Kenya Bureau of

S CITIZENS SERVICE DELIVERY CHARTER

Our MOttO Our Vision Our Mission Wy Our Core Values
: : To be a global leader in Standards-based solutions < ’ To provide Standardization, Metrology and Conformity Assessment Services A KEBS Corporate culture is based on the following core values: Customer Focus,
Standards For Qua llt\/ Life. for trade and sustainable development. that safeguard consumers and facilitate trade and sustainable development. ‘v, Integrity, Team Spirit, Professionalism, Sustainability, Patriotism.

TIMELINE

TIMELINE

DEPARTMENT SERVICE RENDERED CUSTOMER OBLIGATION . USER CHARGES DEPARTMENT SERVICE RENDERED CUSTOMER OBLIGATION . USER CHARGES
(working days) (working days)
Submit application forms STA 1, STA 10 and SL/1  Deli . o e
: , , o : - T o _ _ i. eliver equipment to
Factory inspection after application Prov?de a copy of company registration certificate. As itu:gt{ﬂatedf:n ;he pda\/r(?'ent' guﬂeUEe pos Calibration of equipment and issuance ii. Collect calibrated equipment and certificates/reports from KEBS
available at the Standardization Mark office . . . .
NS VP S Provide KRA PIN 15 days and/or KEBS website of certificates/reports ii. Pay applicable fee/formal commitment (order) 14 days As per applicable fee
Ot Zraneartladtion Mart Ter Payment of applicable fee (www.kebs.org) Sign contract/ Tender iv.  Provide required equipment manuals and accessories
Declaration form for firms with annual turnovers of less than Kshs. 500,000
. Outline of the process controls i. Make a request.
Develop scheme of supervision of control _— ¢ trol Ed . i. Pay applicable fee As per applicable fee
vidence of process controls ays i ‘brati i - -
after the initial inspection cidonce of Zua[it\/ corde v METRO LOGY Response to onsite calibration of equipment. iii.  Provide necessary resources. 14 days
iv.  Avail equipment and manual.
Grant of SMark permit upon receipt Demonstrate conformity of the product to Kenya Standard or approved specification. 5 NIL
ays
of complying test report(s) Submit HACCP plan, Product Recall and Complaint handling Procedure (For Food/ Feed) v
Communicate outcome of application/dispatch N o NIL Respond to Request for Quotation (RFQ’s). Request for a quotation. 2 days NIL
one ays
of SMark permits v
Submit the application form STA/ 1
Payment of applicable fees As stipulated in the payment guideline
OUALITY Renewal of SMark permit Demonstrate conformity of the product to Kenya Standard or approved 2 days g\ézl/lgrl_aEEaBtStheeggir;dard|zat|on Mark office ACknC;Wle::ge "edqueits f?r training, Make a request 2 working days -
< membership and extension service
ASSURANCE specification during the permit validity period. (www.kebs.org) P
Demonstrate compliance with the signed Scheme of Supervision and Control )
Committal documents (letter/contract/LSO0), At least 5 working
. o Confirmation of scheduled training ) _ days before Applicable fee
Fill in the application forms STA /1, STA/3 and SL/1 As stipulated in the payment guideline remittance advice, payment training
Factory inspection after application Payment of applicable fees 5 days available at the Standardization Mark office NATIONAL
i i Provide evid f Li fth 3 ti duct les to K Standard and/or KEBS website
of Diamond mark permit rovide evidence of compliance of three (3) consecutive product samples to Kenya Standards Coikobe ore) OUALITV lssue certificate after completion of training, . .
or approved specification ' ' INSTITUTE (NOI) conference, and extension service Payment 21 working days Applicable fee
, _ Evidence of compliance to the Diamond mark inspection criteria )
Grant of D d k t 20d NIL = :
fant ot Hlamontd mark permi Demonstrate compliance with the signed Scheme of Supervision and Control Y5 :JSfS;\—'AZrc:;te'?scl‘]ai;eEa\f:;ai?:;PlEtlon P gt e Ay Bl e
Submit the application form STA/ 1and STA/3
Payment of applicable fees As S.[c'pbl['latffr:n gge pda\/rc?ens guﬂelllr:e P Issufe invoices after cor_npletlon. of training, Commitment documents, remittance advice, payment 7 working days Nil
Renewal of Diamond mark permit Demonstrate conformity of the product to Kenya Standard or approved specification during 20 days :\éz'/;‘r KeEaBS weebsiatr; EIMAIZEL AT SIS EiEs conference and extension service
the permit validity period. (www.kebs.org)
Demonstrate compliance with the signed Scheme of Supervision and Control Acknowledge application for certification Apply for certification 3 days Pay application fees of Ksh.10,000
Communicate outcome of application/dispatch N > d NIL
of Diamond mark permits one ays Schedule audits Pay applicable agreed fees 10 days As mutually agreed
Release of consignments accompanied i, Present valid relevant import documents - " BODY Preparation of certification proposal Review contract and TOR documents (CB) 5 days NIL
with COC / COR ii.  Valid COC/COR for the consignment i
INSPECTION Preparation of certification proposal/contract Review contract and sign. = da\/dsefcri(;?;nda\/ 2 Included in certification fee.
, _ i.  Present valid relevant import documents including Compliance 7 days from date of NIL
Release of consignments NOT subject to PVoC. documents as per legal Notice No.78 (2020) 1day NIL Issue of certification documents Return signed contract. return
by customer
: i.  Provide true and accurate information Standards development through 15 months
Acknowledge and resolve PVoC complaints ii.  Provide supporting documents where applicable. 21days it Technical Committee process Request for standards Maximum NIL
PRE EXPORT Issuance of Interim ISM stickers i.  Apply for ISM stickers online . " STAN DARDS
- icati ; i i i i v ic review of standard NONE 5 Maxi NIL
from date of application ii. Provide the required details as per the excel application form. DEVE LOPMENT Systematic review of standards years Maximum
30 days from the ,

