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CHAIRPERSON'S STATEMENT

On behalf of the Commission on Administrative Justice, | am pleased to present the
2023-2024 Annual Report of the Commission on Administratfive Justice (Office of the
Ombudsman) in accordance with Article 254 of the Constitution, Section 53 of the
Commission on Administrative Justice Act and Section 26 of the Access to Information
Act.

Having assumed office with my fellow Commissioners; Commissioner Dorothy Jemator
and Commissioner Charles Njagua on 9th December 2024, this report highlights the
Commissions’ milestones prior to our tenure and hence serves as our baseline.

During the financial year 2023/24, the Commission in realization of its mandates
notably; enhancing administrative justice in Kenya by addressing maladministration in
the public sector, processed 6,178 complaints out of which 1,433 were resolved,
translating fo a 23% resolution rate.

In the promotion and enforcement of Arficle 35 of the Constitution the Commission
reviewed 293 applications on requests for access to information. Withal, having
developed the Access to Information Review Manual and the Reporting Guidelines
for the Public Entities & Private Bodies to give effect to Sec 23(7) of the Access to
Information Act, in March 2024, it spearheaded the adoption processes by the Public
Entities & Private Bodies.

During the period, in the quest to improve public administration the Commission
undertook four systemic and specific investigations and issued several advisories.

Moreover, with reference to the Commissions program on capacity building, creation
of public awareness & advocacy, 5,558 public officers drawn from the National and
County Governments were frained while 1,100,409 members of the public were
apprised about the Commission and its role.

The above milestones notwithstanding, the Commission has encountered several
challenges, notably; budgetary constraints, limited regional presence, inadequate
human resource and an outdated ICT infrastructure. On which basis in the interim, the
Commission is employing some stop gap measures e.g. forging and strengthening
partnerships to deal with the immediate needs as we formulate a medium and long-
term strategy.

We reiterate our commitment to effectively execute our mandate to nurture a society
that upholds administrative justice and open governance; a reflection of our slogan”
Hata Mnyonge ana Haki”.

MM1 A

CHARLES DULO
CHAIRPERSON OF THE COMMISSION




FOREWORD

It is my distinct pleasure to present the fourteenth Annual Report of the
Commission on Administrative Justice for the year that ended on 30th June
2024. This report encapsulates our collective efforts and achievements over the
past year in advancing administrative justice, promoting fransparency, and
strengthening accountability within the public sector.

Throughout this period, the Commission has remained steadfast in its mandate
to address maladministration, resolve public complaints, and safeguard the
right of access to information. In the year, the Commission handled over 6,000
complaints, resolved a significant number, and conducted investigations that
have informed key advisories aimed at enhancing governance and service
delivery. We also processed numerous applications for review to enhance
access to information in public institutions. Our commitment to public
education and forging strategic partnerships has further amplified our impact
in promoting a culture of good governance and citizen engagement.

The Commission has confinued to ensure prudent utilization of the allocated
resources to implement planned activities. During the financial year under
review, the Commission was allocated KES 730,194,424 and expended KES
687,843,544, translating to 94.2% absorption rate.

While we celebrate our successes, we are also mindful of the challenges
faced, including financial constraints, legal limitations, and systemic issues
within the public sector. These hurdles underscore the need for continued
reforms, increased resource mobilization, and strengthened legal and
institutional frameworks.

Looking ahead, the Commission remains committed to deepening digitization,
enhancing operational efficiencies, and fostering collaborations that will
enable us to better serve the public. Our strategic focus for 2024-2029 is aimed
at building a more responsive, fransparent, and accountable public service.

| extend my sincere appreciation to all our stakeholders, partners, and staff for
their unwavering support and dedication. Together, we will continue to uphold
the principles of administrative justice and work towards a more equitable and
responsive governance landscape.

oo

Mercy K. Wambua, OGW
COMMISSION SECRETARY / CEO




EXECUTIVE SUMMARY

This is the fourteenth Annual Report of the Commission on Administrative Justice. The
report is prepared according to 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 which 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 and the audited financial statements. The Report is structured into
eight chapters with each chapter addressing a specific thematic area. Chapter one
gives background information on establishment and mandate, vision, mission and core

values.

The content of subsequent chapters is highlighted below.

Promotion of Administrative Justice in the
Public Sector through Resolution of Public
Complaints (Chapter Two)

This chapter highlights the actfivities the
Commission undertook in redressing
maladministration in public sector.

During the period under review, 6,178
complaints were handled by the
Commission. 1,433 complaints were
resolved - representing a resolution rate
of 23.2%.

The Commission completed one
systemic investigation and six specific
investigatfions. The Commission also
issued several advisories on key emerging
issues that affected democratic values
and principles of governance in public
service. Invesfigafions and advisories
provide an important avenue for the
Commission to recommend preventive
measures and remedial action fo
government agencies.

Strengthening Complaints Management
in the Public Sector (Chapter Three)

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 standard,
provision of technical support and
certification of MDAs in line with
Performance Contracting requirements.

Access to Information (Chapter Four)

The Commission is the oversight and
enforcement agency of the right fo
access information held by public
authorities as provided for under the
Access to Information Act.

During the period under review the
Commission processed 293 applications
for review.

Public Education and Outreach (Chapter
Five)

Public education and awareness are a
key focus area for the Commission
towards promoting visibility and creation
of demand for services.




During the reporting period the
Commission enhanced public
education, awareness creations and
fraining activities to promote on
administrative justice and access to
information.

Partnerships and linkages (Chapter Six)

Partnerships and linkages provide the
Commission with the necessary networks
and opportunities for cross-learning and
other associated benefits.

During the period under review, the
Commission, enhanced its efforts in the
promotion of good governance through
stfrategic  local and international
partnerships and linkages. This entfailed
cooperation with other Ombudsman
institutions, joint initiatives with players in
the administration of justice and
engagement with development
partners.

Governance, Human Resource
Management and Finance (Chapter
Seven)

This chapter covers governance, human
resource management, financial
management, ICT and general
administration. During the period under
review, The Commission strengthened its
capacity to deliver on its mandate by
sponsoring various staff members for
various professional development
courses and training programmes,
decenftralized Ombudsman Services and
embraced information, communication
technology (ICT), to improve on ifs
operations.

Challenges (Chapter Eight)

The Commission faced a number of
challenges in the period under review,
which hindered achievement of some of
the targets. These included but not
limited to
il Financial Constraints attributed fo
Low budgetary ceilings and
austerity measures implemented
during the financial year that
reduced the budgetary
allocation.
il Delayed in disbursement of the
quarterly budgetary allocations
il |Insufficient legal framework
i The

unresponsiveness and impunity in

culture of secrecy,
the public sector

# Manual records management
systems in the public sector which
curtailed quick retrieval and

access to information.

Priorities Moving Forward

il Development of the Commissions
strategic plan (2024-2029).

il Strengthening policy, legal and
regulatory framework.

il Deepen digifization and
automation of systems and
processes.

#® Enhancement of resource

mobilization and partnerships.




i Intensify capacity building and il Decentralization of Ombudsman

collaboration with MDACs to services to enhance accessibility.
advance CAJ mandate. i Enhance complaints resolution
i Intensify outreach, public rate from 23% to 50%.

education and awareness

creation initiatives.



























































































































































































































































































