
1.1. Grievance Submission and Resolution Framework 

The GRM submission and resolution framework for the municipality is designed to 

systematically address complaints and manage integrity issues as well. This is in an 

effort to pursue efficient service delivery and accelerate the realization of the municipal 

vision of being a model, vibrant municipality. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

    

 

 

 

 

 

 

 

PHYSICAL SUBMISSION 
1. Visit the Municipal Offices and physically 

present your grievances 

2. Deposit grievances/petitions in the Grievance 

box  outside the municipality offices 

3. Deposit grievances/petitions in the Grievance 

box  outside the municipality offices 

ACCEPTANCE 

INITIAL ASSESSMENT & REFERRAL 

GRM Officer in consultation with  

Municipal Manager refer the grievance 

based on assessment 
 

REGISTRATION 
All received grievances/ Complaints are 

logged into the centralized system by the 

GRM  Officer 

 

ACKNOWLEDGEMENT 

GRM Officer Acknowledges receipt of 

grievance  within 24 hours 

RESOULTION PROCESS 2 

External Referrals  

RESOULTION PROCESS 1 

Municipal GRM Committee 

 

COMMUNICATION OF RESOLUTION 

 

APPEAL 

CLOSURE 

MONITORING AND 

FEEDBACK 

ELECTRONIC SUBMISSION 
4. Download and fill online grievance  form 

from the municipal website 

(www.murangamunicipalities.go.ke) 

5. Send your grievance via email to: 

kenolmunicipality@muranga.go.ke 

6. Call / SMS GRM Officer on 0713245674 

7. Call Toll Free Line: 0800675645675 

http://www.murangamunicipalities.go.ke/
mailto:kenolmunicipality@muranga.go.ke

