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CLIENT SERVICE CHARTER









	Hwange Rural District Council
Lukosi Service Centre
Stand 119, Lukosi
Hwange
Zimbabwe

Kamativi Sub Office
Cell : 0777704988

Dete Sub Office
Cell 0773608817

Tel : +263 8128 22541
Email address : hwangeruraldc@gmail.com
https://whatsapp.com/channel/0029VbAHbyYJP20zXth9AD3R
https://www.facebook.com/share/1FbWXnYVcx/

Website : www.hwangerdc.co.zw 

Preamble
The crafting of the Hwange rural District Council Client Charter was carried out through an internal consultative process where the departments indicated standard time lines of providing various services to different stakeholders.

Purpose
The aim of our service is to provide to our customers with a clear understanding of our commitment to service and product quality and standards to which we endeavour to undertake.  This defines the obligations of the Council regarding the service we render, and the consumers’ obligations regarding service received.
The Client Charter demonstrates our commitment to service delivery by listing set service standards.  It is our hope that this will encourage all our clients and stakeholders to measure our performance against our set service standards and to communicate back any deviations and deficiencies.

Our Clients
· Line ministries 
· Residents and related associations
· Health sector
· Schools
· Business community 
· Civil society 
· General public 
The main areas of responsibility for the Council are to deliver the following services;
· Land management 
· Natural resources and environment management 
· Health facilities and control 
· Education facilities 
· Roads construction and maintenance 
· Social services and amenities – sports facilities and community halls
· Public safety and security 
· To enforce by-laws and other statutes 
· To manage finances 
· To levy rates and taxes 
Corporate Vision 
· A socially and economically empowered resilient community by 2030.
Corporate Mission 
· To provide the best service delivery in health, water and sanitation, education, infrastructure development and economic empowerment through efficient and effective utilisation of resources.

Corporate Values 
· Integrity 
· Transparency
· Accountability
· Inclusiveness 
· Progressive 
Service Standard 
The service standard may vary depending on a range of factors, individual circumstances and complexity of each case.

Service delivery standards 
The service response standards are what our departments are striving towards.  Please assist us to achieve the response standards by complying with your obligation’s requirements.

DEPARTMENTS AND THEIR FUNCTIONS 

1. ADMINISTRATION DEPARTMENT 
Department’s Vision 
· To remain committed to transform Hwange Rural District Council (HRDC) into a better administered local authority.

Department Goal

Our goal is to provide distinct service to Council departments and the community that interfaces with us.

Functions of department 
· Recruitment and selection
· Conducting disciplinary hearings
· Co-ordination of human resources matters for all Council departments.
· Identifying staff training needs and recommend appropriate training
· Industrial Relations
· Co-ordinate all council training workshops
· Record keeping of all council documents
· Ensure that council offices and grounds are kept in a habitable state
· Budget control of the administration department
· Administration of employee benefits and welfare
· Develop and review of manpower policies
· Management of payroll 
· Coordinate gender activities 

Support services 
· Answer supplier’s queries within 5 days from the date of receipt of enquiry 
· Deal with all clients coming to settle their debts within 20 minutes of arrival
· Respond to external audit observations and recommendations within thirty working days
· Advise all enquiries about job opportunities in Council on inquiry 
· Attend to litigations involving the council within 7 days

Service delivery standards 
	Item
	Service 
	Proposed Response standards 

	1
	Answer your telephone call
	within 5 rings 

	2
	Return your call 
	1 working day 

	3
	Reply to your correspondence 
	7 days 

	4
	Acknowledge your correspondence if a detailed reply is required that may take additional time to research 
	14 working days 

	5
	Respond to complaints 
	7 days

	6
	Notify you as soon as practical if there is a delay in our service commitments 
	1 day 

	7
	Provide after-hours service for emergencies 
	100%

	8
	Leave a “visit card” with contact details if we call at your residence or business operating premises and you are not there
	100%

	9
	Endeavour to refer to an appropriate service provider if council cannot provide the service you require
	1 hour 

	10
	Producing agendas for management meetings
	1 week 

	11
	Producing of agendas for committee meetings 
	1 week

	12
	Producing of minutes 
	2 weeks

	13
	Response to employees’ queries 
	1 week

	14
	Response to external client’s queries 
	14 working days



2. TREASURY DEPARTMENT 
Mission 
· To provide sound financial direction to council inline Rural District Councils Act (Chapter 29:13) and Public Finance Management Act (Chapter 22:19)
Department’s functions 
	· Resource mobilization

	· Budgeting

	· Preparation of financial records

	· Management and control of council finances

	· Creditors and debtors’ control

	· Asset management and control

	· Implementation and maintenance of sound controls systems and accounting

	procedures.



