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FOREWORD LIB is committed to the provision of quality services in its interaction with all 

its stakeholders. To this end, this service charter has been developed to ensure 

quality improvements that are sustainable and guided by the type of service 

standards our customers expect. This charter also offers a guide to our 

customers on how to make complaints and suggestions on improvements in 

our service.  

 

At LIB, the Service Charter is a part of a series of initiatives by the Company 

to improve operational efficiency and effectiveness in rendering quality 

services to our customers and stakeholders. The CPF Group Service Charter is 

part of wider reforms which underscore good governance premised on a 

transparent, accountable and performance driven service.  

 

In essence we seek to improve customer orientation and therefore it underlines 

the Group’s prioritization of its customers by bringing their needs and 

expectations into perspective. This involves strides to comply with their rights 

as prescribed in the Constitution. 

 

It is my hope that this Charter will promote and maintain better understanding 

and appreciation of the Company’s culture of professionalism and customer 

focus. In this regard, I call upon all staff to take ownership in delivering the 

standards outlined in this service charter. Let us all firmly uphold our corporate 

core values which are critical to meeting the expectations of our stakeholders 

on the standards of services offered. I wish also to reiterate the commitment 

of the Board of Directors to this initiative and the support of the CPF Group 

Management in the implementation of service improvement plans.  

 

To our stakeholders, we request that you continue to give us feedback on the 

quality of our service to facilitate future improvements.  

 

Mr. David Mogere 

LIB CHAIRMAN 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

PREFACE 

 

 

 

This Service Charter marks an important milestone in our commitment to 

excellence in service delivery. The Service Charter is our bold commitment to 

enhance performance at the organizational level. The Charter spells out the 

range of services and standards which we commit ourselves to uphold. 

 

The process of updating the service charter was informed by the growth the 

organization had undergone in the last two years, and more importantly by 

the feedback we had received from our customers, which gave us a new 

perspective and led us to make substantial changes to the contents of the 

charter. We have now diversified our communication channels making it easier 

for our customers to reach us.  Additionally, we have opened up branches 

throughout the country. 

 

The LIB vision of quality as captured in our core values under customer focus 

is to endeavour to render the highest quality of service to all our customers 

based on the best quality of products and services. We are fully committed to 

implementing this Charter and look forward to receiving our stakeholders’ 

suggestions on improvements we can make to our standards of service.  

 

LIB has put in place mechanisms to monitor, evaluate and report performance 

in service delivery.  This performance measurement system will not only help 

in setting meaningful service standards but will also give the Group hard 

evidence when we carry out self-assessments. Most importantly it will help the 

management understand whether the Group’s strategic objectives are being 

met; which is critical to the success of the organization. 

 

Team work by members of staff is critical in the delivery of our promise of 

quality. With this in mind, we have inculcated this in all our front and back-

line teams. Our shared vision of quality and synergy in delivery superior 

standards of service will continue to aid our efforts to be a world class 

institution. 

 

Mr. Jonathan Marucha  

EXECUTIVE DIRECTOR 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



INTRODUCTION 1.1. Who We are 

 

Laser Insurance Brokers is incorporated under the Companies Act, Cap 486 

under registration CPR/2014/145395 Laws of Kenya. Thereafter, in 

accordance with the Insurance Act Cap 487, Laws of Kenya, the company is 

licensed by the Insurance Regulatory Authority as an insurance broker and a 

medical insurance provider (MIP) 

 

The Company’s operation is mainly in Insurance Broking;in life and non-
life insurances and health insurance provision and medical fund 
administration. 
 
At Laser Insurance, we are dedicated to creating strong relationships 
with our stakeholders in mitigating risks through a sustainable approach 
through how we handle and deal with customers. For accountability and 
Consistency in service delivery to our customers, we encourage the vital 
requirement of signing of Service Level Agreements between us and the 
clients. 
 
Laser Insurance is also a member of the Association of Insurance Brokers 
of Kenya (A.I.B.K.) and medical insurance providers association. 
 

