
 14.5. To Mobile Network in connection with the 
Mobile Money Service and the Services.

 14.6. For reasonable commercial purposes 
connected to your use of the Services, such as 
marketing and research related activities; and

 14.7. In business practices including but not limited 
to quality control, training and ensuring 
e ctive systems operation.

15. MISCELLANEOUS
 15.1. These Terms and Conditions (as may be 

amended from time to time) form a legally 
binding agreement binding on you and your 
personal successors.

 15.2. This Agreement and any rights or liabilities 
accruing thereunder may not be assigned by 
you to any other person.

 15.3. The Bank may vary or amend at any time these 
Terms and Conditions and the Transaction 
Fees. Any such variations or amendments may 
be published in posters or pamphlets available 
at bank’s branch outlets, in the daily 
newspapers, on the Bank website and/or by 
any other means as determined by the Bank 
and any such variations and amendments shall 
take e ect immediately upon the lapse of thirty 
(30) days written notice issued by the Bank 
informing you about the variations or 
amendments.

 15.4. No failure or delay by either yourself or the 
Bank in exercising any right or remedy 
hereunder shall operate as a waiver thereof, 
nor shall any single or partial exercise of any 
right or remedy prevent any further or other 
exercise thereof or the exercise of any other 
right or remedy.

 15.5. The rights and remedies herein provided are 
cumulative and not exclusive of any rights or 
remedies provided by law.

 15.6. If any provision of these Terms and Conditions 
shall be found by any duly appointed arbitrator, 
court, or administrative body of competent 
jurisdiction to be invalid or unenforceable the 
invalidity or unenforceability of such provision 
shall not a ect the other provisions herein.

 15.7. Any addition or alteration to these Terms and 
Conditions may be made from time to time by 
the Bank and of which notice has been given to 
you by way of publication as provided in 
subparagraph 15.3 shall be binding upon you 
as fully as if the same were contained in these 
Terms and Conditions.

16.  NOTICES
 16.1. The Bank may send information concerning the 

Vooma Loan Account via SMS to the Mobile 
Phone number associated with your Bank 
Account.

 16.2. You acknowledge that you have no claim 
against the Bank for damages resulting from 
losses, delays, misunderstandings, 
mutilations, duplications, or any other 
irregularities due to transmission of any 
communication pertaining to the Vooma Loan 
Account.

17. DISPUTE RESOLUTION, JURISDICTION AND 
 ARBITRATION
 17.1. Complaints may be made in person, in writing, 

by post, fax, email on 
contactcentre@kcbgroup.com or by telephone 
on 0711 087000 or 0732 187000. For purposes 
of reporting a complaint, the following may 
also be used: SMS number 5222 and WhatsApp 
number 0711 087087.

 17.2. You may contact the Contact Centre to report 
any disputes, claims or Vooma Loan Account 
discrepancies.

 17.3. Any dispute arising out of or in connection with 
this Agreement that is not resolved by 
Customer Care Centre representatives shall 
be referred to arbitration by a single arbitrator 
to be appointed by agreement between the 
parties or in default of such agreement within 
60 days of the noti cation of a dispute, upon the 
application of either party, by the Chairman for 
the time being of the Chartered Institute of 
Arbitrators (Kenya   Branch). Such arbitration 
shall be conducted in the English language in 
Nairobi in accordance with the Rules of 
Arbitration of the said Institute and subject to 
and in accordance with the provisions of the 
Arbitration Act 1995.

 17.4. To the extent permissible by Law, the 
determination of the Arbitrator shall be al, 
conclusive, and binding upon the parties 
hereto.

 17.5. This Agreement shall be governed by and 
construed in accordance with the laws of the 
Republic of Kenya.
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 17.3. Any dispute arising out of or in connection with 
this Agreement that is not resolved by 
Customer Care Centre representatives shall 
be referred to arbitration by a single arbitrator 
to be appointed by agreement between the
parties or in default of such agreement within 
60 days of the noti cation of a dispute, upon the 
application of either party, by the Chairman for 
the time being of the Chartered Institute of 
Arbitrators (Kenya   Branch). Such arbitration 
shall be conducted in the English language in 
Nairobi in accordance with the Rules of 
Arbitration of the said Institute and subject to 
and in accordance with the provisions of the 
Arbitration Act 1995.

