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MBARARA CITY CLIENT CHARTER
2025/26 - 2029/30

VISION
A Green, Inclusive and Sustainable City

MISSION
“To Provide Quality Services Throngh Inclusive
Engagement for Sustainable Development™



DEFINITION OF KEY TERMS USED

Clients Charter It is a document that outlines how the City Council promises to work with
their clients along with providing insights into how it operates.

Client Means the organization or an individual whether internal or external who
receives services from the City Council. (the beneficiary of the City senvices).

Obligations The responsibilities of a client to meet the terms of the service,

Minimum Access | The time that a clicnt takes 1o receive a service 1o be attended by our staff at

time all levels.

Chient Rights The right to receive services in a non-discriminatory manner.

Fees The fee or amount of money that a clienl pays to obtain a service or o be
attended to.

Procedure to | What the beneficiary of the service is required to have or submit or do in order

ACCEE A SeTvice to access the service, other than the fees.




BOG Board of Governors

Cap Chapter

CDPIV City Development Plan Four
CS0 {L‘nﬂs‘-ncufﬂrm

CISO City Internal Secaunty Officer

LD Identity Card

LCI Local Council 1

LG Local Governmment

MDA Ministry, Department and Agency
Mok, Ministry of Health

MWE Minastry of Water and Environment
NGO Non-Government Organization
PDM Parish Development Model

PRN Paymem Reference Number
SAGE Social Assistance Girant for Elderty
TC Town Clerk

MoPS Ministry of Public Service

MoFPED Ministry of Finance Planning and Economic Development



Foreword

This Client Charter is a social contract between Mbarara City Council, as a service provider and s
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We are committed to ensuring that we offer quality and timely services to our clients, and this is only
pum‘bl:irwnm‘-‘:hipdwih:nluiﬂﬁp with our clients fservice users and staff.

| therefore, recommend this charter to all users iclients of the City and hope that they will ese the
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Preambile

The Uganda Vision 2040 sets the national agenda of transforming Uganda into a modem and
prosperous country through inclusive and sustainable socio-economic growth. In alignment with this
aspiration, Mbarara City Council is pleased to present its Clients” Charter for the Financial Years
202572026 to 20292030,

This Charter was developed through wide comsultations with our clients, service users, and stafl,
ensuring that it reflects the voices, needs, and priorities of the people we serve. It is anchored in
ﬂmmﬂ;wminﬂuﬁuhwwm&ﬁﬁm
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Development Plan (NDP [V), and the City Development Plan (CDP IV).

The Charier came nto existence 25 2 framework to strengthen accountability, promole transparency,
and set clear service delivery standards across all City Departments. It is both a commitment and a
promise to provide quality, inclusive, and people-centered services while upholding our core values of
professionalism, integrity, innovation, responsivencss, team work and accountability.

Through this Charter, Mbarara City Council reaffirms its dedication to building a modem, vibrant, and




CHAPTER ONE: INTRODUCTION

1.1 LOCATION

Mbarara City iz located 266 kilometers from Kampala City along the Kampala-Kabale Road, in the
south-western region of Uganda. [ts exact geographical coondinates are approximately longitude 30°37°
East and latitude 0736 South. The city is bordered by the districts of Isingiro, Mbarara, Rwampara,
and Kirahura. The City Headquarter office is located on plot 12, Galt Road.

1.2 MANDATE

Mbarara City Council derives its mandate from various key legislations, including the 1995
Constitution of the Republic of Uganda as amended, Uganda, the Local Government Act
1997 Cap. 138, the Public Finance Management Act Cap.171, and numerous others such as
the Public Health Act Cap.310, Public Holidays Act Cap.174, Public Private Partnership Act
Cap.111 the National Environment Act Cap. 181 , Physical Planning Act 2020, Building
Control Act Cap.136, Local govenments (Rating) Act Cap. 141, Public Procurement and
Disposal of Public Assets Act Cap.203, the Trade Licensing Act Cap 79, The Uganda Public
Service Standing Orders 2021, National Planning Authority Act 2002, Land Act 1998 among
others.

These laws empower the council to initiate policy formulation, coondinate sector activities, and
supervise, monitor, and evaluate programs.

The council focuses on managing and providing urban decentralized services to enhance the wellbeing
of its residents.

Mbarara City positions itself as a key urban engine for inclusive and sustsinsble development in the
South Western region and beyond through its Vision, Mission, Strategic objectives as stated below.
1.3 VISION

A green, Inclusive and Sustainable City.