i. ApplyforC lidat istrati tificat - i.  Request for standards . .
of CONFORMITY Process applications for consolidators b R ERIRR RO TEEBAELL BRI date of application NIL Acquiring of standard(s) n Pa?/ applicable fee 2 days Applicable price.
(pvoc) ii. Attach the required details as per the excel application form. receipt

, Report/submit the complaint to KEBS primarily through the KEBS integrated

Processing of payment refunds I Request for refund 30 days from the NIL Acknowledge consumer complaints Information Management System (KIMS) or in the alternative through letter, 2 days Nil

ii. Attach copies of documents to prove overpayment date of request telephone, twitter, email or physically

i.  Provide adequate samples _ _ _ _

ii. Give clear samples description a. Beport/submflt the clomplalnt to KEBS primarily through the KEBS .
_ ii.  Specify clearly the relevant tests required 13 days (Except for . _ integrated Information Management System (KI.MS) or in the alternative
Carry out accurate testing of all samples . : " : . : products whose . . Address consumer complaints by carrying through letter, telephone, twitter, email or physically; .
. . iv.  Provide an additional technical requirement the laboratory needs to fulfill (e.g., C As per applicable testing fee MARKET . . . . . 28 days Nil
submitted and release test certificates o » actual test period is out investigations b. Provide accurate and relevant information;
variation in test conditions, methods etc) more than 13 days) c. Provide relevant documents relating to the product complained about
v.  Payment of applicable testing fee SURVEILLANCE e.g. purchase receipts, etc
TESTING vi.  Sign the (SSF) sample submission form
Respond to request for Queries Make a request 2 days NIL
. . : Provide reliable contacts through which feedback can be given, preferably email
Give feedback to complainant upon completion . o .
i.  Make arequest of the investigations address, posta.l address, telephor.le number, etc if complaint is not of the type 5 days Nil
Commence site testing ii. Payment of applicable fees 5 days As per applicable fees where complainant opts to remain anonymous
iii.  Provide necessary resources where applicable (e.g., safety gear)
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For more information,Contact KEBS HEAD OFFICE THE COMMISSION ON ADMINISTRATIVE JUSTICE

: N . Managing Director “OFFICE OF THE OMBUDSMAN"
our Customer Care Direct Lines: Toll Free line: 1545 and 20023 REVIEW OF SERVICE CHARTER: Ofﬁce HOurS: Kenya Bureau of Standards Commission on Administrative Justice,
Mobile: 0722 202 137 / 0724 255 242
P.0. Box 20141 - 00200, Nairobi.

Popo Road, Off f Mombasa Road, _ West End Towers, 2nd Floor, Waiyaki Way,
Tel: +254 (020) 694 8317/ 249 ), ST
(020) with the changing business environment. Afternoon 1400-1700 hrs P.0. Box 54374 - 00200 Nairobi, Kenya. HataMnyonge  Tel: +254 20 227 0000

Email: info@kebs.org / customercare@kebs.org Tel: + 254 (20) 694 8000, anaHaki Email: certificationpc@ombudsman.go.ke
Mobile: 0722 202137,0734 600 471/2 Web: www.ombudsman.go.ke

@ www.facebook.com/kebs.org @ twitter.com/kebs_ke Instagram: kebs_kenya @ Tiktok: KEBS_Kenya @ www.kebs.org @ YouTube: Kenya Bureau of Standards Official ~ Reviewed in November 2023 PVOC: 0724 255 242

This charter will be subject to regular review in keeping Monda\[ Frida\[ MOI‘I‘IiI‘Ig 0800-1300 hrs Lunch break 1300-1400 hrs Behind former Bellevue cinema. —/ \__  Westlands




