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GLOSSARY-DEFINITION OF TERMS

BOD Board of Directors

CEO Chief Executive Officer

KMRC Kenya Mortgage Refinance Company

PMLs Primary Mortgage Lenders

SACCO'’s Savings and Credit Co-operative Organizations
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1 Introduction and purpose

KMRC is a non-deposit taking financial institution established in 2018 under the Companies Act
2015. Operating under a public-private partnership model, KMRC is 25% owned by the Government
of Kenya and 75% by private sector players. Regulated by the Central Bank of Kenya and overseen
by the Capital Markets Authority for its bond issuance, KMRC’s mandate is to provide long-term
funds to primary mortgage lenders, thereby sustainably promoting homeownership.

KMRC seeks to maintain its reputation as a mortgage liquidity facility delivering high quality
professional services and products to its customers. KMRC is also committed to maintaining its
responsiveness to the needs and concerns of its customers. This Policy is designed to provide
guidance in the manner in which KMRC receives and handles complaints and concerns in relation to
the company, its employees or its operations. The policy integrates both the Grievance Policy and
the Whistleblowing Policy, ensuring transparency, accountability, and integrity within the
organization. It provides mechanisms for the efficient handling of complaints related to products,
operations, and any unethical or unlawful behavior within the company.

This Grievance & Whistleblowing Policy is approved by the KMRC Board of Directors. The Policy
recognizes and conforms to the relevant requirements of various regulations, the most significant
of which are:

i.  Central Bank of Kenya Act and Regulations issued thereunder; and
ii.  Relevantand applicable regulatory amendments and revisions.

This Policy remains the property of KMRC for the exclusive use of management and all personnel of
KMRC. KMRC does not accept any responsibility or liability for any loss or damage suffered by any
person arising out of the unauthorized use of, or reliance upon, this Policy.

1.1 Governance and Approval of the Policy

This Policy is given authority by means of BOD approval. It is subject to a review and approvalcycle
consisting of:

e Review and if applicable, revision of the Policy at least once in two years, or more
frequently if required by changes in the business, the wider market or regulation.

e Review and recommendation to BOD following any substantive revisions to thePolicy by
management.

e Approval of the Policy by the BOD following recommendation by the Board Finance,
Planning and Human Resource committee.

The Head of Research & Strategy is the Owner of this Policy.
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1.2 Procedure foramending the Policy

The Head of Research & Strategy is responsible for keeping the Policy up to date in accordance
with the relevant laws and regulations and for advising any changes to its provisions as and when
required. The BOD shall approve amendments to this Policyas and when necessary. However, the
BOD reserves the right to require particular types of changes to be referred to for specific
approval.

1.3 Scope of this policy

This policy applies to all employees, the Board of Directors, contractors, partners, interns,
volunteers and any other third parties associated with or doing business with KMRC. Third parties
doing business with or acting on behalf of KRMC are strongly encouraged to use the policy.

1.4 Compliance with laws, regulations & professional standards

KMRC and its employees are to comply fully with all applicable laws, regulations and professional
standards. No employee shall undertake any activities considered inappropriate to the business
and reputation of the KMRC.

Should any provision of this Policy or any other policy, procedure or guidance of KMRC is or
becomes contradictory with the Statutes or any applicable national or supranational law,
regulation or professional standard, the function within KMRC identifying the conflict shall
promptly notify appropriate management officer or committee responsible for the
establishment or implementation of the subject policy, procedure or guidance, in writing, of the
details of the conflict. In the event of any such conflict, the department / personnel shall comply
with applicable national or supranational law, regulation or professional standard tillthis Policy is
appropriately amended as required.

The objective of this Policy is to assist the Company and its employees in resolving grievances in
an efficient, effective and professional manner.

2 Background

In preparing this Policy, KMRC has endeavored to align its procedures with the relevant legal
requirements and current best practice.

2.1 Definition of Grievances

The Policy is intended to address grievances made to KMRC. Under this Policy, grievance is
defined as any expression of dissatisfaction made to KMRC, related to its products and
operations or the grievances handling process itself, where a response or resolution is explicitly
or implicitly expected.

Any person, several persons or organization (the complainant) who are dissatisfied with a
product or service provided by KMRC, including individual borrowers of the housing loans,for any
reason, or the impacts of such products or services on communities or the environment, may
contact KMRC to complain. A grievance may be oral or written.

Sometimes, grievances can be by way of negative or positive feedback, which may not requirea
resolution or formal follow-up. While this type of feedback is valuable, the Policy does not apply
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to feedback of this nature.

