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1.0 FOREWORD
[ 'am pleased to introduce our revised Internal Service Charter.

We recognize that our customers have the right to expect a fair, efficient and polite service which
meets their needs. The Internal Service Charter (ISC) outlines the service standards that internal
customers should expect as they work together towards serving the external customer. The ISC is
intended to ensure that the External Service Charter promise is fully realized.

This Charter has been put in place as a means of improving the Authority’s service delivery to its
clients and in order to improve its compliance with the commitments made in among others: the
External Customer Service Charter, Strategic Plan, ISO requirements, the various policies and
the Law. It sets out the standards of service that have been adopted by us in the interests of
providing a high standard of internal customer service.

These commitments will be measured and built into our training programs and other customer
service improvement systems.

Ensuring that we maintain quality customer service should be one of the highest priorities of
every staff member. It is what the public demands, expects and deserves. We are also compelled
by the Constitution of Kenya, 2010 to provide quality public service.

I expect you will take an active part in supporting this Internal Service delivery tool.

Francis W. Wangusi, MBS
Director-General



2.0 DOCUMENT STRUCTURE

This Charter contains the general key targets that directly affect service delivery. These general
targets are apply to all divisions/units. The timelines specified in this area are based on the
commitments stipulated in the Law and regulations, the external service charter, ISO procedures
as well, among others.

3.0 SERVICE LEVEL AGREEMENTS

Departments will enter into Service Level Agreements (SLAs) with each other. The Service
Level Agreements will contain service delivery targets that pertain to specific
departments/divisions. These will detail expectations, targets and timelines for serving each other
as “internal customers”

4.0 WORKPLACE CULTURE

We will always endeavor to use a consultative approach in decision making within the
departments of the Authority.

We will always endeavor to be guided by our core values: integrity, transparency, diligence,
result focus, accountability and teamwork as stipulated in the strategic plan.

We will always endeavor to respect workplace diversity in terms of gender, race, ethnicity,
religion and disability.

We will acknowledge the contribution, inputs and views of the people who work with us.

We will always endeavor to take into account other processes and procedures such as ISO as we
perform our everyday activities.

The Authority shall provide necessary support and resources to enable operationalization of this
Charter.



5.0 SERVICE STANDARDS FOR COMMON SERVICES
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