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YISION

To guarantee members' financial stability while being the best-managed Pension scheme in
the world.

MISSION

To provide first class retirement benefits to members through sound investment and
management decisions that are member driven and technologically focused for a dignified
retirement life.

CORE VALUES

Transparency and accountability
Professionalism
Integrity
Teamwork
Member focused
Timeliness
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1. Preamble

The Board of Trustees (“the Board”) of the Pension Scheme (interchangeably referred to as
“Board members” or “the Trustees”) is committed to managing the Pension Scheme
honestly, with integrity, and to the best of its ability in line with the Retirement Benefits Act.
Board members will act professionally with due regard to their fiduciary duties and
responsibilities, applicable laws, regulations, rules, codes of conduct, and other policies that
apply to the Pension Scheme. The Board is accountable and responsible for the Business of
the Pension scheme.

The Board is committed to ensuring that the members, sponsor and all the stakeholders of
the Pension Scheme have the right to lodge a complaint and to have their concerns
addressed in ways that ensure access and equity, fairness, accountability, and transparency.
Hence the Board has established a complaints handling policy.

This Policy sets out procedures in respect of the members and stakeholders' care and
complaints and how they are handled by the Pension Scheme.

2. Policy Statement

In pursuit of their fiduciary responsibilities, vision, and mission of the Scheme, the Board of
Trustees of South Eastern Kenya University Pension Scheme is committed to effective and
efficient member and stakeholders’ complaints management. The Board strives to manage
all complaints in an accountable, transparent, timely, and fair manner that is compatible with
human rights, the provisions of the Trust Deed and Rules and complies with the Good
Governance Guidelines published in the Legal Notice No. 193 of 2018.

The Policy seeks to:

2.1 Promote a culture of ethics, integrity, and best practices of all the Pension scheme
affairs and resources.

2.2 Promote among the Board of Trustees the adoption and practices of core values of:
2.2.1 Fairness
2.2.2 Innovativeness and prudence
2.2.3 Honesty and effectiveness

2.3 Trustees shall be committed to appropriately resolve customers’ complaints.

The policy establishes a procedure to ensure that any complaints made are resolved as
quickly as possible and, where necessary, trigger an internal review into the quality of
service being provided and how it can be improved.

3. Administrative Requirements

Trustees shall always adopt best practices in the execution of their fiduciary responsibilities.
In particular, they shall always observe the requirements by:

a. The Retirement Benefits Act (RBA), 1997 and the respective Amendments,
Regulations, and Guidelines.

b. Trust Deed and Rules.

c. The Retirement Benefits Good Governance Guidelines.

d. Trustees Code of Conduct and Ethics




e. Scheme Governance Policy

4. Definition Of a Complaint

A complaint is an expression of dissatisfaction from a client, irrespective of whether it is
justified or not, in respect of the services provided by the Pension Scheme.

5. Complaints Handling

5.1

Procedure for Lodging Complaint:

Scheme Members may report any complaint through:

5.2

a. Physical visit to Chairpersons or Trust Secretary’s office
b.
c
d

Telephone

. E-Mail Address: trustsecretary@seku.ac.ke
. Suggestion box located outside the Pensions office

Procedures for Handling Complaints

All complaints shall be received and recorded in the Complaints Book
by the scheme secretariat. This shall include the details of the
complainant where possible.

The Scheme secretariat shall acknowledge the receipt of the complaint
within 3 days of receipt.

The scheme secretariat shall forward the complaint to the relevant
committee/officer/service provider responsible for the matters raised in
the complaint.

. The complaint shall be investigated by the secretariat/relevant

officer/service provider/relevant committee and appropriate action
taken, the root cause of the complaint determined, and corrective
action to ensure non-recurrence of similar complaints taken. The
chairperson of the Board of Trustees should send a response
explaining the decision following the investigation into the complaint.
Where possible, the response should be final and should detail any
offer the Board intends to make to the complainant, explain how the
Board intends to offer redress, or advise why the complaint was
rejected.

Feedback shall then be provided to the complainant, within ONE
WEEK of the complaint being discussed. The final response will be a
written response that:

i. States whether the complaint has been upheld or rejected;

i. Ifrejected, reasons are provided for doing so;
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ili.  Where appropriate, offers redress or remedial action;

iv.  Where appropriate, states that the complaint has triggered an
internal review into the quality of service being provided to
improve this;

v. States that if they are not satisfied with the response provided or
believe that they have a case for compensation, they must
pursue this through the Retirement Benefits Authority, but that
before doing so, they should consider seeking professional
advice;

vi.  State that this is a final response and that the Pension Scheme
now considers the complaint to be closed.

6. Review Process & Root Cause Analysis

Handling complaints correctly and learning from them is an important part of
treating clients fairly.

Root Cause Analysis is what we do to look into how and why complaints are
made so that we can improve by changing our processes and procedures
where necessary. As part of this analysis, the Trust Secretary’s actions will
include but are not limited to the following:

a. Compile a bi-annual report detailing complaints
b. Compile summaries and trends identified.

These reports will be reviewed by the Board to identify causes and take
action to remedy any deficiencies.

Continuous review of complaints will provide the Scheme with the opportunity
to identify how to improve performance. Effective and prompt analysis of the
root causes of complaints, and a commitment to remedying such causes, will
help ensure the fairer treatment to current and future clients.

7. Record-Keeping

a. All complaints must be properly recorded. Records of complaints must
be retained for a minimum of five years from the complaint being
resolved.

b. We will maintain a record of each complaint received and the
measures taken for its resolution in the complaints register.

Such records will include:

i.  Name and contact details of the complainant.
ii. The subject of the complaint.
iii. Services to which the complaint relates.
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iv.  The investigation carried out and the result/outcome.

v. Time within which the complaint was acknowledged, and the final
response provided.

vi.  Audit trail of correspondence and communication with the complainant.

8. Confidentiality
Complaints can consist of sensitive information. The Board will only share
information about complaints with people who need to know this information.

9. Implementation Authority

The Board of Trustees shall be responsible for the implementation of this Policy and
will be responsibie for keeping a complaint log.

10.Review
This Policy shall be reviewed every 3 years or when need be, and when the RBA
may direct.

11. Effective
This Policy comes into effect from the date of issue.

ot Moo b
Issued this ........... 57 e Day of ..../.N WD 2023
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