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FOREWORD

The Uganda Vision 2040 aims to transform Uganda’s society from a peasant to a modern and prosperous country and is conceptualized around strengthening the fundamentals of the economy to harness the abundant opportunities around the country, including Socio-Economic transformation from a low-income country to a medium-income earner. In conformity with the aspirations of Vision 2040, Jinja City is happy to present its reviewed Clients Charter for Financial Years 2020/2021 to 2023/2024.

This Client Charter is a social contract between Jinja City, as a service provider and its clients/service users. It specifies standards for service delivery, which Jinja City believes its clients/service users have a right to expect, and sets out feedback and complaint handling mechanisms.

This charter has been reviewed through consultations with Jinja City clients/service users and staff and the city commits itself to report annually to all its stakeholders on its performance against this charter. The line Ministry will continue to undertake monitoring and evaluation of service delivery standards as a way of supporting the reporting process.

We are committed to ensuring that we offer quality services to our clients, and this is only possible if we maintain a good working relationship with our clients/service users and staff. 

I, therefore, recommend this charter to all users /clients of the city and hope that they will use the mechanisms suggested to enter into constructive dialogue with Jinja City. This will help us to achieve our aim of continuous review and improvement in the quality of the services, which the city provides to the public.
Kasolo Peter Ockocha  

His Worship the Mayor

PREAMBLE

The city is mandated to ensure that the residents of Jinja city live in a sustainable and prosperous city with excellence in tourism, commerce, and industry.

In line with our mandate, I have the pleasure of presenting to you the Jinja City Clients’ Charter. In the charter our commitment to our clients is to consolidate on these commitments, geared at ensuring quality service delivery in all the sectors of Health, Education, Roads, LED, Tourism, and socio-economic transformation of the residents of Jinja City for Financial Years 2020/21 to 2023/2024.

This charter, therefore, defines the City’s key results areas, the commitments relating to each of the result areas as well as the performance standards which our clients should expect. The Charter also lays down the core values to guide our staff in service delivery, key among which are quality client service, credibility, good stewardship, transparency, and accountability.

We shall endeavor to render services to our clients in a transparent and accountable manner while maintaining credibility in our operations and exercising good stewardship.
We commit ourselves to continuous improvement in the quality-of-service delivery in all sectors and strive to meet the expectations of our clients, who are the very reason for our existence as the City of Jinja.

We continue to encourage our clients as well as our staff to make the best use of the Charter as we all strive to contribute to the transformation of our city and the country at large into a modern and prosperous one in which all of us shall take pride.
Lorika Moses
Town Clerk-Jinja City

SECTION ONE
Introduction
Jinja City is situated on the eastern bank of the river Nile, at a point where the river flows out of Lake Victoria to start its 4,000-mile journey to the Mediterranean Sea, through Northern Uganda, Sudan, and Egypt. Lying just north of the Equator but at an altitude of 3,750 feet above sea level, it enjoys a very pleasant climate with temperatures ranging from 20 – 30 C and covers an area of 215 square Kilometers with 32 as water. 

The charter sets out our commitments for the services we offer and standards that clients should expect from us. We are committed to providing the best possible services in all sectors to the people of Jinja City. We intend to work with all stakeholders in a manner that promotes transparency and accountability and pledge to be an organization that listens to and involves stakeholders in its decision-making.
1.1. Purpose Of the City Charter

The main purpose of this charter is to create awareness in the public of the availability, timelessness, and quality of the services offered by Jinja City. This is done by assisting clients/service users to understand what the city commits to doing and how we can be contacted.

Clients/Service Users are helped to understand what their roles are in ensuring high standards of service delivery, and how they can contribute to finding solutions where service delivery is not to their expectations. The charter will assist clients/service users in understanding their rights, and also provide a mechanism for feedback on accessibility and the standards of services offered.

1.2. Our Mandate

Our mandate involves the formulation of bye-Laws, City planning, regulation, coordination, inspection, monitoring, and backup technical support relating.

1.3 Our Motto

Kiyira Bwe Bugaga

1.4 Our Vision

“Sustainable and prosperous city with excellence in Tourism, Commerce, and Industry” 

1.5 Our Mission Statement 

 “To promote quality life of all residents through tourism promotion, commercial rejuvenation and revitalized industrial economy with equitable access and enhanced service delivery in an attractive and sustainable environment”.

SECTION TWO

 2.1 Our Core Values and Principles 
We shall be guided by the following principles and values in the services to our clients.

a) Participation: We shall ensure the involvement of all the stakeholders in the planning, implementation, monitoring, and evaluation of the projects and services. 

b) Confidentiality: We shall maintain confidentiality relating to our clients by the law.

c) Impartiality: We shall always give fair and unbiased treatment to all our clients irrespective of gender, race, religion, and ability.

d) Efficiency and Effectiveness: We shall optimally use resources including time in the attainment of our council objectives and achieve the intended results in terms of quality and quantity by the set targets and performance standards.

e) Professionalism:   We shall adhere to the public service code of conduct, degree of competence, best practices, and ethical standards.

f) Customer care: We shall serve all our clients equally without discrimination to meet their satisfaction. 

g) Transparency and Accountability: We shall be as open as possible about all our decisions and actions are taken and will be fully responsible for all our actions.

