
CITIZENS’ SERVICE DELIVERY CHARTER
SERVICES RENDERED REQUIREMENTS TO OBTAIN SERVICES USER 

CHARGE TIMELINE

A�endance to phone calls Phone call 10 secondsFree

Free

Free

Free

Free

Free

Free

Free

Free

Free

Free

Free

Free

Free

Free

Response to complaint Submission of complaint Immediate acknowledgement and comprehensive 
resolu�on within 21 days a�er receipt of complaint.

Acknowledge all correspondence Submission of correspondence Immediate and a comprehensive 
response not exceeding 7 working days.

Access to informa�on as required
by stakeholders / publics

Phone call, personal visit or visit to the 
website Instant 

ClarityOther enquiries On spot if technical an immediate acknowledgement 
and comprehensive response within 14 working days

Educate new tourism levy agents/
payers on their obliga�on under 
the Tourism Act 2011.

Place an inquiry

Place an inquiry Free Within 3 months

Place an inquiry Free Within 6 months

Registra�on of new levy payers
Compliance of levy payers
(Compliance cer�ficate)

Immediate 

Making payments to suppliers of
goods and services

Receipt of original invoices supported by 
all relevant documents 60 working  days

Raising invoices to customers and
issuance of receipts

A formal wri�en request from
the relevant unit or department
•  Wri�en applica�ons for posi�ons adver�sed.
•  Interview report.
•  Signed offer of appointment.
•  Placement report.

2 working days.

Within  5 months

“Commitment to Courtesy and Excellence in Service Delivery” Any service that does not conform to the above standards or any
of�icer who does not live up to commitment to courtesy an excellence in Service Delivery should be reported to :

The Chief Executive Of�icer

TOURISM FUND HEAD OFFICE
Tourism Fund Building, 5th Floor, Valley Road, 
P.O. Box 46987-00100, Nairobi
Tel: +254 020 2714900/1/2/6/7/9, 
Mobile:- +254 728 337499, +254 780 400 113,  Fax +254 020 2714911,
Email: info@tourismfund.co.ke & complaints@tourismfund.co.ke
Website: www.tourismfund.co.ke  Toll Free:- 08002210915/08007722109

The Chairman
Commission on Administrative Justice
Westend Towers, Waiyaki way
P.O Box 20414-00200, Nairobi
Tel: +254 020 2270000
Email: certi�icationpc@ombudsman.go.ke,  
Website: www.ombudsman.go.ke

 Levy Services

Recruitment and placement 

Issue tender documents Tender adver�sement

Payment 
of 1,000 &
free when 
downloaded

On receipt of payment unless downloaded

Opening of tenders Appointed adhoc tender opening commi�ee
minutes and tender representa�ves {op�onal}

Restricted tender: Within 7 days 
Open tender: Within 14 days

Tender evalua�on

Tender award

Tenders submi�ed, tender opening commi�ee
minutes and appointed Adhoc tender 
evalua�on commi�ee members

Within 30 days from closing date

Qualified bidder as per evalua�on criteria 1 working day upon approval of professional opinion.

Delivery of goods and services Duplicate copy of the LPO, LSO, delivery 
note and invoice 7 working days a�er LPO issuance

Update on new legisla�on. Gaze�ement. 7 days of gaze�ement.

Informa�on and Feedback

Supply Chain Management

Corporate Support Services

Con�nuous process Registra�on of suppliers Statutory Documents

1.

2.

3.

4.

Legal Services5.