2.2 Registration of Grievances

Where a grievance is about a particular service, product or employee, complainants shall
address their grievance to:

CEO Kenya Mortgage Refinance Company Limited

P.O. Box 15494 — 00100,

Nairobi, Kenya

Tel: +254 111 022 400

Email: communications@kmrc.coke

info@kmrc.co.ke

Physical Address: 27th Floor, UAP Old Mutual Tower, Upperhill Road, Upperhill, Nairobi.

Where possible, grievances should be made in writing so that the details of the grievance are &
and complete. Grievances can be submitted orally, by letter or email.

KMRC will ensure that its grievance mechanism and ways to submit complaints are known to the
public and communicated through various channels, such as KMRC website. KMRC will also
ensure that its Customers (PMLs) are aware of the KMRC grievances mechanism andcan, in turn,
ensure that individual users of the housing loans are notified that they can register the grievance
through this mechanism. PMLs will also be asked to institute a grievance mechanism at their
level.

3 KMRC Grievance Process

3.1 Information Required When Registering Grievance
When making a grievance, a complainant should provide the following information:

e Name, position and contact details. However, complaints can also be submitted
anonymously (in which case complaints should be also responded whenever possible;for
example, complaints received through unnamed emails or phone calls can be
responded), and in any case KMRC will take action to address the nature of the
complaint);

e Relationship with KMRC (i.e. the nature of engagement with KMRC);

e Contact person within KMRC, if applicable.

e The nature of grievance (including when the issues giving rise to grievanceoccurred);
e Details of the KMRC employee involved (if applicable); and

e Copies of any documentation supporting the grievance.
3.2 Assistance with making a grievance

If the complainant needs assistance in formulating or lodging a grievance, they should indicate
so by contacting the Head of Strategy and Corporate Communication. All assistance will be
provided free of charge.
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3.3 Acknowledgement of grievances

KMRC is committed to acknowledging all grievances immediately upon receipt. Once a
grievance has been received, KMRC will undertake an initial review of the grievance. An
acknowledgement will be sent via email, recorded line or surface mail confirming the receiptof
the grievance within 48 working hours of the receipt of the grievance mentioning the grievance
number. In case the grievance is received after working hours, the acknowledgement shall be
sent on the following working day. The acknowledgement will briefly describe the grievance
process, the timeline to resolve or decide the grievance and the contact details for follow up.

3.4 Review and actions

KMRC will endeavor to resolve grievances within specified period of time of receiving the
grievance, as per the table below:

Acknowledgement Within 48 working hours of receipt of the grievance.

Interim reply Within 10 working days after receipt of a serious grievance whichmay
include issues relating to fraud, embezzlement of funds, repayment
disputes, serious environmental and social issues etc.Minor grievances
such as misbehavior, malfunctioning of system, repayment or
settlement of disputes etc. do not require an Interim reply.

Final reply Within 15 working days, the grievance is of a minor nature anddoes
not require detailed investigation.

Within 30 working days for more complex cases (those requiring
interim reply as above).

However, in fraud-related cases the final reply to thecomplainant
must be issued within 4o days from the lodgement

of the grievance.

Adherence to the table above may not be possible on all occasions. Where KMRC review exceeds
four weeks, KMRC will contact the complainants to inform them of the reasons for the delay and
indicating a new timeline for the review of the grievance.

3.5 The complainants’ rights during the grievance process

The complainants have the right to enquire about the status of their grievance by contacting the
employee who has been identified as handling the grievance. Complainants have the rightto take
the matter to another form of resolution, including formal government mechanisms and courts
in case they do not gain satisfactory resolution at KMRC. KMRC also commits to have its
grievance mechanism free of charge to the complainants and free of any retribution.

3.6 Response to grievance and closeout

Once KMRC has reviewed a grievance, KMRC will provide the complainants with a written
response. If the complainant is dissatisfied with KMRC's response, they have the right to ask for
reconsideration of the response by the management of KMRC. Such a request should be made
in writing and forwarded by post, email or fax to the KMRC address.
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3.7 Record keeping

KMRC will keep a grievance register detailing the time, nature, and response to the complaints
and what kind of resolution was achieved.

4 Whistleblowing Process

The Whistleblowing Policy allows employees, customers, and other stakeholders to report
unethical conduct, illegal activities, or violations of company policies, with assurance of
confidentiality and protection from retaliation.

4.1 Definition of Whistleblowing
Whistleblowing refers to the act of reporting misconduct or unethical behavior within KMRC,

including:

e Fraud, corruption, or mismanagement.
e Violations of laws, regulations, or company policies.
e Serious risks to health, safety, or the environment.