 17.4. To the extent permissible by Law, the 
determination of the Arbitrator shall be al, 
conclusive, and binding upon the parties 
hereto.

 17.5. This Agreement shall be governed by and 
construed in accordance with the laws of the 
Republic of Kenya.
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16.  NOTICES
 16.1. The Bank may send information concerning the 

Vooma Loan Account via SMS to the Mobile 
Phone number associated with your Bank 
Account.

 16.2. You acknowledge that you have no claim 
against the Bank for damages resulting from 
losses, delays, misunderstandings, 
mutilations, duplications, or any other 
irregularities due to transmission of any 
communication pertaining to the Vooma Loan 
Account.

17. DISPUTE RESOLUTION, JURISDICTION AND 
 ARBITRATION
 17.1. Complaints may be made in person, in writing, 

by post, fax, email on 
contactcentre@kcbgroup.com or by telephone 
on 0711 087000 or 0732 187000. For purposes 
of reporting a complaint, the following may 
also be used: SMS number 5222 and WhatsApp 
number 0711 087087.

 17.2. You may contact the Contact Centre to report 
any disputes, claims or Vooma Loan Account 
discrepancies.

 17.3. Any dispute arising out of or in connection with 
this Agreement that is not resolved by 
Customer Care Centre representatives shall 
be referred to arbitration by a single arbitrator 
to be appointed by agreement between the 
parties or in default of such agreement within 
60 days of the noti cation of a dispute, upon the 
application of either party, by the Chairman for 
the time being of the Chartered Institute of 
Arbitrators (Kenya   Branch). Such arbitration 
shall be conducted in the English language in 
Nairobi in accordance with the Rules of 
Arbitration of the said Institute and subject to 
and in accordance with the provisions of the 
Arbitration Act 1995.

 17.4. To the extent permissible by Law, the 
determination of the Arbitrator shall be nal, 
conclusive, and binding upon the parties 
hereto.

 17.5. This Agreement shall be governed by and 
construed in accordance with the laws of the 
Republic of Kenya.

6.  NOTICES
16.1. The Bank may send information concerning the 

Vooma Loan Account via SMS to the Mobile 
Phone number associated with your Bank 
Account.

16.2. You acknowledge that you have no claim 
against the Bank for damages resulting from 
losses, delays, misunderstandings, 
mutilations, duplications, or any other 
irregularities due to transmission of any 
communication pertaining to the Vooma Loan 
Account.

7. DISPUTE RESOLUTION, JURISDICTION AND 
ARBITRATION
17.1. Complaints may be made in person, in writing, 

by post, fax, email on 
contactcentre@kcbgroup.com or by telephone 
on 0711 087000 or 0732 187000. For purposes 
of reporting a complaint, the following may 
also be used: SMS number 5222 and WhatsApp 
number 0711 087087.

17.2. You may contact the Contact Centre to report 
any disputes, claims or Vooma Loan Account 
discrepancies.

17.3. Any dispute arising out of or in connection with 
this Agreement that is not resolved by 
Customer Care Centre representatives shall 
be referred to arbitration by a single arbitrator 
to be appointed by agreement between the 
parties or in default of such agreement within 
60 days of the noti cation of a dispute, upon the 
application of either party, by the Chairman for 
the time being of the Chartered Institute of 
Arbitrators (Kenya   Branch). Such arbitration 
shall be conducted in the English language in 
Nairobi in accordance with the Rules of 
Arbitration of the said Institute and subject to 
and in accordance with the provisions of the 
Arbitration Act 1995.

17.4. To the extent permissible by Law, the 
determination of the Arbitrator shall be nal, 
conclusive, and binding upon the parties 
hereto.

17.5. This Agreement shall be governed by and 
construed in accordance with the laws of the 
Republic of Kenya.
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RMS AND CONDITIONS FOR VOOMA LOAN
THE AGREEMENT

1.1. This Agreement sets out the complete Terms 
and Conditions (hereinafter called "these 
Terms and Conditions") which shall be 
applicable to the Vooma Loan Services (as 
hereinafter de d) initiated by you (as 
hereinafter de ed) with the Bank (as 
hereinafter de ed).

1.2. The Customer accepts and acknowledges that 
this is a legal and binding agreement between 
the Customer and the Bank once accepted by 
both parties.

