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QUARTER 4 FY 2025/2026 CONSUMER COMPLAINTS REPORT
1. Executive Summary 
Consumer complaint trends are a key source of regulatory intelligence on emerging risks affecting consumers in the ICT sector. These serve to guide regulatory decisions, market interventions and policy enhancements aimed at ensuring that communications services in Kenya are safe, reliable, accessible and consumer centric. 
During the fourth quarter of the FY 2025/2026 (April – June 2026), the Authority continued to strengthen consumer protection through proactive regulatory oversight, market surveillance and enforcement of consumer protection obligations across the communications sector. During the quarter, the Authority received 670 consumer complaints that had been escalated by consumers who were unable to obtain satisfactory resolution from their respective service providers. Of these, 548 complaints (82%) were successfully resolved, while 122 cases remain under active regulatory follow-up, reflecting the Authority’s commitment to ensuring that consumers receive fair, timely, and effective redress. 
The Authority remains committed to strengthening consumer safeguards, improving service reliability, enhancing industry compliance, and promoting greater accountability among licensees towards ensuring meaningful digital access for all. 
2. Overview of Complaints Trends During the Period April - June 2026
The predominant concerns raised by consumers during the reporting period relate to quality of service, digital financial services, fraud and scams, SIM-related security risks, Cyber Crime/Criminal use of ICT Infrastructure type approval of customer premises equipment, billing issues, data privacy and broadcasting services. 
Telecommunications complaints accounted for the largest proportion of escalated cases (239 complaints), followed by Digital Financial Services and Mobile Money (110 complaints), Cybercrime and criminal use of ICT infrastructure (75 complaints), Broadcasting (42 complaints) and Postal and Courier Services (13 complaints). Emerging complaints relating to type approval of customer premises equipment, data breaches, misleading ICT promotions and unfair trading practices further highlight evolving consumer concerns requiring continued regulatory attention. 
The table below provides a summary of the complaints escalated to the Authority during the period: 
	Categories
	 
	Total
	Resolved
	In Progress

	Telecommunications
	 
	 
	239
	167
	 72

	 
	Voice
	 
	44
	28
	16

	 
	 
	Quality of Service (QoS)
	13
	6
	7

	 
	 
	Interruption
	2
	2
	0

	 
	 
	Billing & Charges
	0
	0
	0

	 
	 
	Fraud/Con calls and messages
	7
	6
	1

	 
	 
	Unsolicited Communication
	 5
	 5
	 0

	 
	 
	Unauthorized Subscriptions/charges
	 1
	 1
	 0

	 
	 
	Termination
	16
	8
	8

	 
	 
	Delay & failure in service provision
	 0
	 0
	 0

	 
	 
	Poor Network (unavailability & Inaccessibility) 
	0
	0
	0

	 
	 
	 
	
	
	 

	 
	Data (Including Text/SMS)
	 
	195
	139
	56

	 
	 
	Quality of Service (QoS)
	22
	15
	4

	 
	 
	Interruption
	14
	11
	0

	 
	 
	Billing & Charges
	75
	59
	2

	 
	 
	Fraud
	13
	10
	0

	 
	 
	Unsolicited communication
	8
	5
	1

	 
	 
	Unauthorized Subscriptions
	1
	1
	0

	 
	 
	Termination of service or action or session
	20
	14
	5

	 
	 
	Delay and Failure in service provision
	35
	21
	2

	 
	 
	Network unavailability & Inaccessibility
	7
	3
	3

	Broadcast
	 
	 
	42
	26
	16

	 
	Content and Programming standards
	 
	18
	15
	3

	 
	Interruption/Sabotage 
	 
	4
	1
	3

	 
	Billing
	 
	5
	4
	1

	 
	Frequency Interference
	 
	6
	1
	5

	 
	Poor/No Signals/site unavailability/integrity
	 
	0
	0
	0

	 
	Protection of Children
	 
	0
	0
	0

	 
	Third Party Charges - BSD and Copyright 
	 
	0
	0
	0

	 
	Quality of Service (QoS) (especially between BSD and FTA Broadcasters)
	 
	9
	5
	4

	 
	Illegal termination of service by PayTV Subscribers
	 
	0
	 0
	 0

	Postal and Courier
	 
	 
	13
	6
	7

	 
	Delayed Delivery/Non-delivery
	 
	9
	4
	5

	 
	Damaged Items
	 
	2
	1
	1

	 
	Loss of Items
	 
	1
	0
	1

	 
	Alleged Fraud
	 
	0
	0
	0

	 
	Billing (Pricing and Charges)
	 
	1
	1
	0

	 
	Unlicensed Courier Operator
	 
	
	 