1.4 MISSION STATEMENT
To Provide Quality Services through inclusive engagement for sustainable development.

LS STRATEGIC OBJECTIVES
* To sustainably increasc production, productivity and value addition in agriculture, industry,
minerals, oil & gas, tourism, ICT and financial services.



* To cnhance human capital development along the entire life cycle.
* To support the private sector 1o drive growth and create jobs.
+ To build and maintain strategic sustainable infrastructure in transpont, housing, encrgy, water,

industry and 1CT.
To strengthen good governance, security, and the role of the State in development.

1.6 CORE VALUES

Professionalism: The City Authonity adheres to a set of standards and code of conduct or
collection of qualitics that charactenize specialized knowledge, competency, honesty and
integrity, respect, accountability, self-regulation and image.

towards achicving results, and is collectively responsible and answerable 10 the stakcholders
Innovation: The City Council continuously looks for new ways to deliver the service 1o the
Responsiveness: The City will respond to client needs in a timely manner in accondance with
the set framework.

Team Work: The work ethic of the City Authonity is working together cobesively towands a
common goal, creating a positive working aimosphere, and suppoming each other 10 combine
individual strengths o enhance team performance.

2.0 CHAPTER TWO: PRINCIPAL SERVICES AND COMMITMENTS
1.1 PRINCIPAL SERVICES

The functions and services which the City Council is responsible for are provided in parts 2, 3 and
5 of the Second schedule of the Local Governments Act, Cap 138.

Administrative

Support
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in all classes

d) Empty classcs

¢) Children fstudents
in scols
activities

) Front and back
view of all classes




g) Latrines with
scgregated date ic
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UACE results

[Education Office

Eaﬁuﬁn&cﬂ:nﬂ

34000 per

: She 164,000




6. Full name of the

7. F_lﬁn‘:Hl-’H
8. Mother's NIN
9. School choices
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hqn;lt on work of]
candidates shs 10,000
Mumbers for any  |[Education
2. School pffices at  the
sddressflocation  center
3. School email
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4. Personal email
5. Year of foundation
6. Ownership type
7. Comtact numbers
Community Based Service Department
offered Minimum
Registration  of]7 working days
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CBOs
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offices
: o
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WORKS DEFARTMENT SERVICES
ssui fl month
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built plans after Application required with BC act 2013
submission reg's
of plans
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detailing the
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submission o
PDU
lssusnce of Two weeks o Written request is = City As per
permits mquesl = Inspection is done and
Issuance of report sent to Town
strucures
3.0 COMMITMENTS
City Council Commitments
Mbarara City Council principal services and commitments st out in the client charter for its clients a5
per Departments.

Conduct Board of Survey every Financial year
Conduct staff retreats every financial year
Hold press conferences'media briefs quarterly.
whmmm?&ﬁhmﬂ:ﬂ:nfm
. [Mmtmﬂmﬂﬂlymldﬂmlhmmmﬁhiﬂaw
+ Conduct refresher tminings as per the capacity building plan quarterly.
» Hold pre-retirement trainings for staff 6 months before retinng.
« Provide support to staff on Human Capital Management System (HCM) within 48 hrs from
the time of request.
» Preparc and submit wage, pension, gratuity and salary arrears budget estimates by the end of
September of every Financial Year 1o the MoFPED and MoPS.
Approve sick, matemity, patemity and leave  within 2 days afier submission
& Receive and route comespondences within 02 hours
= Dispatch mails within 1-4 days
* Acknowledge receipt of official documents within 10 minutes.

The Planning Department conumits 1o;
* Provide technical supporn to depariments during the preparation of a 5-year City
Development Flan (CDF) within 2 working days upon request.
* Provide technical suppont to departments during the prepamation a CDP mid-term review and
end term evaluation within 2 working days upon request.
2l




Organize budget conference by 30® October of every FY.

Coordinate the preparation and submission of the Budget Framework Paper by 15%

System quarterly reporis within 2 working days upon request.

Submit Budget Framework Paper to MoFPED by 15® November of every FY.

Support departments to prepare draft budgets and annual work plans by 28 February every
FY.

Support departments to finalize budgets by 15® June every FY.

*  Conduct Division & City Headquarter internal OPM assessments by 20th Scptember and

Coordinate and Produce monthly TPC meeting minutes within 5 working days afler the
1 !_
Produce monthly budget desk mecting minutes within § working days after every budget
desk meeting.
Coordinate, prepare and Submit City Statistical Abstract to UBOS by 317 October every FY.