1.3. “We,” “our,” and “us,” means the Bank and 
includes its successors in title and assigns.

1.4. "You" or "your" means the Customer and 
includes your personal representatives and 
heirs.

1.5. The word “Customer” shall include both the 
masculine and the feminine gender as well as 
juristic persons.

1.6. Words importing the singular meaning where 
the context so admits include the plural 
meaning and vice versa.

1.7. Headings in these Terms and Conditions are 
for convenience purposes only and they do not 
a ct the interpretation of this Agreement.

DEFINITIONS

these Terms and Conditions, the following words, and 
ressions (save where the context requires otherwise) 

ar the following meanings:

2.1. “Bank” means KCB Bank Kenya Limited 
incorporated in Kenya as a limited liability 
company under the Companies Act (Chapter 
486 of the Laws of Kenya) and duly licensed as 
a Bank under the Banking Act (Chapter 488 of 
the Laws of Kenya) and includes subsidiaries of 
the Bank as may from time to time be sp ed 
by the Bank to you.

2.2. “Bank Account” means the account held and 
operated in the Bank by a KCB customer.

2.3. “Credit Limit” means the maximum pre- 
approved amount that a customer can borrow 
on this service.

2.4. “Credit   Reference   Bureau” means   a credit 
reference bureau duly licensed under the 

Banking Act pursuant to the Banking (Credit 
Reference Bureau) Regulations, 2008 to inter 
alia, collect and facilitate the sharing of 
customer credit information.

 2.5. “Customer” means the person in whose name 
the Vooma Loan Account with the Bank is 
existing.

 2.6. “Contact Centre" means the Customer Care 
Centre or KCB Branch, or KCB Mtaani outlets 
as may be no  to the Customer by the Bank 
from time to time.

 2.7. “E-Money” means the electronic monetary 
value depicted in your Vooma Loan Account 
representing an equal amount of cash.

 2.8. “Equipment” includes your mobile phone  
handset, SIM Card and/or other equipment 
which when used together enables you to 
access mobile Network.

 2.9. “IPRS” means the Integrated Population 
Registration System set up and maintained by 
the Government of Kenya under the Ministry of 
State for Immigration and Registration of 
Persons.

 2.10. “Immediate payment” means voluntary instant 
repayment of loan advanced before the due 
date.

 2.11. “Late Repayment Penalty” means penalty of 
5% per annum charged on any outstanding 
loan amount after the due date.

 2.12. “Loan Auto Recovery” means automated 
recovery of the loan advanced from the 
customer account on/ after the due date. 

 2.13. “Network” means the mobile cellular network 
operated by various mobile networks. 

 2.14. “Request” means a request or instruction 
received by the Bank from you or purportedly 
from you through the Network and the System 
and upon which the Bank is authorized to act.

 2.15. “Services” shall include any form of Banking 
services or products that the Bank may o er 
you pursuant to this Agreement and as you may 
from time to time subscribe to and “Service” 
shall be construed accordingly.

 2.16. “SIM Card” means the subscriber identity 
module which when used with the appropriate 
mobile phone handset enables you to access 
the Network and to use the Vooma System.
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 2.6. “Contact Centre" means the Customer Care 
Centre or KCB Branch, or KCB Mtaani outlets 
as may be noti ed to the Customer by the Bank 
from time to time.

 2.7. “E-Money” means the electronic monetary 
value depicted in your Vooma Loan Account 
representing an equal amount of cash.

 2.8. “Equipment” includes your mobile phone  
handset, SIM Card and/or other equipment 
which when used together enables you to 
access mobile Network.

 2.9. “IPRS” means the Integrated Population 
Registration System set up and maintained by 
the Government of Kenya under the Ministry of 
State for Immigration and Registration of 
Persons.

 2.10. “Immediate payment” means voluntary instant 
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5% per annum charged on any outstanding 
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recovery of the loan advanced from the 
customer account on/ after the due date. 

 2.13. “Network” means the mobile cellular network 
operated by various mobile networks. 

 2.14. “Request” means a request or instruction 
received by the Bank from you or purportedly 
from you through the Network and the System 
and upon which the Bank is authorized to act.
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shall be construed accordingly.
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Banking Act pursuant to the Banking (Credit 
Reference Bureau) Regulations, 2008 to inter 
alia, collect and facilitate the sharing of 
customer credit information.