	 

	Cyber Crime/Criminal use of ICT Infrastructure
	 
	 
	75
	69
	6

	 
	System misconfiguration
	 
	 
	 
	 

	 
	Online Abuse
	 
	13
	13
	0

	 
	Minor/Child Abuse
	 
	 0
	 0
	 0

	 
	Social media
	 
	43
	41
	2

	 
	Vulnerability exploitation
	 
	0 
	0 
	0 

	 
	Data Breach
	 
	19
	15
	4

	Confidentiality/Privacy Breaches
	 
	 
	10
	7
	3

	 
	Unauthorised sharing of personal information
	 
	10
	7
	3

	Customer Care
	 
	 
	4
	3
	1

	 
	No customer care
	 
	
	
	

	 
	Poor customer care
	 
	4
	3
	1

	Electromagnetic/Health/Environmental Hazard
	 
	 
	3
	2
	1

	 
	 
	 
	 
	 
	 

	E-commerce
	 
	 
	9
	9
	0

	 
	 
	 
	 
	 
	 

	Unfair trading practices 
	 
	 
	16
	9
	7

	 
	 
	 
	 
	 
	 

	Customer Premises Equipment (CPE) - (Failure to adhere to type approval needs)
	 
	 
	19
	18
	1

	 
	 
	 
	 
	 
	 

	Misleading ICT/Telecommunications Advertising and Promotions
	 
	 
	3
	2
	1

	 
	 
	 
	 
	 
	 

	Digital Financial Services and Mobile Money
	 
	 
	110
	109
	1

	Warranties and Guaranties/Compensation mechanisms
	 
	 
	4
	4
	0

	 
	 
	 
	 
	 
	 

	Fraud and Scams
	 
	 
	86
	81
	5

	 
	 
	 
	 
	 
	 

	Others
	 
	 
	37
	36
	1

	 
	 
	 
	 
	 
	 

	Total 
	 
	 
	670
	548
	122


In response to these trends, the Authority continued to strengthen regulatory oversight through enhanced compliance monitoring, engagement with licensees to improve quality of service, intensified consumer awareness initiatives, enforcement of type approval requirements for communications equipment, and collaboration with industry stakeholders to address emerging risks such as SIM swap fraud, digital financial scams and online abuse. 
3. Emerging Consumer Protection Trends
3.1. Quality of Service (QoS), Quality of Experience (QoE) and Network Performance
Quality of Service (QoS) and Quality of Experience (QoE) remained a key consumer protection priority, during the quarter under review, with complaint trends providing the Authority with valuable insights on network performance, service reliability and consumer experience across the communications sector. 
Of the 239 telecommunications complaints received, a significant proportion related to service quality, including 22 data Quality of Service complaints, 13 voice Quality of Service complaints, 14 data service interruptions, 35 complaints on delays and failure in service provision, 20 service termination complaints, 7 cases of network inaccessibility, and 75 complaints relating to billing and charging of data services, which were associated with perceived service quality and value for money. In the broadcasting sector, consumers also reported complaints relating to quality of service, frequency interference, service interruptions and content and programming standards, highlighting the need for continued oversight of network and broadcasting infrastructure.
These trends point to emerging consumer expectations for resilient, high-quality and uninterrupted communications services as digital connectivity increasingly underpins economic activity, education, financial services and access to Government services. The Authority continues to analyze complaint patterns, alongside network performance data to identify systemic issues, inform regulatory priorities and drive continuous improvement in service delivery by licensees.
In response to the emerging QoE/QoE concerns, the Authority continued to implement a range of regulatory and compliance measures aimed at improving network performance and safeguarding consumer interests. These include:
· Continuous monitoring of Quality of Service performance across licensed telecommunications and broadcasting networks to assess compliance with prescribed service standards.
· Regular network performance assessments to identify areas requiring corrective action and service improvement.
· Compliance inspections and enforcement of license obligations to ensure operators meet their regulatory responsibilities relating to service availability, reliability and consumer protection requirements.
· Active monitoring and analysis of consumer complaints to identify recurring trends, emerging risks and areas requiring regulatory intervention.
· Regulatory engagement with licensed operators to strengthen network resilience, improve service restoration processes, and enhance customer experience.
· Ongoing review and enhancement of the Quality of Service regulatory framework to ensure it remains responsive to evolving technologies, changing consumer expectations, and emerging digital services.
· Consumer awareness initiatives encouraging subscribers to report persistent service quality concerns, enabling the Authority to undertake evidence-based regulatory interventions.