1.2. Our Values 

 

1.2.1. The Vision – To be the partner of choice for insurance and risk 

solutions 

 

1.2.2. Mission Statement - “To avail cost effective and innovative 

insurance and risk management solutions to our partners” 

 

1.2.3.  Mandate 

 

1. Insurance Brokerage 

 

1.2.4. Core Values 

1.2.4.1. Honesty – To operate in a fair and equitable manner. 

1.2.4.2. Reliability - To provide reliable services to our clients.  

1.2.4.3. Need-Based broking - To offer clients only the necessary 

policies they need.  

1.2.4.4. Commitment – To develop and grow our staff for the 

benefit of our stakeholders. 

OBJECTIVE  2.1. The Customer Service Charter provides a framework for defining our 

service delivery standards. 

 

SCOPE OF CHARTER 3.1. Stakeholders 

3.1.1. Clients - (Scheme sponsors, Scheme contributors, Pensioners  

beneficiaries, Policy Holders, Land Lords, Tenants, Developers)  

3.1.2. Business Competitors 

3.1.3. Professional Associates and Industry Regulators  

3.1.4. Development Partners & Consultants 

3.1.5. Employees of Laser Insurance Brokers 

3.1.6. The Media  

3.1.7. General Public 



 

3.2. Our Commitment to Your Rights 

3.2.1. It is your right to request for complete, accurate and timely 

information on our services. 

3.2.2. It is your right to require quality services in a timely and transparent 

manner. 

3.2.3. It is your right to review our procedures and make appeals where 

enquiries deem not to be satisfactorily handled. 

3.2.4. It is your right to be treated politely and with courtesy. 

 

3.3. Our Service Guarantee 

3.3.1. Quality Service 

3.3.1.1. We shall maintain consistency in our commitment to fulfilling your 

needs.  

3.3.1.2. Our extensive experience in business helps us understand and 

tailor our response to your needs.  

3.3.1.3. Our service delivery will be standardized across all customer 

service points.  

 

3.3.2. Responsiveness 

3.3.2.1. We will respond promptly to your enquiries through phones, emails 

and customer service points in our branches.  

3.3.2.2. Our premises are accessible to everyone requiring our services. 

3.3.2.3. We will provide accurate and clear information, when you need it.  

 

3.3.3. Professionalism   

3.3.3.1. We will ensure that your privacy and dignity is respected. 

3.3.3.2. Every customer is treated equally. 

 

 

3.3.3.3. Our business dealings with you will be conducted with integrity and 

honesty. 

 

3.4. How we will be Accountable 

3.4.1. Display our Charter for all stakeholders at all our service points, the 

LIB websites. 

3.4.2. Abide by the rules of law as stipulated in the various acts governing 

our service provision.  

3.4.3. Be open to feedback on our performance, and suggestions for 

improvement from our clients and the public.  

3.4.4. All complaints will be administered through our complaints handling 

procedure. 

 

 

 

 

 

 

 

 

 



3.5. Complaints Handling Procedure 

3.5.1. File Your Complaint 

3.5.1.1. In the event of a customer receiving unsatisfactory service, they 

should file a complaint with the staff of the section responsible for 

the particular service. 

3.5.1.2. In the event that this does not resolve your complaint 

satisfactorily, the complaint will be escalated to the section head 

3.5.1.3. The section head will immediately acknowledge your complaint by 

telephone, email or letter within three (3) working days 

3.5.1.4. If this target cannot be met, you will be informed of the delay, the 

reason for the delay and revised target for responding 

  
3.5.2. Your complaint has been investigated but you are not satisfied 

3.5.2.1. At this stage, the complaint will be dealt with by the Head of 

Department 

3.5.2.2. Receipt of complaint will be acknowledged by the HOD and 

resolved within three (3) working days. 

 

3.5.3. If you are still not satisfied, what can we do? 

3.5.3.1. If your complaint has still not been settled to your satisfaction, you 

have the right to ask the Executive Director to review the matter 

and take appropriate action 

3.5.3.2. In order to enable LIB deal adequately with your complaint and 

ensure the problem does not reoccur, provide as much information 

as possible about the incident. 

