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CITIZENS’ SERVICE DELIVERY CHARTER

REPUBLIC OF KENYA

I HEROES

VISION: Excellence in honouring heroes.

COUNCIL

HONOURING HEROES, HONOURING KENYA

MISSION: To promote nationalism by identifying, honouring and supporting national heroes.

CORE VALUES: Patriotism, integrity, innovation, diversity, professionalism.

SERVICE CUSTOMER OBLIGATION /
REQUIREMENTS TO OBTAIN
SERVICE

CUSTOMER ENQUIRIES AND REQUESTS
Walk in and make the inquiry

1. | Response to walk in clients
enquiries

COST OF
SERVICE

2. | Response to telephone calls Make a phone call

3. | Response to written
correspondence

Written correspondence including
letters, emails, and posts on social

media (Facebook, X, YouTube,
Instagram

4. | Resolution of complaints Submit complaints via letters,

emails, phone calls, social media

Processing requests for information | Make a request for information

HEROES SERVICES

Nominate persons for consideration
to be declared as national heroes

Inform the public of the call for
nomination of persons to be
declared as national heroes

per specifications and provide
nayment documents.

received

Submit formal letter of application
for advertised positions in
accordance to stipulated
requirements of a position.

{ Recruitment and placement

(i) Advertise positions

(i) Undertake shortlisting

(111) Conduct interviews

(iv) Issue letters of appointments
or regret

(v) Placement report

HUMAN RESOURCES SERVICES

7. | Avail heroes nomination forms. Access nomination form from Free
Council website, E-Citizen platform
or collect from Council offices.
Submit completed nomination forms | Free
via email, E-citizen platform, post or
hand delivery to the Council offices.
3. | Publish shortlisted nominees for Submit sworn affidavits of objections | Free
public scrutiny and vetting or representations of the opinion
that a proposed honour is not
deserved, via email, post or hand
delivery to the Council offices.
O. | Provide nomination form for heroes | Access form from Council website, Free
sites, squares and monuments. E-Citizen platform or collect from
Council offices.
10| Provide state assistance application | Access form via Council website, E- | Free
form to a hero or dependent. citizen platform or collect from
Council offices.
Complete and submit state Free
assistance application form
11| Present certificates and medals to Declared heroes to collect certificates | Free
declared heroes. and medals
PROCUREMENT SERVICES
12 Registration of new suppliers Provide requisite documentation as | Free
per the Public Procurement and
Asset Disposal Act 2015
13| Tender processing Submit bids for goods and services Free
14| Notification of successful and Access e-precurement portal for Free
unsuccessful bidders notification
15| Payment for goods and services Deliver goods, works or services as Free

Free

TIMELINE

Promptly within 1
minute

Within 3 rings

Within 5 working days

after receipt

Within 21 working

days. Updates
provided regularly.

21 days

21 days

Immediate

Acknowledgement of
receipt of nomination
forms within 14 days.

14 days from the date
of publication of the
shortlist.

On accessing the
Council’s website,
E-citizen platform or
physical collection
from Council offices
On accessing the
Council’s website,
E-citizen platform or
physical collection
from Council offices

On accessing the
Council’s website,
E-citizen platform or
physical collection
from Council offices

On or after Mashujaa
Day celebrations

60 working days after
submission of duly
completed business
questionnaire

90 days

5 working days after
completion of the

tender process

30 days from date of
receipt of invoice

Within 4 months

WE ARE COMMITTED TO COURTESY AND EXCELLENCE IN SERVICE DELIVERY
Any service rendered that does not contorm to the above standards or any
officer who does not live up to commitment to courtesy and excellence in

service delivery should be reported to both of the following:

The Chief Executive Officer,
National Heroes Council,
Embankment Plaza,

Longonot Road, Mezzanine Floor
P.O Box 30001-00100 |G.P.O
Nairobi |

Telephone: 0719222666

Email: email: info@heroes.go.ke
Website: https://heroes.go.ke

Officer

Westlands

P.O. Box 20414 - 00200
254-20-2270000 / 2303000
Email: infowombudsman.go.ke

The Commission Secretary/Chief Eecutive

Commission on Administrative Jutice
2nd Floor, West End Towers Opposite Aga
Khan High School off Waiyaki Way -

Facebook: The National HeroesCouncil X: platform Heroes_Kenya Instagram: officialheroescouncilke

HUDUMA BORA NI HAKI YAKO