The Finance Department commits to;

& & & & & & ¥ #

Prepare Final accounts by 31 August of every FY.

Update the Assets Register by 315t July of every FY.

Coordinate the Preparation of Quarterly Intemal Audit responses within 07 days after the
Coordinate the allocation of financial resources within one week after cash release.
Process claims within 05 working days after the claims have been received.

Update Individual revenue source registers on a monthly basis.

Issuc out a receipt 1o a client afier pavment presenting proof of payment.

Issue out a trading License within 20 Minutes afier presenting a proof of payment.
Initiate appointment of Revenue contract manager one week afier Tender award
Conduct periodic revenue collection monitoring on a quarterly basis. We undertake 1o
remove scals from closed businesses within 01 days afier satisfying all City requircments for
To issue a PRN after assessment of taxes within 30 minutes.

To issue & City Trade License within 30 minutes afier receipt of evidence of payment.

22
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Monitor and inspect schools at least once a term per school.

ldentify, develop and promote sports talents in schools termly.

Ensure all schools hold open days atleast once a year
Coordinate co ~curncular programmes in all schools and commumity once a year.

The Community Based Department commits to;

# ® ® &

&

Integrate gender mainstreaming in city programs and policies annually.
Conduct capacity buildiag for women, youth, and PWD groups,
Coordinuie commuunity dialogues and civic education.
Handle child neglect, abuse, custody, and protection cases within 45 hours.
Give legal and rehabilitation services referrals to affected persons immedianely.
Supervise and inspect child care instinutions on a quarnerly basis.

Semsitize workers on cocupational safery and health hazards quanerdy.

The health Department commits 10;

Respond to a Reported Nuisance within 48 hours

Abate reported nuisances within 14 working days.

Inspect Private education and Health Institations within 05 working days from the date the
request s received.

basis.

Offfer Out Patient Depantment services at all the Health Centers [1, 11l and IV from Monday 1o
Friday.

Oifer Laboratory Testing Services within 20 minutes to 2 hours 2t all HC I1ls and IV
depending on a rest that is requined.

Offer Family planning services within 1- 4 hrs at all City Council Health facilities.

Offer lovmunization serviocs at all health City health facilities and outreach posts Monday-
Friday (routine)

Offer ART Clinic Services at all City Council Health facilitics.

Offer HIV Screening and testing services at all City Health facilities Monday 1o Friday.



Offer Health Education at all City Council facilitics and community outreach spots from
Monday to Friday.
To keep the city clean

-
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Submit the Annual audit work plan to relevant authorities timely.

Conduct quarterly audits in the city

Check systems and financial records or transactions to ensure compliance with procedures.
Undertake council audits in lizison with the Auditor General.

The Production department commits to;

Train farmers in modem and productive methods of agriculture and appropriate technologies.
Monitor, assess and prioritize agriculture sub -sector activities with the participation of
stakcholders.

Meonitor and control the occarrence and spread of animal discases.

Treat sick animals and advise animal owners in handling sick animals.

Inspect livesiock markets and holding grounds.

Inspect and advise processors and handlers of animal food and by-products

on a weekly basis,

Enhance consumption of diverse diets at household level.
Develop early waming systems to prevent and mitigate shocks.

Promote mrutﬁl‘mﬁmuhgiuﬂm particularly amongst small holder farmers.
pl-ltﬁ.'-rnu. fmmdmm

Promote time and labour-saving technologics targeting women farmers.

The Works department commils to;

" 8 & &

Hold Site mectings on a monthly basis during the duration of the project.

Issue a completion Certificates within one week afler request.

Prepare and update the road invemtory annually.

Conduct routine manual and periodic mechanized mainienance of all City roads.
Install and maintain street lights on major strects regulary,

24



Update and maintain vehicle and plant inventory regularly.

The Physical Planning Department commits 1o,

" & w @&

Acquire a Right of way for all the new road openings.

Survey and title all Government Land owned by the City Council within two years.
Update the City land inventory on a quanerly basis.

Repont 1o Physical Planning Commitiee on a monthly basis.

Report to Building Control Commaties on a monthly.

The Natural Resources department commits to;

-

Issue environmental compliance certilicate.

Review and provide commenis to NEMA on Environmental Impact Assessment Reports (ELA) and
Monitoning of capital projects on environmental safeguards on a monthly basis,

Mitigate complaints of noise pollution in the city within 14 days from the date of reguest

Provide environmental awareness information, support awareness and education programs on a quanerly
basis.