 2.5. “Customer” means the person in whose name 
the Vooma Loan Account with the Bank is 
existing.

 2.6. “Contact Centre" means the Customer Care 
Centre or KCB Branch, or KCB Mtaani outlets 
as may be noti ed to the Customer by the Bank 
from time to time.

 2.7. “E-Money” means the electronic monetary 
value depicted in your Vooma Loan Account 
representing an equal amount of cash.

 2.8. “Equipment” includes your mobile phone  
handset, SIM Card and/or other equipment 
which when used together enables you to 
access mobile Network.

 2.9. “IPRS” means the Integrated Population 
Registration System set up and maintained by 
the Government of Kenya under the Ministry of 
State for Immigration and Registration of 
Persons.

 2.10. “Immediate payment” means voluntary instant 
repayment of loan advanced before the due 
date.

 2.11. “Late Repayment Penalty” means penalty of 
5% per annum charged on any outstanding 
loan amount after the due date.

 2.12. “Loan Auto Recovery” means automated 
recovery of the loan advanced from the 
customer account on/ after the due date. 

 2.13. “Network” means the mobile cellular network 
operated by various mobile networks. 

 2.14. “Request” means a request or instruction 
received by the Bank from you or purportedly 
from you through the Network and the System 
and upon which the Bank is authorized to act.

 2.15. “Services” shall include any form of Banking 
services or products that the Bank may o er 
you pursuant to this Agreement and as you may 
from time to time subscribe to and “Service” 
shall be construed accordingly.

 2.16. “SIM Card” means the subscriber identity 
module which when used with the appropriate 
mobile phone handset enables you to access 
the Network and to use the Vooma System.

 2.17. “SMS” means a short, customized message 
service consisting of a text message
transmitted from one mobile phone to anothe

 2.18. “System” means the Bank’s electronic 
Banking and communications software b
Customer to communicate with the Bank fo
purposes of the Services. The System and the
Services will for the purpose of this Agreement
be accessed through the Vooma System.

 2.19. “Transaction Fees” includes the interest fee, 
the penalty fee and any other fees and charges
payable for the use of the Services as published
by the Bank on the Bank’s website and/or the
daily newspapers in Kenya or by such othe
means as the Bank shall in its sole discretion 
determine.

 2.20. “Vooma” means the money transfer and
payments service provided by KCB through the
Vooma System.

 2.21. “Vooma Loan” means the loan facility
advanced by the Bank. 

 2.22. “Vooma Loan Account” means a loan account
opened and operated in accordance with th
terms and conditions herein contained. 

 2.23. “Vooma Loan Menu” means the Vooma Loan
Menu on the Vooma System. 

 2.24. “Vooma Loan Service” means the service 
ered by the Bank to borrow and repay loans

through mobile phone.

 2.25. "Vooma PIN" means your personal
iden on number being the secret cod
used to access and operate the VOOMA System
and your Vooma Loan Account. 

 2.26. “Vooma Subscriber” means any person
registered to use the Vooma System to send or
receive money, borrow, save, or make
payments.  

 2.27. “Vooma System” means the system operated 
by KCB for the provision of the Mobile Banking
Service using the Mobile Networks.

3. ACCEPTANCE OF THE TERMS AND CONDITIONS

 3.1. Before applying to open the Vooma Loa
Account via the Vooma System you should
carefully read and understand these Terms
and Conditions which will govern the use an
operation of the Vooma Loan Account.
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Banking and communications software b 
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purposes of the Services. The System and the 
Services will for the purpose of this Agreement 
be accessed through the Vooma System.

 2.19. “Transaction Fees” includes the interest fee, 
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payable for the use of the Services as published 
by the Bank on the Bank’s website and/or the 
daily newspapers in Kenya or by such other 
means as the Bank shall in its sole discretion 
determine.

 2.20. “Vooma” means the money transfer and 
payments service provided by KCB through the 
Vooma System.

 2.21. “Vooma Loan” means the loan facility 
advanced by the Bank. 

 2.22. “Vooma Loan Account” means a loan account 
opened and operated in accordance with the 
terms and conditions herein contained. 

 2.23. “Vooma Loan Menu” means the Vooma Loan 
Menu on the Vooma System. 

