
 

CUSTOMER SERVICE CHARTER 

 

 

Introduction 

 

 

BKGI Limited is committed to providing a high-quality service to our customers in which our 

customers can have full confidence both internal and external customers. The key objectives shall 

be; 

 Fair and equitable treatment of policyholders and other stakeholders;  

 We operate in an ethical manner treating customers, employees and suppliers as we would like to 

be treated;  

 We aim to understand and measure customer expectations in order to provide an enhanced 

customer experience;  

 Developing methods of measuring customer satisfaction;  

 Operate a continuous product and service portfolio management program to ensure products and 

services are designed and delivered to meet our customer requirements efficiently; 

 Provide customers with effective and innovative solutions to their problems;  

 Provide communication links, processes, procedures and systems at all appropriate levels in order 

to maximize customer responsiveness and cooperation;  

 Regularly review any suggestions to improve our service levels made by both our customers and 

our staff.  

Values  

 

BK General Insurance Ltd will continually remind its staff of the core values that should guide all 

interaction with customers, including:  

 Efficiency  

 Professionalism  

 Commitment and respect  

 Integrity, morality and transparency  

 Innovation  

 Equity and fairness  

 Compassion and dignity.   

 

 



Our customer service charter lays down the standard of services you are expected to get when you 

walk into BKGI offices and its different working function units. 

 

 Our commitment 

 

 We value our obligation to our customers to provide the highest quality service in a prompt 

professional and courteous manner at all times. 

 

 Our service standards 

 

 Every customer should be received upon arriving at the reception, and directed to the appropriate 

service depending on their need. 

 Every client will be greeted courteously and politely.  

 Clients must be treated with respect at all times.  

 Customers are communicated to in the official language they understand. 

  Claims will be settled immediately after all the required documents have been provided. 

 Standard claims will be settled immediately after all the required documents have been provided. 

 Living all BKGI values at all times by each and every staff of BKGI. 

 Friendly service is our passion, you can expect a friendly, helpful and knowledgeable service from 

all our staff.  

 

 

 

 

 

 

                                

  



 

CUSTOMER SERVICE NORMS. 

1 Every facility is clearly identified by a sign post at the entrance.  

 

2 Clients are directed to different services within the facility by clear orientation 

signs/person  

 

3 Every client is greeted courteously and politely (you can't imagine the importance of a 

smile) 

 

4 Our Clients are  treated with respect at all times 

5 Customers are communicated to in a language they understand, and in the case of a 

language barrier seek an interpreter 

6 The responsibility for orientation to the reception area lies with the entrance keepers 

(guards), who are the first contact at the entrance. 

7 Reception areas must be positioned in front of the facility for easy access. 

 

8 Reception areas must provide seating and shelter from rain, wind, and sun and a feel of 

comfort while waiting to be attended too. 

9 Every customer should be received immediately upon arriving at the reception, and 

directed to the appropriate service depending on their need. 

 

10. All BKGI staff represent the company values and ethics within the work proximity and 

face of the organization outside.  

 

Our services 

 

BK General Insurance Company Limited’s shall offer a wide range of products as follows: 

 
S/N PRODUCT NAME TARGET MARKET 

 
1.0 PROPERTY INSURANCE AND MOTOR INSURANCE 
1. 1 MOTOR Private and Commercial for Individuals and 

institutions 
1.2 FIRE On Residential, Commercial, administrative and 

Industrial buildings 
1.3 BUSINESS INTERRUPTION 

AFTER FIRE 
On Commercial, administrative and Industrial 
Properties 

2.0 ENGINEERING 
2.1 Contractors all risks To accredited and credible Contractors 

 
 



S/N PRODUCT NAME TARGET MARKET 

2.2 Electrical and electronic all 
risks 

Commercial, administrative and Industrial 
businesses 

2.3 Computer all risks Commercial, administrative and Industrial 
businesses 

2.4 Machinery breakdown Commercial, administrative and Industrial 
businesses 

2.5 Business interruption after 
machinery breakdown 

Commercial, administrative and Industrial 
businesses 

2.6 Contractors Plant and 
Machinery 

Commercial and Industrial Businesses 

2.7 Erection all risks Commercial and Industrial Businesses 

3.0 ACCIDENT INSURANCE 

3.1 Personal accident Individuals 

3.2 Group personal accident Groups of persons as well as Commercial and 
Industrial entities 

3.3 Carriers Liability Commercial Carriers / Transporters excluding 
Own Goods 

3.4 Money insurance Banks and business concerns 

3.5 Goods in Transit Strictly Own Goods 

4.0 BOND GUARANTEES 

4.1 
 

4.2 

 

4.3 

Bid security Individuals and businesses requiring such 

Securities to participate in bids 

Performance bond Suppliers and Contractors 

Advance payment bond Individuals, businesses and Industries 

including Contractors 

4.4 Customs Bond Individuals, businesses and Industries including 
Contractors 

5.0. MARINE RISKS 

5.1 Marine Hull Owners of boats; Ships and Ocean going vessels 

5.2 Marine Cargo Importers and Shippers / Carriers/ Water 
transporters 

6.0 LIABILITY INSURANCES 

6.1 Public liability insurance Commercial and Industrial 

6.2 Product liability Commercial and Industrial 

6.3 Professional 

indemnity 

insurance 

Strictly Certified Professionals like 

Doctors; Architects; Lawyers; 

Accountants; Engineers; 
Insurance Professionals and Brokers etc. 

6.4 Directors and Officers 
Liability 

Commercial and Industrial 

6.5 Fidelity guarantee Commercial and Industrial Businesses 

7.0. TRAVEL INSURANCE Travelers 
8.0 AGRICULTURE Farmers 
9.0 AVIATION Airport operators; airlines; 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

SERVICE MATRIX AND TIMELINES 












