KEBS CITIZENS' SERVICE DELIVERY CHARTER

S} - _ ,
- - Our Motto Our Vision Our Mission vy Our Core Values
P N Standards For Quality Life. A global leader in standards-based solutions for trade and < ) To provide Standardization, Metrology. and Conformity Assessment Services, AN KEBS corporate culture is based on core values. Professionalism, Sustainability, Customer Focus, Patriotism,
sustainaile tevelopment that safeguard consumers and facilitate trade for a sustainable future. ‘v’ Integrity. and Team Spirit

TIMELINE TIMELINE
SERVICES SERVICE RENDERED CUSTOMER OBLIGATION (WORKING  USER CHARGES SERVICES SERVICE RENDERED CUSTOMER OBLIGATION (WORKING USER CHARGES
DAYS) DAYS)
I — —  Provide adequate samples.
rapsiimasebeorg aeble st the Seandarzation M ObeTien mrpies dancription
« Provide acopy of the company s registration certficate. - Specify clearly the relevant tests required.
Factory inspection after i o 15 Days G W'r/ ice E"dl{“’b’s(ﬂs/\‘zepm 7 - Confirm the relevant product standard, as applicable,
https:/www.kebs.or content
for Standarchzation Mark Permit. Payment of applicable fee through e-citizen. Uploads/2024T] SRR .
form for firms less than FAQs-Quality-Assurance.pdf) Carry out testing of y (g, Decision ruies, variation ‘whose actual test peri As per applicable testing fee
" kshs. 500,000, submitted and release test n itions, methods, et o T e}
» e  Provide correct and currnt contact details
Develop a scheme of supervision . : (Telephone, email, et
Febrar 2 « Evidence of process controls. 5days Nil TESTING x oN -
of control after the initial inspection. B denestof St reeara) . Completa the (55 sample submission form.
. - Make a request through a letter, telephone,
. o Tt T e e e S s email info@kebs.org) or physically. L L]
ot . approved specifications. ) - Make a request through a letter, telephone,
Crant of Stancorcization Mark permit - Sign the scheme of supervision and control. B N ermabfinfo@kebacts) or physicalty.
upon receipt of complying test report(s). he sche . S §
- Submit Quality Control Plan, Product Recall and Complaint Commence site testing. - Payment of applicable fees through e-citizen. Sdays As per applicable fees
handling Procedure. - Provide necessary resources where applicable
(g, safety gear)
Communicate outcome of a il ~ Deliver equipment to KEBS.
;DP'::‘::;";_ISPZ:N :f . None ~ 5 ] « Collect calibrated equipment and
tandardization Mark permits. pmer atesfrepor KeB:
= issuance of certificates/reports . “:"":F cts fom KEBS (orden) 10days As per applicable fees
contract/Tender. through e-citizen.
- Submit the application through the KIMS online portal s stipulated in the payment guideline Provide s and
UALITY o o (Mtps //kims kebs.org). available at the Standardization Mark METROLOGY + Make a request through telephone,
g v recaphof complying tas abartl ooty of scays s shelems Ve Respenge o onsie oo Soplani o g e ars
X P iy kebs. ’ Do 5 - Pay applicable fee through e-citizen. 14d As per applicable fees
ASSURANCE e iotciicaan dixingt e perit ki paciod] (= //w:';,';::s;c'g/‘"pa A Nl ey - Provide necessary resources. > "
- Demonstre compliance With the igned Scheme of Supervision R GRS Se e ot - Avail equipment and manual.
) Request for a quotation through a letter, telephone, - -
Respond to Request for Quotation (RFQs) TSN (T et G ONRER GiT) G ES] ays i
As stipulated in the payment guideline — -
Factory inspection after application «Fill in the application forms STA /1, STA/3 and SL/1. available at the Standardizat Mark Acknowledge requests for training, « Make a request through email Zdays Nil
G « Payment of applicablefees through e-itzen. B office and/or KEBS website -
appointment of KEBS inspectors. e (3) consecutive product (https: /lwwvlv kzbs .org/wp-content/ ot - R it s0), Atleast 5 working licable fee
"samplesto ppr e TR st ng. e et arh) days before training. K5
NATIONAL QUALITY |\ ¢ cortificate after completion of . »
INSTITUTE (NQI) training, conference, and extension service, |  * Payment of applicable fee through e-citizen. 21 days Applicable fee
. - Evidence of compliance to the Diamond Mark inspection criteria. Issue certificate after completion . . .
