitoring and reporting. The Commission 
is a key partner in the program based on its integral role in promoting 
administrative justice and access to information in the public sector. 
The Commission under the program built the capacities of county 
governments in complaint handling and proactive disclosure of 
information for effective implementation of the FLLoCa Program. 

In this regard, the Commission developed County Complaints Policy 
to facilitate the setting up of complaints handling mechanisms in the 
Counties. The policy provides key guidance on complaint-handling 
processes and is focused on supporting and ensuring the mainstreaming 
of complaints handling in the provision of services by counties to promote 
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No Institution Nature of Engagement
Council of 
Legal Edu-
cation

The Commission forged a partnership with the CLE 
inclusion  of Administrative  Justice  and Access to 
Information as part of the Advocates Training Cur-
riculum. A strategic approach envisioned to create 
awareness of CAJ mandates, powers, functions 
and limitations generally while creating Administra-
tive  Justice  and Access to Information ambassa-
dors.
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7.4.2 Financial Statements
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Eldoret Branch Ofce
Kerio Valley Development Authority (KVDA) Plaza,

7th Floor Oloo StreetP.O. Box 10326 - 30100, 
EldoretTel: 020-8106515

Email: Eldoret@ombudsman.go.ke

Isiolo Branch Ofce
County Area, Along Kiwandani Road, 

Near KRA Ofce
Tel: 020 2007671

Email: isiolo@ombudsman.go.ke

ISBN: 978-9966-1735-8-4

Mombasa Branch Ofce
Haki House, 2nd Floor, Panal Freighters Lane 

Off Haile Selassie Avenue
P.O. Box 80979 - 80100, Mombasa

Tel: 041 2220468/041 22205841
Email: mombasa@ombudsman.go.ke

Kisumu Branch Ofce
Central Square Building, 2nd Floor

Oginga Odinga Street 
P.O. Box 1967 - 40100, Kisumu
Tel: 0718 965590/0731 248906

Email: kisumu@ombudsman.go.ke

Nyahururu Regional Ofce
Laikipia County

Next to Laikipia West
P.O. Box 1967 - 40100, Kisumu
Tel: 0718 965590/0731 248906

Email: kisumu@ombudsman.go.ke

Head Ofce
West End Towers, 2nd Floor, Waiyaki Way

tP.O. Box 20414 - 00200, Nairobi
Tel: 020 2270000/2303000/263765

Email: info@ombudsman.go.ke (for general inquiries)
           complain@ombudsman.go.ke (for complaints)

           Twitter: @kenyasombudsman
           Facebook: Ombudsman Kenya

Huduma Centre
Wundanyi, Makueni, Meru

Nairobi (GPO), Embu, Nyeri, Nakuru, 
Kajiado, Kakamega, Kisumu,

Kisii, Bungoma, Kwale

Meru Regional Ofce
Royal Business Park, 6th Floor 

Njuri Njeke Street
Email: meru@ombudsman.go.ke

Garissa Regional Ofce
Hosted by National Gender

and Equality Commission
KRA Route, Off Ijara-Lamu Road

P.O. Box 485 - 70100, Garissa
Tel: 020 7868338

Email: garissa@ombudsman.go.ke

www.ombudsman.go.ke
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