 

3.6. Our Obligations as LIB if we fail to meet our Charter promise. 

3.6.1. Apologize to customers affected 

3.6.2. Provide full information and explanation about what happened and 

why it happened 

3.6.3. Explain what it will do to try to ensure that such a failure will not occur 

again 

3.6.4. Keep you informed of progress towards solving the problem 

3.6.5. We shall do whatever we can to assist the customers adversely 

affected by our failure 

 

3.7. How you can Help Us  

3.7.1. Provide us with the necessary information and documents to help in 

quick service response. 

3.7.2. Actively participate in our random surveys to analyze our customer 

satisfaction level and performance levels in the market.  

3.7.3. Make prompt and timely payment for procured services. 

3.7.4. Treat our staff with Courtesy and Respect. 

 

 

 

 

 

 

 



 

Service Targets – Service Delivery Timelines 

 

We have set the following minimum operational standards for the level and quality of 
services provided by Laser Insurance Brokers: 

 

SERVICE RENDERED 
 

REQUIREMENTS 
EXPECTED TIME TO PROCESS(TAT) 

Customer Correspondence 

Incoming Calls Call response within 3 rings 

In Person Enquiry – Walk In Served within 10 minutes of arrival  

Written Communication – 

Email, SMS and Letters 

 Replied within 24 hours of 

receipt. 

 Hospital approvals and pre-

authorization done within an 

hour of receipt. 

 

Non-Financial alterations 

 Forwarded in writing to the 

underwriter within 24 hours of 

receipt. 

 Insurance company to respond 

within 3 days of request through 

an endorsement to confirm 

changes. 

 Officer to notify client on updated 

records within 24 hours. 

Financial alterations 

 Forwarded in writing to the 

underwriter within 24 hours of 

receipt. 

 Insurance company to respond 

within 3 days of request through 

an endorsement to confirm 

changes. 

 Officer to notify client on updated 

records within 24 hours. 

Fund Report 

 Utilization and member 

statements to be forwarded to 

client on a monthly basis. 

Complaints, Compliments 

and Suggestions handling 

Suggestion Box, Telephone,  

Written Communication, 

In Person Submission  

 Acknowledge receipt within 1 

working day 

 Resolve clients feedback within 

10 days of receipt 

Payment to Suppliers and 

Service Providers 

Local Purchase Order, Local 

Service Order, Invoices 
 Payment within 30 days  



Business Development 

 

 Booking of appointment and 

preparing for a meeting with 

prospective client booked within 

24 hours. 

Quotation request 

 BDO will review the information 

provided by the client to ensure 

completeness and prepare a 

quote response within 24 hours.  

 After analysing the client needs, 

we will prepare quotation slips 

within 24 hours. 

 BDO will seek and receive 

quotations within 48 hours from 

5 suitable underwriters and 

analyse them. 

 BDO shall deliver quote within a 

day and seek an appointment for 

visit to discuss quotation. 

 If quotation is accepted, the BDO 

shall within 24 hours request the 

client for formal instructions to 

go on cover. 

Member Education 

 Member education and Health 

talks to be carried out on a yearly 

basis per client. 

Renewal Notices Renewal Instructions  

 Renewal Instructions shall be 

printed and dispatched to clients 

60 days prior to renewal. 

 A follow up with the client will be 

done 45 days prior to renewal 

date. 

Motor Certificate Cancellation 

Process shall begin when 

client issues written 

instructions 

 The underwriter shall consider 

request if approved for 

processing within 24 hours. 

 The underwriter shall send an 

email to insurer for action. 

 Confirmation endorsement from 

underwriter to be received within 

3 working days and forwarded to 

the client. 

 Where refund is applicable it will 

be done within 7 working days. 

Claims 

 

 

 

 

 

 

 Claim officer receives a claim 

notification and writes to insurer 

and providing required 

documentation within 24 hours. 

