
 
 

SERVICE CHARTER 
 

This Customer Service Delivery Charter is a declaration of our commitment to provide 
quality services to our customers. It outlines the services rendered, requirements to obtain the 
services, costs and time lines in which the National Legal Aid Service undertakes to provide 
its services. 
 
Vision 
A renowned Legal Aid Service committed to promoting Access to Justice for all 
 
Mission 
To enhance the realization of justice and equality for all through the promotion, provision and 
coordination of quality, affordable, credible, sustainable, accessible and accountable legal aid 
services to the indigent, marginalized and vulnerable members of the society. 
 
Core values  
 
NLAS is guided by the following core values in its service delivery: 
 
Equity & Equality;  
Integrity; 
Professionalism;  
Collaboration;  
Good governance; 

            Diversity; and Innovation. 

 

 

 

 

 

 

 

 

Commitments and obligations of the customers 



To enable us provide you with quality services, we request you to: 
1. Provide necessary co-operation and accurate information; 
2. Provide effective feedback; 

3. Be respectful and courteous; 
4.  Refrain from offering inducement, gifts and favors in return for services rendered 

or to be rendered. 
Core Functions 

1. To establish a framework for polices, laws and administrative measures that will 
ensure sustainable and quality access to justice; 

2. To provide quality, effective and timely legal assistance, advice and representation 
for the poor, vulnerable and marginalized; 

3. To enhance access to justice through continuous legal awareness; 
4. To promote and institutionalize the Paralegal Approach in the access of justice; 
5. To promote the use of alternative and traditional Dispute Resolution mechanisms; 
6. To establish an implementation, monitoring regulatory and support framework for 

the legal aid providers; and 
7. To facilitate the allocation of fiscal, human and technical resources for legal aid and 

awareness services. 

OUR OFFICES 
1. Nairobi (Headquarters)- Kenya Charity Sweepstake House 6th, 9th and 10th floor 

telephone 0110149935/37/38 
2. Mombasa - NSSF building 4th floor telephone 0110149936 
3. Eldoret – Kiptangich house 8th floor telephone 0110149932 
4. Kisumu - Huduma centre prosperity house 6th floor telephone0110149931 
5. Nakuru – Assumption centre 4th floor telephone 0110149930 
6. Tana River- County Education Office 
7. Marsabit- County Commissioner’s office 
8. Isiolo- Judiciary offices 

SERVICES OFFERED 

 

Services Rendered Requirements to obtain services Costs Timelines 
1. Facilitating access to 

justice by the poor, 
vulnerable and 
marginalized through 
the provision of quality 
legal aid services 

• Customers participation and 
cooperation 

• Relevant documents 

Nil Continuous 

2. Providing legal advice 
to walk in clients 

Factual and relevant information Nil Within 10 
minutes upon 
arrival 

3. Create legal awareness 
among the public 

Public participation Nil Continuous 



4. Drafting court 
documents for self- 
litigating clients 

Factual and relevant information Nil Within 7 days 
on receipt of 
relevant 
documents 
and 
information 

5. Providing Legal 
representation through 
the pro bono lawyers 
scheme 

Factual and relevant information Nil Within 1 day 

6. Provision of Mediation 
services 

Factual and relevant information Nil Within 7 days 
upon service 
of mediation 
summons 

7. Reply to routine 
correspondences 

Nil Nil Within 7 days 
from the date 
of receipt 

 
The National Legal Aid Service is a corruption free zone. It is an offense to compromise or 

give a bribe to a public servant for delivery of services. 

“COMMITMENT TO COURTESY AND EXCELLENCE IN SERVICE DELIVERY” 
Any service that does not conform to the above standards or any officer who does not 
live up to the commitments to courtesy and excellence in service delivery should be 

reported to: 

 

The Chief Executive Officer/Director, 

National Legal Aid Service, 

Kenya Charity Sweepstake House, Mama Ngina Street 

P. O. Box: 45597, 00100, Nairobi, 

Toll free line: 0800 720 640 

Mobile: 0110149935/38/37 

Whatsapp No: 0703149933 

Email: info@nlas.go.ke 

Facebook: National Legal Aid Service 

X: @NLASKENYA 

Instagram: @nationallegalaidservice 

Website: www.nlas.go.ke. 

mailto:info@nlas.go.ke
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