 2.24. “Vooma Loan Service” means the service 
o red by the Bank to borrow and repay loans 
through mobile phone.

 2.25. "Vooma PIN" means your personal 
ide on number being the secret code 
used to access and operate the VOOMA System 
and your Vooma Loan Account. 

 2.26. “Vooma Subscriber” means any person 
registered to use the Vooma System to send or 
receive money, borrow, save, or make 
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 2.27. “Vooma System” means the system operated 
by KCB for the provision of the Mobile Banking 
Service using the Mobile Networks.

3. ACCEPTANCE OF THE TERMS AND CONDITIONS

 3.1. Before applying to open the Vooma Loan 
Account via the Vooma System you should 
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 2.17. “SMS” means a short, customized message 
service consisting of a text message 
transmitted from one mobile phone to another.

 2.18. “System” means the Bank’s electronic 
Banking and communications software b 
Customer to communicate with the Bank for 
purposes of the Services. The System and the 
Services will for the purpose of this Agreement 
be accessed through the Vooma System.

 2.19. “Transaction Fees” includes the interest fee, 
the penalty fee and any other fees and charges 
payable for the use of the Services as published 
by the Bank on the Bank’s website and/or the 
daily newspapers in Kenya or by such other 
means as the Bank shall in its sole discretion 
determine.

 2.20. “Vooma” means the money transfer and 
payments service provided by KCB through the 
Vooma System.

 2.21. “Vooma Loan” means the loan facility 
advanced by the Bank. 

 2.22. “Vooma Loan Account” means a loan account 
opened and operated in accordance with the 
terms and conditions herein contained. 

 2.23. “Vooma Loan Menu” means the Vooma Loan 
Menu on the Vooma System. 

 2.24. “Vooma Loan Service” means the service 
o red by the Bank to borrow and repay loans 
through mobile phone.

 2.25. "Vooma PIN" means your personal 
ide on number being the secret code 
used to access and operate the VOOMA System 
and your Vooma Loan Account. 

 2.26. “Vooma Subscriber” means any person 
registered to use the Vooma System to send or 
receive money, borrow, save, or make 
payments.  

 2.27. “Vooma System” means the system operated 
by KCB for the provision of the Mobile Banking 
Service using the Mobile Networks.

3. ACCEPTANCE OF THE TERMS AND CONDITIONS

 3.1. Before applying to open the Vooma Loan 
Account via the Vooma System you should 
carefully read and understand these Terms 
and Conditions which will govern the use and 
operation of the Vooma Loan Account.
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 2.17. “SMS” means a short, customized message 
service consisting of a text message 
transmitted from one mobile phone to another.

 2.18. “System” means the Bank’s electronic 
Banking and communications software b 
Customer to communicate with the Bank for 
purposes of the Services. The System and the 
Services will for the purpose of this Agreement 
be accessed through the Vooma System.

 2.19. “Transaction Fees” includes the interest fee, 
the penalty fee and any other fees and charges 
payable for the use of the Services as published 
by the Bank on the Bank’s website and/or the 
daily newspapers in Kenya or by such other 
means as the Bank shall in its sole discretion 
determine.

 2.20. “Vooma” means the money transfer and 
payments service provided by KCB through the 
Vooma System.

 2.21. “Vooma Loan” means the loan facility 
advanced by the Bank. 

 2.22. “Vooma Loan Account” means a loan account 
opened and operated in accordance with the 
terms and conditions herein contained. 

 2.23. “Vooma Loan Menu” means the Vooma Loan 
Menu on the Vooma System. 

 2.24. “Vooma Loan Service” means the service 
o red by the Bank to borrow and repay loans 
through mobile phone.

 2.25. "Vooma PIN" means your personal 
ident cation number being the secret code 
used to access and operate the VOOMA System 
and your Vooma Loan Account. 

 2.26. “Vooma Subscriber” means any person 
registered to use the Vooma System to send or 
receive money, borrow, save, or make 
payments.  

 2.27. “Vooma System” means the system operated 
by KCB for the provision of the Mobile Banking 
Service using the Mobile Networks.

3. ACCEPTANCE OF THE TERMS AND CONDITIONS

 3.1. Before applying to open the Vooma Loan 
Account via the Vooma System you should 
carefully read and understand these Terms 
and Conditions which will govern the use and 
operation of the Vooma Loan Account.

