
 The issue : Feedback & complaints mechanisms are usually internal & 
specific to one organisation or  programme, people don’t  always know 
which organisation is actually responsible for which programme. There is 
n o referral system if  a feedback or complaint is casted in the wrong 
place – it gets lost  

• The idea: One system for people to provide feedback/ complaints via 
Internet, a dedicated toll-free SMS or by reaching out any partnering 
organisations’ front line staff for all sectors and all service providers 

• A  multi-stakeholders coordinated approach to accountability to 
affected population: over 40 State and non State partners 

• Joint outreach and community awareness campaigns (Joint messages, 
IEC materials, community forums and interactive radio shows) 
 

 

•Complaints can be submitted through tool-free sms, 
emails and walk ins.  
•People with no access to a mobile phone or internet 
may visit the nearest office of a partner organisation 
participating in the intervention or speak to their 
front line staff on the field to lodge their complaints. 
The walk in option also allows people who can not 
read or write to report their cases. 
•All complaints are fed into the web-based system 
and referred to the organisation concerned 
•Complainants receive a tracking number by sms and 
a notification of progress, and the convener is 
activating follow up process in case no response is 
given 
 
 
 
 
 

Integrated complaints referral mechanism 
  

For more information,  
contact : Nicolas Seris 
 
nseris@tikenya.org 

Uwajibikaji Pamoja “Accountability 
together” in Swahili, is an automated 
web-based Integrated Complaint 
Referral Mechanism. The platform 
aims to improve quality and 
accountability of aid and is available 
to community members at grassroots 
level and facilitates the referral of 
complaints from one aid of basic 
service provider to another at the 
County level 

“Quality service and 
accountability from 
governement and non 
governement  service 
providers is your right” 

Examples of 
partners involved  



Integration to existing structures at community and county levels and 
ownership of state institutions : 
• Build on existing local/ County structures to facilitate community feedback 

and addressing complaints 
• Linked with National Commissions mandated to address Public Complaints 

and the County Government/ County Assembly as well as the County 
Commissioner Office to ensure legal redress 

• Linked with non State actors providing services to ensure non judicial redress 
at grassroots and County levels 

Collective implementation with strong leadership commitment at 
national and county level 

Key success factors : 

 
You want support to 
develop  a good practice 
fiche  ?  
Please contact Astrid de 
Valon, devalon@unhcr.org 
 IASC Task Team on 

Accountability to 
Affected Populations 
and Protection from  
sexual Exploitation and 
Abuse (AAP/PSEA)  

Results from Oct 2014 to June 2015 