4.2 Reporting Channels
Reports can be made confidentially through the following channels:
Email : whistleblowing@kmrc.co.ke

Physical Submission: Sealed envelope marked “Confidential - Whistleblowing” to Head of Legal
Services or Head of Risk and Compliance.

Anonymous reports are accepted, and KMRC will investigate them with the same rigor as
identified reports.

4.3 Protection of Whistleblowers

KMRC ensures that whistleblowers are protected from retaliation, including dismissal,
harassment, or discrimination. All reports are treated with strict confidentiality, and the
whistleblower's identity will not be disclosed unless required by law.

4.4. Investigation and Resolution

Once a whistleblowing report is received, an investigation will be initiated, with serious cases
escalated to the CEO. If the investigation confirms misconduct, corrective actions will be taken,
including disciplinary/legal action and/or policy revision. Whistleblowers will receive feedback on
the status and outcome of the investigation, where appropriate.

4.5. Internal procedure
4.5.1. Grievance Register

The Head of Research & Strategy is responsible for maintaining and updating a “Grievance and
whistleblowing Register”. The Grievance Register should include, inter alia:

e Grievance Number
e Date of Grievance
e Name of person registering a grievance
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e Complainant National ID or Passport number

e Towhom the grievance is lodged and his/her department
e Mode of grievance (oral, written or any other means)

e Nature of grievance

e Brief description of the grievance

e Action taken

e Date of response

e Finalresolution

In cases where the grievance is received by a KMRC staff member, the following procedure
should be followed:

e Immediately (i.e. within 1 working day) inform the Head of Research & Strategy about
the receipt of the grievance.

e Head of Research & Strategy immediately issues the grievance number and enters it into
the grievance register.

e In case of serious grievance, Head of Research & Strategy immediately informs the CEO.

e Head of Research & Strategy, if required after consultation with the Head of Legal, sends
the acknowledgement of the grievance to the person who filed the grievance. In case the
examination of grievance requires more than four weeks' time, the Head of Research &
Strategy informs the person poto completion of four weeks about the progress of the
grievance.

e The Head of Research & Strategy forwards the grievance to the relevant function head
through a memo.

e The relevant function head will update the Head of Research & Strategy about the
progress on grievance until it is resolved in which case, he or she will send a complete
memo about the resolution of grievance along withproposed action plan. Memo initially
reviewed by the Head of Research & Strategy will forward it to the CEO for consideration.

e The CEO will form a committee to examine any grievance so received. The Head of
Research & Strategy shall be the Secretary of the Committee.

e Upon resolution of the grievance, the Head of Research & Strategy responds to the
complainant and enters the resolution into the Grievance Register.

¢ Incasethe grievance is not resolved, the CEO may request the team to provide adequate
coverage to the institution against any possible action by the person filing the grievance.
In case an inquiring agent requires any consultation from lawyers and/or consultants; it
can hire the lawyers and/or consultants.

In cases where the grievance is received by Head of Research & Strategy,the following procedure
should be followed:
e The Head of Research & Strategy will inform the relevant function head about the

receipt of the grievance within one working day via a memo;

e The Head of Research & Strategy will issue a grievance number and enter the
grievance in the Grievance Register. In case the Head of Research & Strategy requires
legal consultation, he or she should consult withthe Head of Legal Services prior to
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issuing the Grievance number;

e In case of serious grievance, the Head of Research & Strategy immediately informs
the CEO;

e The Head of Research & Strategy will examine the grievance anddiscuss it with the
relevant function head;

e The Head of Research & Strategy will update the function head about the progress
on the grievance until it is resolved in which case, he or she in consultation with the
unit/group will prepare and send a complete memo about the resolution of the
grievance along with proposed action plan to the CEO for consideration. After review
by the CEO, the Head of Research & Strategy will notify the relevant function head of
the resolution;

e Compliance Head will inform the person about the resolution of the grievance and
copy maintained in the Grievance Register.

e In the event that a grievance bears legal or financial consequences, the Head of
Research & Strategy must consult with the Head of Legal Servicesand the Head of
Finance & Treasury.

4.5.2. Disclosure in annual accounts:

For the purpose of transparency KMRC will make appropriate disclosures regarding its overall
performance in relation to grievance handling in the annual reports. Parameters can include the
number of grievances received, average response time, and resolution time.

5 Policy Control

Authority to approve Board of Directors

Authority to recommend to Board  |Board Finance, Planning and Human ResourceCommittee

Policy owner Head of Research &  Strategy
Authority for exemptions Board of Directors

Author Management

Current version 1.2

Approval date 5th December 2024

Due for review September 2027
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