 3.2. If you do not agree with these Terms and 
Conditions, please select “No” on the Vooma 
Loan Menu.

 3.3. You will be deemed to have read, understood, 
and accepted these Terms and Conditions: -

 3.3.1.Upon selecting “Yes” option on the Vooma 
Loan Menu requesting you to con rm that you 
have read and accepted the Terms and 
Conditions as stated on the website 
https://ke.kcbgroup.com ; and/or

 3.3.2. Upon registration of a Vooma Loan account 
and/or by using or continuing to use and 
operate the Vooma Loan account.

 3.4. By applying to open the Vooma Loan Account 
with the Bank, you agree to comply with and be 
bound by these Terms and Conditions for the 
time being and from time to time in force 
governing the   operation   of the Vooma Loan 
Account and you a m that these Terms and 
Conditions herein are without prejudice to any 
right that the Bank may have with respect to 
the Vooma Loan Account in law or otherwise.

 3.5. These Terms and Conditions may be amended 
or varied by the Bank from time to time.

 3.6. You acknowledge and accept that the Bank 
o rs the Vooma Loan Account only 
electronically and you agree to do business 
with the Bank and to operate the Vooma Loan 
Account only by electronic means via the 
Vooma Loan menu on the Vooma System. Any 
query and complaint you may have relating to 
the Services shall be addressed to the Bank 
through the Contact Centre. For the avoidance 
of doubt, you acknowledge and accept that you 
will not be allowed or entitled to receive or 
demand the Services pertaining to the Vooma 
Loan Account at any branch or branches of the 
Bank unless otherwise advised by the Bank in 
its sole discretion. You further acknowledge 
and accept that the Contact Centre is not a 
branch of the Bank or the Bank’s Agent for 
purposes of conducting Banking business or 
transactions and that it will not act as such.

4. ACCOUNT OPENING

 4.1. To open a Vooma Loan Account with the Bank, 
you must be at least 18 years old, a registered 
and active Mobile Subscriber with a mobile 
service provider with which the Bank has an 
agreement with for the provision of this 

Till Opening Requirements

BUSINESS CATEGORY REQUIREMENT

INFORMAL BUSINESS
(e.g. Mama Mboga, Boda boda, 

shopkeeper owners, Online Busi-
ness, Shoeshine, Farmers)

1. Duly filled and signed application form & Terms and 
Conditions

2. Copy of identification documents i.e. National ID, Pass-
port/Alien ID/Military ID

3. Proof of Business e.g. license, county permits & receipts, 
websites, social media pages, Boda-boda memberships 
etc. In the absence of documented proof of Business, a 
call report by a bank official detailing customer business 
profile and location

4. KCB Account

REGISTERED BUSINESSES

1. Duly filled and signed application form & Terms and 
Conditions

2. Board resolution/minutes extract approving opening 
of till

3. Copy of identification documents 
4. Proof of Business 
5. KCB Account 

INSTITUTIONS
(Churches, Hospitals, Learning 

Institutions, Public Entities)

1. Duly filled and signed application form & Terms and 
Conditions

2. Minutes/duly signed letter approving opening of till
3. KCB Account 

REAL ESTATE – RENT COLLECTION

1. Duly filled and signed application form & Terms and 
Conditions

2. Copy of identification documents for the owner I.e., 
National ID, Passport/Alien ID/Military ID

3. Proof of rent collection e.g., Copy of lease agreement/
allotment letter/ service charge receipts/bank state-
ments/Mpesa statements

4. KCB Account

CO-OPERATIVE SOCIETIES/SACCO

1. Duly filled and signed application form & Terms and 
Conditions

2. Copy of Certificate of Registration as a Co-operative 
society

3. Letter to open the till or Minutes authorizing till opening
4. Copy of identification documents for the signatories and 

authorized operators i.e. National ID
5. KCB Account 

UNREGISTERED/REGISTERED 
GROUPS

(Chamas, Self Help Groups, 
Community Based Organizations)

1. Duly filled and signed application form & Terms and 
Conditions

2. Letter to open the till or Minutes authorizing till opening
3. Copy of identification documents for all the officials, 

signatories, and authorized operators.
4. KCB Account.


