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2.0 PREFACE  

CPF Group is always committed to the provision of high-quality services to customers. Our 

Customer Service Charter is a commitment to service excellence, keeping in line with our 

purpose statement of fulfilling lives. There may be times when the expectations are not met 

leading to a complaint. 

 

Our Complaint Handling Procedure is designed to provide guidance on the way CPF Group 

receives and handles complaints made against the organization and its employees by the 

customer.  We have established a winning team with an eye for excellent services to our clients. 

The objective of the Procedure is to assist the CPF Group and employees in resolving complaints 

in an efficient, effective, and professional manner in order to provide an exceptional service 

experience to our customer in enhancing service delivery and improving customer satisfaction. 

 

DEFINITIONS 

1. Complaint 

An expression of dissatisfaction made to an organization, related to its products, or the 

complaints-handling process itself, where a response or resolution is explicitly or implicitly 

expected. 

 

2. Feedback 

Opinions, comments and expressions of interest or concern, made directly or indirectly, 

explicitly or implicitly, to or about us, about our products, services or complaint handling 

where a response is not explicitly or implicitly expected. 

 

3.0 RESPONSIBILITIES 

 Who Commitment 

1. Executive Committee 

Members 

Promote a culture that values complaints and their 

effective resolution 

2. Heads of Departments or 

Divisions 

Manage complaint handling in their various sectors 
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3 Customer Experience 

Team 

Establish, monitor and evaluate the complaints handling 

process within the Group. 

Demonstrate exemplary complaint handling practices 

4 All Employees Understand and comply with CPF Group’s services 

complaint handling practices. 

 

4.0 GUIDING PRINCIPLES OF EFFECTIVE COMPLAINTS 

HANDLING 

 

1. How customers/clients/visitors make a complaint. 

• Complaints can be lodged through online platforms, emails, letters or orally to a CPF 

Group employee on any matter. 

• The receiving officer will record the same on the CRM system and aim to resolve the 

complaint immediately.  

• Where this is not possible, the same will be escalated through the CRM to a more senior 

level for resolution. 

• The customer will be updated of the progress at every point.   

 

2. What information is required when making a complaint?  

• Identification credentials and contact details 

• Nature of the engagement with CPF Group (if you are a client or not) 

• Nature of the complaint and what precipitated the raise to the complaint.   

• Details of the employee involved (if applicable) 

• Copies of any documentation supporting the complaint. 

 

3. Assistance with making a complaint. If you need assistance in formulating or 

lodging a complaint the following option are available. 

• The front-line Customer Experience Assistants can provide support. 

• If this is not appropriate, ask for the immediate Line Manager. 

Or address a complaint to  

Customer Experience Manager 
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Ground Floor, CPF House 

Haile Selassie Avenue 

P. O. Box 28938-00200, Nairobi 

 

4. Acknowledgement of complaints 

• CPF Group is committed to acknowledging all complaints immediately upon receipt.  

• Once a complaint has been received, CPF Group will undertake an initial review of the 

complaint.  

• We will endeavor to acknowledge complaints within the Customer Service Charter 

stipulated time of 1 day of receiving the complaint. 

• We will also endeavor to resolve the complaints within 10 working days. Where our 

review exceeds 10 working days, we will contact the customer/client to inform of the 

reasons for the delay and indicate when we expect to be in a position to complete our 

review/resolution of the complaint. 

5. Your rights during the complaint process 

• You have the right to follow up on the status of your complaint by contacting the assigned 

employee. 

 

6. Response to a complaint 

• Once we have reviewed and resolved your complaint, we will notify you via an appropriate 

channel.  

• If you are dissatisfied with the response, you have the right to ask for review through the 

Group Managing Director/CEO. Such a request should be made either by a phone call, 

email or letter to the contacts below. 

a) Email Address: info@cpf.or.ke  

b) Phone No. 0111 114 000 

c) Postal and Physical Address:  

The Group Managing Director/CEO 

CPF House, 7th Floor 

Haile Selassie Avenue 

P. O. Box 28938-00200, Nairobi 

mailto:info@cpf.or.ke
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7. Further action 

If you are dissatisfied with the manner in which your complaint has been handled, you have a right 

to refer the matter to one of the following external dispute resolution bodies: 

• Pension Services – Retirements Benefits Authority 

• Laser Property – Estate Agents Registration Board (EARB) 

• LITES – ICT Authority 

• LIB – Insurance Regulatory Authority 

 

5.0 PROCEDURE FOR COMPLAINTS HANDLING 

 

Step 1: Record the complaint 

1. Record all complaints received on the under the Client Interaction Module on the CRM 

System.  

2. All complaints from phone calls, e-mails, social media or any other channel should be 

recorded by the responsible person. 

 

Step 2: Analyse the complaint.  

1. The responsible person should analyse the complaint to determine whether a quick 

resolution is possible, or escalation is needed. 

2. Quick resolution of a compliant should be closed within 15 minutes of lodging the 

complaint. 

3. If the complaint can’t be resolved within 15minutes, escalation of the complaint is 

required, and the customer should be informed that their complaint is being investigated. 

4. Escalations will occur under the following circumstances. 

a. When a quick resolution was tried, but the customer is still dissatisfied. 

b. In cases of complex and/or sensitive complaints. 

c. When the complaint raises complex and/or high-risk issues, etc. 

 

Step 3: Resolve the complaint.  

1. Take in to account the following elements when resolving a complaint: 
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a. What does the customer want to achieve by complaining? 

b. Can the Employee resolve the complaint or should someone else be involved? E.g., 

the Supervisor 

 

Step 4: Investigate the complaint. 

1. Timelines for feedback 

a. Investigation into the complaint should take a maximum of 10 working days. 

b. Action is taken by the initial respondent or in cases of escalation by the line 

manager/supervisor. 

 

Step 5: Close the complaint.  

1. The responsible person should communicate the resolution to the customer by their 

preferred method of contact and document the resolution in the system. 

2. The feedback to the complaint should address all aspects of the complaint and provide a 

detailed explanation of the proposed resolution. 

3. If the customer does not accept the resolution, the complaint should be re-opened and 

escalated for investigation. 
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Appendix 1 - Complaints Handling Flowchart 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

Start                                     

End 

CEA Receives 

complaint 

CEA logs 

complaint in 

CRM  

Feedback given to 

client and complaint 

closed. 

CEA Escalates 

complaint to 

CXO 

Escalates to 

CEM. 

Can CEA 

handle 

Complaint? 

Can CXO 

handle 

Complaint? 

Respective HODs 

resolves 

complaint. 

Can CEM 

handle 

Complaint? 



10 
 

 

           

                  

              

        

         

        

         

         

       

         

      

                                                

         


