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EMBE WATER AND SANITATION COMPANY

P O Box 146, Tel 068-21001, 0703 192 338
SIAKAGO.  E-mail:  embewater@yahoo.com

	


CUSTOMER SERVICE CHARTER
1. Preamble
Embe Water and Sanitation Company (EMBEWASCO) is one of the Water Service Providers (WSP) in Kenya formed after the enactment of Water Act 2002.

The WSP was registered in April 2006 as a Company Limited by Guarantee.

A company limited by guarantee means it does not have share holding and is 100% owned by the Government of Kenya. The WSP holds its membership by representation from nominated institutions outlined in the Corporate Governance Guidelines for WSPs and in accordance with WSP’s memorandum and Articles of Association.

The WSP is contracted by Tana Water Services Board to provide water and sewerage services in the limits of supply of Ena – Siakago and Ishiara water schemes in Mbeere North District.

2. Purpose of the Charter
The purpose of this charter is to enlighten our esteemed customers on the services provided by Embewasco. The charter is also our public declaration to our customers of our commitment to delivery of efficient, effective and quality services. It spells out the services and standard of service delivery that the customer should expect from us, and how to seek remedy if our services fall below the customer’s expectations.
3. Our vision

The Vision of Embe Water and Sanitation Company is “To be a model Rural and Peri-Urban Water Service Provider in the Tana Water Services Board Region”

4. Mission

The mission of Embe Water & Sanitation Company is “To provide safe, affordable, reliable and accessible drinking water to the residents of Ena-Siakago and Ishiara Water supplies and improve sanitation through hygiene and sanitation promotion activities in the area of operation”.
5.  Mandate
The mandate of Embe Water and Sanitation Company is:-

· To carry out the business of Water and Sanitation within areas of Ena-Siakago and Ishiara water supplies in Mbeere North District

· To provide safe, affordable, reliable and accessible drinking water to the residents of Ena-Siakago and Ishiara Water supplies limits of coverage.

· To improve sanitation issues in the areas of supply named in (b) above.

· To manage water supply and sanitation facilities on behalf of Tana Water Services Board. 

6. Corporate slogan
Embe Water & Sanitation Company’s corporate responsibility is to provide clean water and promote good sanitation for every household

7. Core values
In discharging their mandate, members of the Board of Directors and Staff of Embe Water and Sanitation Company shall be guided by the following core values:

· Commitment to quality customer service

· Team work

·  Good governance

·  Transparency and accountability

· Innovation

·  Continuous learning

· Social responsibility
8. Strategic Objectives
The following are Embewasco’s  strategic objectives:-

· Institutional strengthening and capacity building

· Enhanced stakeholder awareness on water sector reforms

· Increase in access to sustainable and safe water from 30% to 100%

· Increase in demand for available safe water

· Increase in access to improved sanitation

· Achieving operational financial sustainability in five years

Embe water & Sanitation Company is committed to providing quality services at all times in the best interest of all our customers and continually improve our standards of  quality in every aspect of our services to the satisfaction of our customers
 9. Commitment To Our Clients
Our clients are entitled to the following;

· Adequate ,clean  and safe water supply at affordable rates

· Prompt and accurate billing.

· Advice on any  planned changes to our system likely to affect the quality and quantity of water. 

· Urgent water services faults repair.

· Notice on water rationing schedule

· Information on government policies and requirements under various Acts.

· Quick action in dealing with complains

· Prior information/notice  regarding changes in rates

· Notice on interrupted water supply due to unavoidable circumstances

· Water connection installation within stipulated time

· A customer service office that advises water consumers ,stakeholders and suppliers on handling disputes

· Protection of water sources

10 Customers’ Responsibilities
Equally, our customers have the responsibility to;

· Take a responsible approach to the amount of water used and avoid wasting water particularly during the dry seasons.

· Report breakdowns/blockages or any faults promptly.

· Cooperate with  the company’s staff and provide  the relevant information required for us to provide  quality service

· Give accurate and timely information in response to survey requests.

· Pay water bills promptly.

· Abide by legal requirements of our services.

· Report  to the company all cases of water theft, illegal connections and leakages

· Ensure your household plumbing is properly constructed and maintained.

· Notify us immediately of any change of address or ownership of property for billing purposes.

· Refrain from acts or behavior that encourage corruption, and those that are insensitive to gender and cultural diversity of our people.

· Attend our meetings in person and on time 

· Treat company staff  with respect and courtesy

11 Our service standard
	Service standard
	Client requirements
	User charges
	Timelines

	Provision of information/
Attendance to enquiries/
Handling correspondences
	Put a request or visit Embewasco offices
	Free
	10 minutes

	Deal with complaints
	Register complains verbally, put in suggestion box or make normal correspondence
	Free
	Immediately for  phone complaints, 5 minutes for verbal complaints and within 3 working days for written complaints

	Service to visiting clients
	Visit our offices and make a request for specific service
	Free
	10 minutes

	Make payments to suppliers/consultants
	Proper documentation, eg LPOs delivery notes, invoices, etc
	Free
	Within 30 days (except for specified contracts)

	Payment of water bills
	Water bill
	Free
	5 minutes

	Water monitoring:
· Turbidity tests

· Residual chlorine

· PH

· Bacteriological test 
	Submit test request
	Free
Free
Free

Free
	30 minutes

30 minutes
30 minutes

24 hours

	Application form for new connections
	None
	Shs. 100.00
	5 minutes

	Processing of application form
	Return the duly filled form to the office
	Free
	2 days

	Installation of new connections
	Approval of the application form
	Labour – Shs. 200.00
Domestic connections – Shs. 1,000.00 (deposit)
Commercial – Shs 3,000.00 (deposit)
	1 day

	Reconnection after disconnection
	Clearance of outstanding bill
	Sha. 500.00
	2 days

	Meter testing
	Submit request
	Shs. 500.00
	1 day

	Meter servicing
	Register request at the office
	Free
	1 day

	Attending to burst
	Report to the customer care desk
	Free
	1 day

	Attending to leakages
	Report to the customer care desk
	Free
	3 days

	Refund of deposit
	Submit application for refund
	Free
	2 days


Feedback and redress mechanism
We are committed to courtesy and excellence in service delivery

Our clients who are unable to access our services, or receive services that do not conform to 
the stated standards should provide us with a feedback or seek assistance from our offices. 

We are situated along Siakago – Runyenjes Road, next to the Ministry of Works offices.
All correspondences should be addressed to:

The General Manager,

Embe Water & Sanitation Company,

P O Box 195-60104,

SIAKAGO

Tel:  068-21001
Email:  embewater@yahoo.com 