These interventions demonstrate the Authority's commitment to ensuring that communications networks remain reliable, resilient, and fit for purpose while promoting greater accountability among service providers. Complaint data continues to serve as an important evidence base for regulatory decision-making, enabling the Authority to proactively address service quality challenges and strengthen consumer confidence in Kenya's communications sector.
3.2. Enhancing SIM Security and Consumer Identity Protection
The increasing integration of mobile numbers with financial services, digital identity systems, e-government platforms and online accounts has elevated the security significance of SIM registration, replacement, and number management processes. This calls for the protection of the integrity of subscriber identity as a key consumer protection priority towards securing access to communications services. 
Analysis of complaints received by the Authority during the reporting period indicates an increasing convergence between telecommunications services and digital financial platforms, with fraud-related complaints extending beyond traditional voice and data services to include Digital Financial Services and Mobile Money (110 complaints), fraud and scams (86 complaints), cybercrime and criminal use of ICT infrastructure (75 complaints), data breaches (19 complaints), confidentiality and privacy breaches (10 complaints), and unauthorized sharing of personal information (10 complaints). 
These complaints point to emerging risks associated with compromised subscriber identities, unauthorized SIM replacement, identity theft, and the misuse of personal information to facilitate fraud. Further, these complaints indicate that social engineering, phishing, misuse of personal information, weaknesses in customer identity verification, and, in isolated cases, potential non-compliance with established operational procedures that may expose consumers to unauthorized SIM replacement and subsequent financial or identity-related fraud.
The Authority continues to monitor these emerging risks through complaint analysis and market surveillance to ensure that consumer identity protection remains central to regulatory oversight. Further, these insights inform ongoing engagements with licensees to strengthen technical and operational measures to safeguard subscriber information, and enhance consumer confidence in digital communications services.
Further, the Authority continues to implement and promote a range of regulatory and collaborative interventions to strengthen SIM security and protect consumers against identity-related fraud, including:
· Strengthening oversight of SIM registration, replacement and lifecycle management processes to ensure compliance with regulatory requirements.
· Monitoring compliance with customer identity verification and authentication procedures during SIM replacement and SIM-related transactions.
· Engaging telecommunications operators to strengthen customer verification controls, minimize opportunities for fraudulent SIM replacement, and improve accountability throughout the SIM management process.
· Promoting stronger customer authentication measures, including enhanced identity verification mechanisms, to reduce the risk of unauthorized access to communications and financial services.
· Monitoring complaint trends relating to SIM swap, identity theft, unauthorized account access, and digital fraud to identify emerging risks requiring regulatory intervention.
· Collaborating with telecommunications operators, financial service providers and other relevant agencies to enhance information sharing and coordinated responses to SIM-enabled fraud.
· Supporting public awareness initiatives that encourage consumers to safeguard personal information, promptly report suspected SIM-related fraud and regularly update contact information linked to critical digital services.
· Reviewing regulatory safeguards relating to SIM replacement and mobile number management to ensure they remain responsive to evolving fraud typologies, technological developments and consumer protection needs.
These interventions reflect the Authority's commitment to strengthening the security and integrity of Kenya's communications ecosystem, while protecting consumers from increasingly sophisticated identity-related threats. The Authority will continue to review SIM replacement controls, enhance compliance monitoring and work closely with licensees to strengthen customer verification processes, reduce opportunities for fraud and ensure that legitimate consumers can access communications services securely, confidently and without unnecessary barriers.
3.3. Protecting Consumers from Fraud and Digital Financial Crime
As Kenya's digital economy continues to expand, so has the number and sophistication of fraud schemes targeting consumers across telecommunications and digital financial services. Complaint trends received during the quarter point to the continued evolution of fraud from traditional fraudulent calls and text messages to more complex schemes involving phishing, impersonation, fake promotions, social engineering, fraudulent mobile money transactions and online marketplace scams. 
During the quarter under review, the Authority received 110 complaints relating to Digital Financial Services and Mobile Money, including 86 complaints involving Fraud and Scams. In addition, complaints relating to fraudulent voice and data communications, cyber-enabled misuse of ICT infrastructure, and online abuse further demonstrate that communications networks continue to be exploited as conduits for financial and cyber-enabled fraud. These trends underscore the importance of a coordinated regulatory approach that not only protects consumers but also promotes trust and confidence in Kenya's digital economy. 
The Authority continues to analyze complaint trends and emerging fraud typologies to identify systemic risks, strengthen regulatory responses, and support the development of preventative measures across the communications sector.
Further, in order to strengthen consumer protection against fraud and digital financial crime, the Authority continues to:
