REPUBLIC OF KENYA

MINISTRY OF COOPERATIVES AND MICRO, SMALL
& MEDIUM ENTERPRISES MSME DEVELOPMENT

CITIZENS’ SERVICE DELIVERY CHARTER

VISION:
A sustainable and vibrant cooperative sector
MISSION:

To promote the Co-operative sector through provision of appropriate
policy, legal, regulatory framework and capacity building
CORE VALUES:

Professionalism, Teamwork, Innovation

CLIENT OBLIGATION(S)/
REQUIREMENT(S)

SHO SERVICE(S) RENDERED CTOST (Ksh) TIMELINE

Frovision of information to inf on -
B -:.ys i i 25::::‘“ for by B e Within 5 working days
Stakeholder feedbaock:
«) A e welk in A visit to SDC offices by customers Froe Tmmodiately
bl Response o phone colls Contact SDC on phone Fraa By the third cins
€] Response to weilten Ermail; X, Pacebook, Instasram and Free Within 1 day ta S days
correspeondonce Linkadin
Complaints Handling Writhen/ esmail. Online through digital Immediate acknow ledgement/
media platfarms, walk in complaints e, writhin 1 worldng deay:
Duly filled complaints fromn supporting Foecdbocl wvwirthin 10 days:
docuoments for the complaint investigation S0-60 waorking days
Provision of infar iom on Wroining |- Formol reaues? Free Within 7 davys
opportunitivs and procedures
on of altachment Formal roquoass Free Within 1 week.
of c= =F . ing all the Within 2 dave affer payment.
required dacumonis
Cortrol and com milment of Immediate depending on availability
oxpondirure Appraved budgeaetod activivy Free oF finondles
of ds and | Arnach relavant supporting documents Froc Within 30 days.-
1o and servi Anuch rel ne @ - Froo Within 5 working dave.
Prowision of financiol reparis Formal request fram the end oser Free Within 5 working days.
Lis ing of ¥ ions Porsonncl information Free Within 7 working days.
Approvel far ::':::n alt ¥ ree Within 7 to 14 doys.
Resi of o - 3 1 porting J 3. 500 Within 2 woelks.
Name search Formal request 200 Within 2 days.
Amondmaont of by laws Formal ragquoss 1,000 Within 2 weoks.
Registration of charges and -~ FPormal reguest 2. 500 Within 3 working day =
o benturas Minutos
- Borrowing power
- Lotter from County CToop offlcor
Replacement of Registrotion 5 | reo supporting documents 2,000 Within 7 working doy=
CThong= of mome and amendment of - Formol reguest a,.200 Within 14 working day=.
bytaws — Minutes of AGM
Ce= ot -~ Formol reguest “+,200 Within 7 days.
- Minutes of
Isswvance of copy of inauiry report F 1 L0 ‘ o the issio =z.,000 Within 5 davys.
Isswonce of copy of cerliflad 1= Ficatien 1c tha C izsio 2,000 Within 5 days.
by-laws
Issvance of copy of =l to the Tommiseioner 2,000 Within 3 dave.
Issuance of copy of 16 the © i 2,000 Within 5 days.
Processing of appacis and petikons Feftion/Appeulicffecisithc Cobinct Frew Within 30 days.
Secretary
::;',’:.‘.’."" of NaRSROT L0 op et ver Fonmalapplication 1o tha CCD 1,000 Within 3 day=.
Approval of borrowing powers Apolication Froo Within 7 davs.
Crm g e NN Submitsion of duly Rlled forme Froe Within 30 daye.
ond Liabilities
L Hgorl on of Wrirten complaine Fraa Within 13 davys.
Roealetration of audit ieme - Practicing certificare From ICPA K 3,000 At least S days.
- Anmual lice froam ICPAK
-~ VAT Reaistration
- Tax Compliance Certificate
- Regiztration form duly filled
Regiskrafion of cudited accounts - Four copies of audited financial K=h= 200 Within 3 days.
statermants Plus 20% of
- Paymecn?t of the requisite oudit and Audit of
supervision fee supervision
- Copy of AGM minules rthat appainted fees 200 +
1he cuditor 10426 for
private cudir
Provision of ccoess to Information Visiting our websires Froo Within 7 days.
B

WEARKCOMMIUTTED TO COULRTESY AND EXCELLENCE IN SERVICE DELIVERY

The Principal Secretary The Commission Secretary/ Chiel Esecutive OMicer
State ment for Cooperatives Commission on Administrative Justice (CAJ)
P.0 Box 30547-00100 West End Towers, 2nd Floor

Nairobi, Kenya Waiyaki Way, Nairobi

Email: info@ushirika.go.ke P.O. Box 20414-00200, Nairobi

Telephone: 020-273153191 Tel: +254 (0)20 2270000/2303000

Website: www.ushirika.go.ke Email: feedback®@ombudsman.go.ke