 Claim officer shall follow up 

confirmation and action by 



 

Claim Processing 

 

 

 

 

 

 

 

Motor Claim 

 

 

 

 

 

 

 

 

Non-Motor Claims 

 

 

 

 

 

insurer including appointment of 

service providers within 24 hours 

 If claim is not admissible, claim 

officer shall immediately advise 

the client on the same. 

 

 

 

 

 In Motor Claim, the claims 

officer shall follow up to ensure 

car repair commences within a 

maximum of 3 days from date of 

reporting. 

 

 

 On Non-Motor claims the 

claims officer shall ensure claim 

processing for Insured benefit 

is done within 10 working days 

and for the funded benefit 

within 7 working days. 

Medical Card additions and 

deletions 

Email from schemes 

Human Resource  

 Instructions forwarded 

immediately and not later than 

24 hours. 

 Medical cards delivered within 3 

working days of addition. 

Production of Debit and 

Credit notes 

Once scheme has 

been debited in the 

system, additions or 

deletions made in 

the system 

 Within 7 working Days 

Premium Payments  

 

 

Collections  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Where direct payment have been 

made to insurer, an officer shall 

update records in the system to 

reflect payment within 24 hours. 

 The client should get the 

payment receipt as soon as 

payment is received and not later 

than 24 hours. 

 Where premium payment has not 

been remitted, the officer will 

follow up with the client within 30 

days of renewal of cover. 

 Where a member of staff has 

been issued with an insurance 

policy through the company, 

officer will ensure to collect 

premium on the same day. 



 

 

 

 

 

 

 

Demand Letters 

 

 

 

 

 

 

Debt Recovery Period 

 

 

 

 

 Where premiums remain unpaid 

after 90 days without a formal 

commitment from client, a formal 

demand letter attaching a copy of 

the debit and requesting for 

payment within 7 days will be 

sent. Failure to pay will lead to 

instructions for cancellation sent 

to the underwriter. 

 

 

 If member of staff is paying 

premium in cash, officer will be 

allowed in writing to extend 

credit period to a maximum of 3 

installments ( 30 days apart) 

 If member of staff is paying 

through check off systems, 

officer within a day of receipt 

shall obtain and forward a signed 

commitment letter authorizing 

HR to recover full premium from 

salary but only within 3 months 

period. 

 

Debt Control Debt Classification 

 Cash and carry is preferred but 

credit period can be agreed upon 

and alternative methods of 

payment i.e premium financing 

suggested to the client. 

 Staff credit period shall be 

between 30-90 days (3 

installments maximum) 

 

 

 

 

 

 

 

 



3.8. How to Contact LIB 

3.8.1. Head Office - Nairobi, CPF House, 2nd Floor, Haile Selassie Avenue 

P.O. Box 28938 - 00200, Nairobi 

Mob: 0720433354, 0703000123,0734247776 

Tel: +254 (020) 2046901-5  

Fax: +254 (020) 251807 

Email: info@lib-insurance.co.ke 

Web: www.lib-insurance.co.ke 

 

3.8.2. Nairobi Branch - Travel House  

Email: info@lib-insurance.co.ke 

  

3.8.3. Mombasa Branch - Jubilee Arcade, 1st Flr, Moi Avenue  

Email: mombasa@cpf.or.ke 

 

3.8.4. Kisumu Branch - Central Square Building, 2nd Flr ,Oginga Odinga Street  

Email: kisumu@cpf.or.ke 

 

3.8.5. Eldoret Branch - Zion Mall, 1st Flr Uganda Road  

Email: eldoret@cpf.or.ke 

 

3.8.6. Garissa Branch - Immigration House, Ground Flr. 

Email: garissa@cpf.or.ke 

 

3.8.7. Nyeri Branch - Kang’aru Annex, 2nd Flr  

Email: nyeri@cpf.or.ke 

 

3.8.8. Meru Branch - Amee Center, 1st Flr  

Email: meru@cpf.or.ke 

 

3.8.9. Nakuru Branch – Tamoo Plaza, 1st Flr 

Email: nakuru@cpf.or.ke 

 

3.8.10. Bungoma Branch – New Island Building 1st Flr 

Email: bungoma@cpf.or.ke 
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