Issue improvement notices 1o individuals who degrade the environment within 2 days.

W

L

Hold Council standing commutice mectings once m wo months

Hold City Executive commitice meetings every month

Hold City council meetings once in two months, if not extraordinary

Lay the annual work plan, procurement plan, recruitment plan, Institutional Strengthening

plan and anmmal budget before Council by 15t Apnl every FY.

Approval of the annual work plans, procurement plan, recruitmend plan, [nstitulional

Swremgibening plan and anoual budget by 315t May every FY.

Approval of the City Syear development plan, Client Chamer and other strategic plans.
every after 3 years by 3131 May.

Comminece for a contract of 4 years.

Institute Arca Land Comminees for a contract 3 years.

Institate City Service Commission for a contract of 4 years.

5



The PDU commiis o

Solicitation of bids from potential bidders for procurement of goods, works and services
within 15 working days.

Prepare periodic reports for the Contracts Committee and submit them to relevant authorities.
Coordinate assessment of quotations, evaluation of bids and awarding tenders within 10
within 05 working days afler submissions from the user departments.
Dispose of public assets within 15 working days.

We shall pay our suppliers within thirty (30) days of receipt of invoice.

We shall issue LPOs within three (3) days from notification

The City PAC commits to;

Review Intermal Audit, suditor general, special investigating reports and any other audit
reports and submit repont to Council and other relevant government agencies on a quarterly
basis,

Hold City PAC meetings and submit a report to council on a quanterly basis.

The City Service Commission commits to;

Review all the recruitment submissions within one week

Place an advert in the newspaper within 5 working days of recciving a submission.
Complete the shonlisting exercise within 4 weeks.

Display all the shortlisted candidates on the noticeboard within 5 days after shonlisting.
days after submission of the minute extract to TC

Responsible Officer.

Handle disciplinary issues within 3 months from receipt of complete file.

Regulanize appointments (including after acting, change of appointment terms) within 2
months of request.

Process internal submissions of study Leave grant, redesignations within one month of
requcst.

Submit Statutory & Quarterly Reports afler every 04 months or whenever required.



CROSS CUTTING ISSUES
We are commitied to address the cross-culling issues in communities on Gender based violence,
HIV/ALDS, Sackle cells, PWDS, Pandemics, eavironment and global warming

COMMITMENTS TO MAINSTREAMING CROSSCUTTING ISSUES
SN CROSS CUTTING AREA \COMMITMENTS TO CLIENTS
1|. Gender Based Violence

Stakeholder meetings Counselling sessions 1o victims

Awareness crealion
Working within the 95 95 95 strategy Distribution of
prodective condoms
3. Pandemics
Active task forces and response tcams [Immumzation
ment of eavironment Laws
T -_--. mﬂ’ m‘f m
5. Global Warming mmmwmhhﬂ
k. Corporate govemance :=EMumm,wﬂ
IIMESE
T. Corporate social responsibility cgmmiﬁaﬂhmﬁmﬁmhmaﬁﬂtﬂ1

4.0 CHAFTER THREE: GENERAL SERVICE STANDARDS
Our clients expect o experience both hard customer defined service standards and soft customer
defined service standards.
General Conduct
* Dyess appropriately in line with the Public Service Dress Code.
+  Our staff shall be dressed in a corporate ware on every Friday.
o  Dur s1afl shall serve clients with courtesy.

o Clients shall be expected 10 register at the reception and guided 1o the respective offices
within 5 hours of armival.

27



*  We shall have zero tolerance to cormuption.

*  We undertake to acknowledge receipl of any client complaints received by the City Council
within 48 hours of lodging the complaint.

*  We undertake to give feedback to the complainant within 21 days of lodging the complain,

* Complaints that require investigation shall be concluded within | month.

Communication
* Ourofficial communication shall be on a headed paper.

