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INTRODUCTION

his Service Charter covers the mundate of Kenya Maritime

Authority (KMA]) and sets out the services we provide, the level of

service that a stakeholder can expect to receive and the process by
which a stakeholder's concems may be addressed.

OLUR VISION - :
Tobe a world- class maritime administration,

OuUR MISSION " ) )
To regulate, co-ordinate and oversee muritime affairs through ensuring
safety of life at sea, security of ships and port facilities and the protection of
marine environment for the socio-cconomic benefit of stakeholders.

OUR CORE VALLES

Tn our quest for timely provision of quality service, we shall be guided by
the following Core Values which are articulated in detail in our five year
Strategic Plan for 2006-2011:

recruitment and relention ofcompetent and motivated work force
high customer satisfaction
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Inlegrity

innovativeness and creativity

gond corporle govemance

feam work

OLUR SERVILES
KMA is responsible, ‘on behalf of the Kenya Govermment (the

Govemnment), for the regulanon and safety oversight of Kenyan registened
ships and the management of Kenya's intemational maritime obligations,

OUR ROLE IS TO: _
Enbanee mariiime sofely gmd securiy tioughs )
ensuring the seaworthiness and safe operation of Kenyan and

foreign vessels in Kenyan walers;

—

coordinate, audit and oversee maritime security;
provide maritime distress response services and safety

communications netwaork;

[ operation of the Regional Maritime Rescue Coordination Centre
and coordination of scarch and rescue operations for vessels in
distress; and

[1 overseeing provision, operation and maintenance of a network of
marine nids to safety of navigation,

Protect the marine environment bay:
[ u:lrnmlsn:rmb programs to prevent and respond to the threat of ship-
source marine pollution; and
[ implementing with relevant stakeholders, Kenya's National Oil
Spill Response Contingency Plan to combat polhition of the sea and
imland waters by oil and other noxious and hazardous substances,

Optimize commercial maritime activities for socio-

EI:I:lnl'lmII: benefits by:
1 providing information on seaborne trade;
I i re-aligning  commercial maritime policy towards realization of
vision 2030;
[l facilitating competitiveness of mantime tansporn services; and
[ ereating awareness on appropriate use of intermational commercial
terms { Incoterms 20007)

Facilitate maritime education and Training:
i1 develop anational curmiculum on martime education and training in
conjunction
with relevant povernment agencies in line with  Intemational
standards and vision 2030 and
certifying andaccrediting of maritime training institulions

Protect and promote the welfare of seafarers: :
ensuring working conditions of seaforers are in conformity with

internationnl standarnds



Advise the bovernment an maritims legislation by:

e

Eraitol

overseeing recruitment and placement of seafarers aboard ships
intervention in disputes involving scafiarers and shipowners

identifying and anticulating legislative requirements; and L
provide technical advice on development, ratification and
domestication of intemational martime conventions and
:l‘l.!_J'CEITEL"I'IIR

OUR STAKEHOLOERS

The Government and its agencies;

The shipping industry and associated

maritime education and training instilutions;

The aviation Industry

Suppliers of goods and services

il indusiry

Recreational and commercial boating communities;

International Organizations having a bearing on maritime affairs,

et Intemnational Maritime Crganization (IMOY), Inlemational
Labour Crrpanization { 1LO), United Nations Committee on Trade

and Doevelopment ( UNCTALD), International Chaomber  of
Commeerge ( 1CC)  Waorld Trade Organtzation (WTO), Intemational
Transport Workers' Federation { ITF) , interalia;

Regional economic communities, e.g., Northerm Transit Transporr
Co-ordination Authority (NTTCA) , East Africa Community
(EAC) | Inter-Governmental Standing Committee on Shipping
(ISCOS) , Port Manegement Association  of Eastern & Southemn
Africa (PMAESA). Common Market for Eastem & Southem i'
Africa (COMESA), members of smic. of the Indian Ocean
Memeorandum  of Understanding on Port State Control |
(LOMLOLY, imteralia

Seafarers Unions.

The general public,

OUR RESPONSIBILITIES

We commit ourselves to deliver professional, quality and timely services,

In this respect, wewill:

identify ourselves (o you so that you know with whom you aré

dealing:

treat you with courtesy and respect and listen to and take your views

into consideration;

serve youwith honesty and integrity;

perform our dutics professionally and ethically

provide services with diligence and care

eomply with all applicable Kenyan lvws;

give vou timely, clear and accurate information;

inform you of your rights, abligations, entitlements, and any eosts

for services:

maintain approprate confidentiality

uphold transparency and accountability atall imes.

give you reasons forour decisions and inform vou how you can have

these decisions reviewed;

1 handie all feedback, including complaints, ina professional manner
as outlined in this charter;

[0 rmefer you tothe relevant organisation where we do not provide the
SETVICE Yo requiest;

1 where appropriste, consult with you during reviews of our flinetions
and performaonce.