· Enhance collaboration with telecommunications operators to detect, investigate and address emerging fraud trends affecting consumers.
· Strengthen coordination with financial sector regulators, financial service providers, law enforcement agencies and cybersecurity stakeholders to support a whole-of-government response to digital fraud.
· Promote the implementation of fraud detection, monitoring, and early warning mechanisms by licensed service providers to minimize consumer exposure to fraudulent activities.
· Support consumer awareness and digital literacy initiatives to equip consumers with the knowledge required to recognize phishing attempts, fraudulent communications, fake promotions, and other evolving scam tactics.
· Facilitate timely reporting and regulatory escalation of fraud-related complaints, enabling prompt intervention and continuous monitoring of emerging risks.
· Promote information sharing across industry stakeholders to improve threat intelligence, disrupt fraud syndicates and strengthen sector-wide resilience.
· Monitor compliance with consumer protection obligations by licensed operators to ensure effective complaint handling, timely resolution of fraud incidents, and appropriate consumer safeguards.
· Utilize complaint data and market intelligence to inform regulatory policy, compliance priorities and targeted consumer protection initiatives.
The Authority recognizes that fraud prevention requires a collaborative ecosystem approach involving regulators, communications service providers, financial institutions, technology platforms, law enforcement agencies, and consumers. As a result, the Authority continues to strengthen regulatory oversight, promote industry collaboration and enhance consumer awareness to reduce fraud risks, improve consumer confidence and foster a secure, trusted and resilient digital communications environment.
3.4. Ensuring Only Type-Approved Communications Equipment Enters the Market
The increasing reliance on digital connectivity has heightened consumer demand for reliable, safe, and interoperable communications equipment. 
During the quarter under review, the Authority received complaints relating to Customer Premises Equipment (CPE), with 19 complaints recorded, alongside complaints associated with poor service performance that may be attributable to non-compliant or substandard consumer equipment. Consumers reported challenges relating to faulty modems, poor-performing routers, incompatible communications devices, and equipment that failed to meet expected performance standards. These complaints highlight the importance of ensuring that only communications equipment meeting prescribed technical and safety standards is available on the Kenyan market.
The Authority recognizes that the use of counterfeit, unapproved or technically incompatible equipment not only degrades consumer experience but may also compromise network integrity, increase cybersecurity vulnerabilities and expose consumers to unnecessary financial losses through repeated equipment replacement or poor service performance.
In order to safeguard consumers and preserve the integrity of Kenya's communications networks, the Authority continues to:
· Enforce the Type Approval framework to ensure that communications equipment placed on the market complies with prescribed technical, safety and interoperability requirements.
· Conduct market surveillance and compliance inspections to identify and deter the sale, distribution and use of non-compliant communications equipment.
· Undertake inspections of importers, distributors, and vendors to verify compliance with Type Approval requirements.
· Work collaboratively with the Anti-Counterfeit Authority, Kenya Revenue Authority, enforcement agencies and other relevant stakeholders to prevent the importation and distribution of counterfeit, substandard and unapproved communications equipment.
· Promote consumer awareness on the importance of purchasing Type Approved communications devices through authorized channels.
· Continuously review emerging technologies and equipment standards to ensure the regulatory framework remains responsive to innovation while safeguarding consumer interests.
These interventions demonstrate the Authority's commitment to protecting consumers from unsafe and substandard communications equipment while promoting a competitive market founded on quality, safety and regulatory compliance.
3.5. Protecting Consumer Data and Privacy
As consumers increasingly rely on digital communications platforms to access financial, government and commercial services, safeguarding personal data and protecting consumer privacy have become central to maintaining trust in the digital ecosystem. 
During the quarter, the Authority received complaints relating to data breaches (19 complaints), confidentiality and privacy breaches (10 complaints), and unauthorized sharing of personal information (10 complaints), signaling growing consumer concern over the protection of personal information and the security of digital communications.
These complaints highlight the increasing importance of responsible data handling, secure communications infrastructure, and effective organizational controls to prevent unauthorized disclosure or misuse of consumer information. 
Noting the foregoing and in order to strengthen consumer confidence in digital communications services, the Authority continues to:
· Monitor complaints relating to data privacy and the security of communications services to identify emerging risks and compliance concerns.
· Engage licensees to strengthen governance measures for protecting subscriber information and securing communications infrastructure.
· Promote compliance with regulatory obligations relating to the protection of consumer information within the communications sector.
· Collaborate with relevant government agencies and sector stakeholders to enhance the security and resilience of Kenya's digital ecosystem.
· Promote consumer awareness on responsible management of personal information and safe digital practices to minimize exposure to privacy-related risks.