Meetings
*  We shall have SMT meetings every Monday of every week starting 830 am.
*  We shall have Technical Planning Commitice meetings every month

5.0 RESPONDING TO CLIENT PHONE CALLS AND OTHER MEDIA
shall be received between 8:00AM to 6:00PM, beyond that time your call shall be recorded and
i Ifwearc unable to answer your phoae query immediately, we will take your contact details
and ensure that you receive response within 2 working days.
ii. Respond to requests for information within 2 working days of receipt.
i Respond to email within 48 hours of receipt.
iv.  Written comrespondences through letters shall be acknowledged on arrival and responded
to within five (5) working days.
Respond to your issues raised using social medial platforms daily.
We shall respond to general inquiries through electronic and print media weekly.
Refer you to the appropriate organization if the matier is not within the City Council's
mandate.

v
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6. OFFICIAL WORKING HOURS AND ATTENDANCE TO DUTY
The City Council official working hours are 2s follows: -
* Monday to Friday: This excludes public holidays which occur on
working days 8:00 am. - 1245 pm. 2:00 pm. - 5:00 p.m.
* Public officers shall not absent themselves without approval of the supervisor.
* A public officer may be required 1o work beyond these official hours due 1o the exigency of
the sérvice.
* A public officer shall attend to members of the public prompily. In his or her absence, the
Jobholder shall delegate his or her responsibilities 10 another public officer.
*  The atendance of public officers shall be monitored using a system, modality, mechanism or
other ool or device.



7. PUBLIC HOLIDAYS
The observance of Public Holidays by Mbarara City Council is govemed by the Public Holidays Act,
Cap. 174 which declares public hohdays in Uganda under the Schedule 1o that Act and also empowers
the President 10 declare any other public holiday.

City Council offices will be closed o all public bolidays.

8.0 CHAPTER FOUR: OUR CLIENTS, CLIENTS RIGHTS AND OBLIGATIONS
Oner clients mmclude both intemal and extermal.

Internal clients
The City Council is committed to the following internal clients:

External Clients

The external clients include but are not limited to; the line ministries, Public Service Commissions and
Bodies, LG Development Partners, tax bodies (URA),

Banking Institutions, Donors, Children homes and more.

9. CLIENT RIGHTS AND OBLIGATIONS

Clients" rights

a8) Timely and quality services.

b) Access lo relevant service delivery-related information in line with standards, regulations and
€) Coumecous, fair and non-discriminatory treatment.

d) Confidentiality.

9) Demand official identification of serving officer.

Clients Obligations
@) Treat our staff with respect and courtesy, no use of abusive language.
29



€) Respond appropriately and rapidly 10 our requests, emergencies and disasters.

10.0 CHAPTER FIVE: FEEDBACK MECHANISMS AND COMPLAINTS HANDLING
MECHANISM

FEEDBACK MECHANISM

We welcome feedback from all our clients regardiess of whether it is positive or negative to enable us
The following channels should be used;

" & & &

Electronic and Print media

E-mail: Info@mbararacity com or mbarmm@Egmail go.ug
Interactive website: www.mbararacityug.go.

Client survey (annual satisfaction survey, Bi-annual exit surveys and Telephone and online
client satisfaction surveys)

Management tracks the SMS system

Questionnaires on the quality of services and expectations from clients.

Surveys

Comment cards

11. Eﬂ?rﬂlalﬂf[& ﬁﬂll EH]E\";ENCE H.ﬁ.NDLlHG CHANNELS
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supervisor of the officer(s) who provided the scrvice or designated person for
acknowledgement.

Acceptance of presents and gifis as a compliment shall be in line with the Uganda Public
Where a client is not satisfied with the response given by the Client Charter focal person, an
appeal can be made to the respective head of Administration as follows:

Deputy Town Clerk; Mbarara City Council on 0772592970;

As 2 last resort, clients may appeal directly to: The City Town Clerk; or Mayor P.O Box 290,
Mbarara; email: [nfo@mbararacity.com or mbaram@gmail.go.ug, 0772494857

CHAFPTER SIX: DISSEMINATION AND IMPLEMENTATION OF THE CLIENT

CHARTER.

12. CHANNELS TO DISSEMINATE THE CLIENT CHARTER
The Clients Chaner shall be disseminated through;

Leaders of Local Council one, Local Council 11, and Division leadership.
Leaders of SACCOS

Councilors

Civil Society Organizations

Bllllll.‘:ﬂ, i COmMmunItics



Uploading on client charter on website.
Printing of brochures
Locial medi

6.2 ACCOUNTABILITY FRAMEWORK
The City Council shall repont its performance to its chents throagh;

a) Annual Budget Conference;

b) Community Barazas.

€)  Website and Faccbook pages.

d) Sensitization of all clients about the chanter.

e) Participaiory planning meetings a1 Division and ward levels.
“Together, we can make Mbarara City a centre of excellence in service delivery™
CLIENT FOCAL POINT OFFICER

MS Nakku Aminah

Contact... 0702030355
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