Our Service commitment

Our commitment to excellence is underpinned by observing and upholding the core values of Jinja City as stipulated above. In all endeavors, this commitment is critical to achieving the departmental plans, in particular, and the overall strategic goals of Jinja City in general.
CHAPTER THREE

  3.0 Our Commitments
  We commit ourselves to:

3.1 Management and Administration.

· Manage the Council priorities and delivery of services through coordination, implementation, monitoring and evaluation of activities and accountability of city resources.
3.2. Finance Department
·  Coordinate the preparation of annual plan budget, implementation of the financial strategies and monitoring of the city’s costs in line with the prevailing financial policies and procedures
3.3 Statutory

Political Oversight, Budgeting and appropriation, legislation and policy formulation  

3.3 Planning, Projects and Grants 

· Develop comprehensive and integrated city plans and monitor and evaluate their implementation
3.3. Works and Technical Services

· Manage and coordinate the review of the engineering and maintenance of functional designs and infrastructure in the City
3.4. Production and Marketing

· Coordinate, provide technical leadership and guidance in design and implementation of sustainable Agricultural production policies, plans, programs and city by-laws
3.5. Community Based Service
· Coordinate all community-based services in the city and community participation in development programs and projects
3.6. Trade, Industry, and Investment
· Coordinate the implementation of policies, plans and programmes that promote the development of trade and industry in the city  

3.7. Education and Sports
· Overseeing implementation of the City and National Education Policies and Plans
· Strengthen the institutional framework for management of Schools and assurance of accountability of public resources in education programmes
3.8. Internal Audit
· Provision of Technical guidance relating to financial, performance, quality assurance, forensic and IT audits and coordinate implementation of Audit engagements
3.9. Public Health Services

· Provision, coordination and review, leadership in the development and implementation of health sector policies, plans, programs and strategies in the city
3.10. Natural Resources

· Coordinate and ensure sustainable utilization and conservation of the Natural Resources base in the city
3.11 Physical Planning and Housing Department
· Design and implement a system for planning, designing and managing city physical infrastructure and development and utilization for development in the city as per policies, standards and guidelines
CHAPTER FOUR

4.0 Our Clients
Our clients shall include residents within the City, the business community, ministries, departments, NGOS, CBOS, Agencies, Civil Society Employees of Council and the political leadership.

4.1 Clients’ Rights

Our clients shall have a right to; 

a) Being handled with impartiality

b) Access to quality services provided by Jinja City

c) Access to public information in accordance with the law.

d) Privacy and confidentiality
e) Demand for accountability as per the charter.

4.2 Clients’ Obligations.
Jinja City expects its clients to fulfill the following obligations;

a) Participation in project identification and implementation

b) Pay council dues and taxes where prescribed.

c) Treat staff with respect and courtesy.

d) Respect the rule of law.
e) Monitor the implementation of the clients’ charter
f) Provide timely, correct, accurate, and complete information upon request.

g) Attend meetings when called upon.

h) Report corrupt staff and also desist from offering gifts for favors.

i) Demands accountability so as to ensure that resources received are effectively and efficiently used as per approved budget and work plans.

4.3 Expectations Of The Clients

In executing our work as Council, the clients expect the following:

a) Their complaints and grievances be handled timely

b) Equal opportunities in all aspects of service delivery be accorded to all stakeholders irrespective of their status in the City.

c) Improved avenues and channels of raising complaints

d) High level of openness and transparency in all activities of Council.
e) Massive mobilization and community awareness of the various activities in the Council.

f)  Approved plans for construction are in line with the structural plan.

g) Safeguard all the resources in the City like roads streetlights, green areas, and open spaces.

CHAPTER FIVE

5.0 Feedback
We shall endeavor to serve the expectations of our clients within the powers and resources available. We commit ourselves to take constructive criticism, suggestions, and complaints to enable us exercise our functions for performance improvement.
Feedback will be provided in the various ways mentioned below.

5.1 Feed Back Mechanism

a) We shall provide feedback through telephone calls, letters and circulars or physical appearance at office, in meetings such as Village meetings, budget conferences and workshops and the digital platforms.

b) We shall also provide feedback through the use of our website at www.jinjacitycouncil.go.ug and social Media 

c) Clients can make inquires at all City offices both head quarter and divisions offices and shall be entitled to expeditious and timely responses.

d) Feedback will be provided through the quarterly City Urban Forum.(CDF)

e) Information will be placed at all notice boards at head quarter and division offices as well as all public places like mosques, Churches, Schools, Hospitals, Markets and also using the various digital platforms.

5.2 Managing Complaints And Grievances

Clients’ complaints and grievances shall be handled and managed through established complaints and grievances handling committee 

a) Sensitize and encourage the community to use the established complaints and grievance system put in place.

b) Ensure efficient and effective, rigorous and consistent management approach to Clients complaints in a timely manner  

c) Maintain and publicize complaints handling procedures to clients.

d)  Track status of the investigations and measures taken and disclose information on quarterly basis

e) Provide an independent review process for investigating serious complaints and together with redress options.

f) Refer any complaint to the appropriate agency or department or committee.
5.3 Appeals

In case a client is dissatisfied with any of the responses to his/ her complaints he or she is entitled to appeal through the following ways. 

a) In case the complaints and grievance handling committee fails to meet the satisfaction of the complainant, the client will then proceed to the Town Clerk or Mayor depending on the nature of the complaint for a redress within 10 working days.

b)  Petition Council through the Speaker, which shall provide feedback within 2 months.
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