· Utilize complaint data and market intelligence to inform regulatory reviews and strengthen consumer protection measures as technologies and digital services evolve.
The Authority remains committed to fostering a secure digital environment in which consumers can access communications services with confidence that their information is handled responsibly and protected from misuse.
3.6. Improving Service Provider Accountability and Consumer Experience
Effective consumer protection extends beyond service availability, to ensure that consumers receive timely assistance, transparent billing and fair resolution of complaints. 
During the quarter under review, the Authority received complaints relating to customer care, billing and charging, service delays, termination of services and complaint resolution, indicating that consumer experience remains an important aspect of regulatory oversight. These complaint trends demonstrate that consumers increasingly expect responsive customer support, transparent service delivery, and timely restoration of services whenever disruptions occur.
To promote higher standards of customer experience across the communications sector, the Authority continues to:
· Monitor compliance with consumer protection obligations relating to complaint handling and customer service.
· Engage service providers to strengthen customer care processes and improve responsiveness to consumer complaints.
· Promote greater transparency in billing practices, service terms, and consumer information to enable informed consumer decisions.
· Monitor service restoration timelines and complaint resolution performance to ensure consumers receive timely redress.
· Encourage operators to strengthen internal complaint management systems and continuously improve customer experience.
· Utilize complaint trends to inform compliance monitoring, regulatory engagements and continuous improvement initiatives across the sector.
Through these interventions, the Authority continues to promote a consumer-centric communications sector in which licensed operators are accountable for delivering quality services and resolving consumer concerns promptly, fairly and transparently.
3.7. Ensuring Reliable and Accessible Broadcasting Services
This aspect remains a key regulatory priority as broadcasting continues to play a vital role in informing, educating and entertaining the public.
During the quarter under review, the Authority received 42 broadcasting-related complaints, with consumers raising concerns relating to content and programming standards, frequency interference, quality of service, service interruptions and billing, reflecting the need for continued regulatory oversight of broadcasting service delivery. The complaint trends indicate that consumers expect consistent access to high-quality broadcasting services, supported by reliable transmission infrastructure, efficient spectrum management, and adherence to established content standards. 
To ensure reliable, accessible and high-quality broadcasting services, the Authority continues to:
· Monitor compliance with broadcasting license conditions and applicable content and programming standards.
· Strengthen oversight of broadcasting Quality of Service and signal availability to promote uninterrupted access to broadcasting services.
· Undertake spectrum monitoring and interference management to optimize spectrum utilization and minimize service disruption.
· Engage broadcasters on improving transmission resilience, infrastructure reliability, and service continuity.
· Investigate consumer complaints relating to broadcasting services and require corrective action where regulatory non-compliance is identified.
· Promote continuous improvement in broadcasting service delivery through compliance monitoring, stakeholder engagement, and evidence-based regulatory interventions.
These ongoing interventions reinforce the Authority's commitment to ensuring that broadcasting services remain reliable, accessible, and responsive to the needs of consumers while supporting a vibrant, diverse, and well-regulated broadcasting sector.
4. Looking Ahead
As Kenya's digital economy continues to evolve, the Authority will continue to strengthen its regulatory oversight to ensure that innovation is matched by robust consumer protection, industry accountability and resilient communications infrastructure.
The Authority remains steadfast in its commitment to protecting the interests of consumers, and will continue to prioritize regulatory interventions aimed at improving Quality of Service across communications networks, strengthening safeguards against fraud and cyber-enabled crime, enhancing the security and integrity of SIM registration and replacement processes, promoting the use of Type Approved communications equipment, safeguarding consumer data and privacy, and improving service provider responsiveness and accountability. These efforts will be complemented by continued market surveillance, compliance monitoring, consumer awareness initiatives and closer collaboration with licensees, government agencies and other stakeholders to address emerging risks within the communications ecosystem.
The Authority encourages consumers to exercise their rights, demand quality, reliable and fair services, hold service providers accountable for service delivery and seek timely redress where service standards or their expectations have not been met. In the event that their concerns are not resolved by their respective service provider, consumers are encouraged to escalate their complaint to the Authority. 
Information on Consumer Rights is available at https://www.ca.go.ke/consumer-education-outreach-0 
Details on where and how to make complaints have been provided here below:
Website: https://www.ca.go.ke/consumer-complaint 
Email: chukuahatua@ca.go.ke;
Telephone hotlines:  +254-703-042700; +254-730-172700
Visit the Authority
CA Centre along Waiyaki Way, Westlands
Via a letter addressed to:
The Director-General
 Communications Authority of Kenya (CA)
 CA Centre, Waiyaki Way
 P.O. Box 14448 Westlands 00800 Nairobi Kenya


11

image1.jpeg
V COMMUNICATIONS
A AUTHORITY OF KENYA