OUR STANOARDS OF SERVICE
Wewill:
respond to allwritten and electronic communications within five (5)
working days and where this is not possible, we will inform you of
the time needed to respond to your request;
respond o any telephone inquiry within twe (2) working duys;
I provide timely, ol and written advice that 15 clear, aceurate and
complete:
aim o answer all calls witlin 20 seconds of the firstring.
provide service ihrough helpfiol and frendly staff,




AcCcess :

We shall provide these services through our head office, located at White
House, along Mol Avenue, Mombasa, We can be contacted between 7:45
am and 5:00 pm Monday 1o Friday, Incase of emergency, our Regional
Maritime Rescue and Co-ordination Centre (RMRCC), located at Kipevu
Marine Operations Building, Kipeva, isoperational 24 hours a day; seven
{7) days a week.

Telephone numbers: +25441 2131100, 2131103, 2131104

+25441 2211299 Ext; 2756

HOW YDL CAN HELP LS SERVE YOL BETTER
To help us provide a timely service, we request that you:
| provide imely, sufficient and accurate information,
1 treatour staffand other stakeholders with courtesy;
fulfill any financial and other obligations inatimely manner;
! be honestand fair inyour dealings with ws; and
T provide appropriate feedback on our services,

YOLR RIGHTS
Youare entitled Lo expeet.
i rqullﬂhle.mrush o KMA's services;
1 wourissues will be handled with the requisite confidentiality;
I beissued withareceipt forall services that you have paid for;
[T expectourstaflto identify themselves upon request;
[ getting quality services, and when not satisfied, you have a right to
lodge a complaint through the laid down procedure; and
i Your feedback and complaints will be  freated senously and
impariially.

Camplaints

KMAwill sirive 10 get things night the first ime. 17 something isn' resolved
lo your satisfaetion, you have o right 1o make a complaint, You may
complain by phone, in writing or in person.

Chur complaint procedure, which is confidential, has three stages to ensure
that all complaints are dealt with in a full and fairmanner.

5 ervice t'ILHTI.:'

_'-_i!_._u__;a 1: Yoo Complaint

In the first instance complamts are dealt with by the section responsible for
the service,

[Hscuss the matter with the section staff at the time of the unsatisfactory
service, IT this does nol reselve the matter o your satisfaction, o if you
prefer not to do this, you should complain to the Manager al the nearest
KMA office. The Manager will acknowledge vour complaint by telephone
orletter within two (2) working days of receiving it The section will issuc a
full reply within five (5) working days. Ifthis mrget cannot be met, you will
be informed of the delay, the reason for the delay and the revised target date
forresponding.

Stage 2: Your caompiaint has been investigated, but

you are not satisfied
Adthis stage the complaint will be dealt with by the Public Relation Officer.

Again, we will aim to acknowledge vour complaint within two (2) working
days and aim toresolve itwithin five (5) working days,

Stage 3: 1 youare still not satisfied, what canyou do?

I vour compluint las still not been settled w your satisfaction, you hive the

right to ask the Director Geneml to review the matter and fake appropriate

setion.
{In order to help KMA deal adequately with any complaimt and ensure that

problems do not recur, please provide as much detul about the incident as
possible).

CONTINUALLY IMAPROVING DLR PERFORMANTCE
W will promete mpovation and best practice by setting annual targets for

ilie departments, sections and individual memiber of staff, and carry oul
regular performance reviews,

In addition, we will record and analysze all complains and regularly inform
our stakeholders of these details and how we have dealt wiilly the
complamis. We will conduct regulor customuer satisfactony surveys (o find
autwhotyou think ofour services and how we might improve them,



To ensure that our standards meet your requirements, we will always
consider your views and opinions. As a stakeholder you will have the
opportunity to influence the decisions we make. We will do this in a number
of ways:

distribute this Service Charter to our stakeholders. who can review
our standards and provide feedback;

consider the customer satisfaction survey findings which we gather
fromregular consultation with stakeholders;

enable stakcholders to comment on the services through our
website:

make it easier for stakeholders to give us their views and concemns,

and to make our services more responsive to their needs.
continue to monitor the adherence of the commitments made in this

Charter.

LISTENING TO YOU

Your opinion matters to us and we will take every opportunity to improve
the quality of our service to you. If you are happy or unhappy with our
standards of service, or you have a suggestion on how we can improve our
service to you; feel that the service provided to you deserves recognition;
we would like to hear from you.

FOR MORE INFORMATION

E-mail : infe@maritimeduthority.co.ke
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