Grant of Diamond Mark . , 5 o - . o - Payment of applicable fee through e-citizen. nd i
e diadter Iacits sensnrat] . igned P 20 S Nil of Membership Evaluation. —et s G = G0
and Control. - ] =
- 5 ;
traini i jice, and payment. 7 days Nit
- Submit the application form STA/1and STA/3. s sipulted n the payment guideline
. RESIe ot Rp pRESEIe fees HE STt weh e available at the Standardi =l - Apply for certification through https://ims.kebs. P Pay application fees of Ksh.10,000.
Re"’*_"a'h"' ‘3:"“'“’ Mark to Kenya Standard o office and/or KEBS websne orcaricati: il e = = veer
Lol L L2 s appnwed specification during the ! (M!Ps://www.kebs.c%fomen!/ Schedule audits. - Pay applicable agreed fees through e-citizen. 10 days As mutually agreed.
ned Scheme of Sup uploads/2024 5 — =
Ned ot FAQs-Quality-Assurance.pdf) CERTIFICATION Preparation of certification proposal. « Review contract and TOR documents (CB). 5days Nil
BODY (CB) paration of certificati . and sign. 3 days from day of decision. Included in certification fee.
Communicate outcome of Issue of . 7 days from date of Nil
application/dispatch of None 5days Nil return by customer.
Diamond Mark permits. .
- CEETE - Appeal against certification decision. 3days Nil
3 9 e 15 months Maximum Nil
Release of consignments + Present valid relevant import documents through the KIMS. 0@ ] STANDARDS Technical Committee process. https://kims kebs.org/request-standards.
accompanied with COC / COR. P (e D o S PUpoe ~J ! DEVELOPMENT Review of Kenya Standards. - Give feedback when review questionnaire s sent out. 30days Nil
- Valid COC/COR for the consignment. AND TRADE (SDT) -
. “Req . -
INSPECTION Acquiring of standard(s). Pt anoitcable fea theouh c oeteses 2days Applicable price
§ - Present valid relevant import documents, including Compliance .
:‘o";‘::b“.’:;ﬁ’;s';\;‘a’g""“ documents as per legal Notice No.78 (2020) through the KIMS 1day Nil S
g online portal (https://kims kebs.org). o " the KEBS integrated Information Management System
Acknowledge consumer complaints. (KIMS) (https://idims.kebs.org) or in the alternative 2ii Nit
through letter, telephone, twitter, email or physically.
Acnonledge snd eecke jeErcvidle trusand acourmtanformation SN 21days Nil " the KeBs intagrated nformation Management Syswm
/oC complain . Address consumer complaints (KIMS) ugl Nil
PRE-EXPORT MARKET by canying out investigations. e Sl ST S o Sy S !
- Provide accurate and relevant information.
VERIFICATION Issuance of Interim ISM stickers « Apply for ISM stickers online through ism@kebs.org oy N SURVEILLANCE + Provide relevant documents relating to the product
of from date of application. + Provide th d detail form. complained about e.g. purchase receipts, etc.
CONFORMITY (PVoC) -
e spplications - Apply for through 30 days from )
et consolidators@kebs.o the date of Nil o hich be
- Attach the required details as per the excel application form. application receipt| i i i ably email address, postal address, telephone Sdays Nil
completion of the investigations. number, etc if complaint s not of the type where
30 days from complainant opts to remain anonymous.
Processing of payment refunds. pouest fonrefunditirouoh 8 letsr. the date of Nil
‘opt request

KEBS HEAD OFFICE KEBS implements an Anti-bribery Management Policy accessible All payments for KEBS services are made via the

Managing Director through the KEBS website (https://www.kebs.org/policies/) e-CITIZEN PLATFORM.
Kenya Bureau of Standards p N . o Q
Popo Road, OFf Mombasa Road Report any concerns using the mechanisms outlined in our T

P.0. BOX 54974 — 00200 Nairobi, Kenya Whistleblower Policy on the KEBS website
T.el: +254 20 6948000 : (https://www.kebs.org/policies/) Monday-Friday Morning 08:00-13:00 hrs Lunch break 13:00-14:00 hrs
Toll Free Line: 1545 Afternoon 14:00-17:00 hrs

info@kebs.org, customercare@kebs.ol

THE COMMISSION ON ADMINISTRATIVE JUSTICE
“OFFICE OF THE OMBUDSMAN"

Commission on Administrative Justice,
West End Towers, 2nd Floor, Waiyaki Way,
Westlands

P.0. Box 20141 - 00200, Nairobi.

Tel: +254 20 227 0000

Email: certificationpc@ombudsman.go.ke
Web: www.ombudsman.go.ke
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