The department undertakes to meet the following service standards 
	Item 
	Service 
	Proposed response standard 

	1
	Receipting 
	5 minutes 

	2
	Enquiries on bills 
	3 minutes 

	3
	Bills delivery
	25th of every month 

	4
	Meter reading 
	Monthly 

	5
	Mail/email 
	24 hours 

	6
	Rates clearance 
	1 hour 

	7
	Payments
	7 working days 

	8
	Copy invoicing 
	10 minutes 

	9
	Banking 
	Daily for the main office 
Every Friday for sub office 



Revenue administration 
	Item 
	Service
	Proposed response time 

	1
	Adjustment of misallocated receipts 
	1 hour 

	2
	Adjustment of duplicated payment 
	1 hour

	3
	Capturing of manual receipts 
	1 day

	4
	Queuing time at payment points
	5 minutes  

	5
	Receipting on online payments
	1 day

	6
	
	



PROCUREMENT 

Mission: Our mission is to procure Council goods and services in a manner that is free, fair and transparent, full filling all Council needs effectively and efficiently. 
Functions 
· Procurement of all goods and services for Council through EGP in line with the Public 
· Disposal of Assets.
· Preparation Council annual procurement plan.
· Preparation of monthly and quarterly procurement reports for submission to PRAZ and Council internal stakeholders.
· Preparation and management of tenders in line with the Public Procurement and Disposal of Public Assets (PPDPA) Act.
· Management of contracts.
· Development and implementation of procurement procedures and policies.
· Stock control  
· Supplier appraisal 
	
	
The department undertakes to meet the following service standards;
	Item 
	Operations 
	Proposed response time 

	1
	Response to Request For Quotations for goods Raised by User Departments 
	10 Days

	2. 
	Response to Domestic Tenders  for goods That do not require SPOC(Special Procurement Oversight Committee) review
	62 Days

	3.
	Response to Domestic Tenders for goods That require SPOC(Special Procurement Oversight Committee) review
	95 Days

	4.
	Response to Domestic Tenders  for non- complex works That do not require SPOC(Special Procurement Oversight Committee) review
	65 Days

	5.
	Response to Domestic Tenders for non- complex works That require SPOC(Special Procurement Oversight Committee) review
	95 Days

	6.
	Response to Request for Quotations for services raised by user departments which are below tender threshold
	10 Days


 



3. ENGINEERING SERVICES DEPARTMENT 
Mission 
To provide quality services in the construction, maintenance and efficient running of infrastructure for provision of services to the communities 
Functions of the department 
	· 

	· Provision of waste water management services

	· Construction and maintenance of roads in storm water drains

	· Provision of physical planning services and development control

	· Management of fleet and equipment

	· Provision and maintenance of public lighting equipment



The department undertakes to meet the following service standards 
Plumbing section 
	Item 
	Operations
	Response time 

	1
	Attending to blocked pipes 
	48 hours 

	2
	Pipe diversion 
	5-20 days 



Roads Section 
	Item
	Operations 
	Proposed response time 

	1
	Pothole patching 
	2 weeks

	2
	Replacement of a broken road sign
	1 week

	3
	Repair of eroded road
	2 months 

	4
	Repair of storm water drains and culverts
	2 weeks

	5
	Attending to reports of all kind to assess the extent of the damage 
	3 hours of reporting 

	6
	Storm drain cleaning 
	Twice yearly 

	7
	Reinstating road
	1 week



Building inspectorate section 
	Item
	Operations 
	Proposed response time 

	1
	Evaluation of submitted construction plan and drawing 
	1 day

	2
	Examining plans for compliance to building by-laws 
	1 day

	3
	Stand beacon identification 
i) Initial 
ii) Re-identification 
iii) Dispute beacon positions 
	
3 days 
3 days
3 days


	4
	Stage inspections of during construction 
	1 day

	5
	Inspection of sewer for connection 
	1 day 

	6
	Approval of building plans 
	30 days



4. SOCIAL SERVICES DEPARTMENT 
Mission 
· To provide an effective, efficient, transparent and gender sensitive services in health, educational and social amenities 
Functions of the department 
	· Co-ordination of government and non-governmental departments within the district

	

	· Registration of schools and clinics

	· Monitoring activities implemented by non-governmental organizations

	· Administration of council clinics and health centres

	· Promotion and implementation of education and health programs

	· Maintenance and control of the department budget

	· Routine inspection of business premises.

	· Water quality monitoring.



The department undertakes to meet the following service standards;
	Service 
	Type of infrastructure 
	Proposed response time 

	Allocation of land 
	Educational facility 
	Within a month following resolution by council

	Allocation of land 
	Health facility 
	Within a month following resolution by council

	Allocation of land 
	Vegetable/Flea Market 
	Within a month following resolution by council

	Application for Certificate of registration
	Educational facility 
	Within 7 days upon certified complete by the engineering services

	Application for Certificate of registration
	Health facility 
	Within 7 days upon certified complete by the engineering services

	Application for adoption 
	Educational facility 
	Respond with 7 working days

	Application for adoption 
	Health facility 
	Respond within 7 working days

	Application to enter into an MOU 
	NGOs
	Respond within 7 working days

	Signing of  MoUs
	NGOs
	Within a month following resolution by council

	Servicing of an ambulance 
	Ambulance
	Promptly when due for service

	Servicing of fire extinguishers 
	Educational and Health facilities 
	Within 2 weeks of due date of service

	Submission of monthly reports
	Educational and health facilities 
	By the 10th of the following month



5. ENVIRONMENT & NATURAL RESOURCES DEPARTMENT 
Mission 
To be a pro active entity that facilitate conservation, management and preservation of our naturally endowed resources for the benefit of the present and future generations.
Function of the department 
	· To collaborate with other environmental stakeholder on environmental issues.

	· Empower communities in the utilization and management of resources.

	· Enforcement of environmental by-laws

	· Training of rural communities in ideal utilization of resources.

	· Monitor and protect natural resources.

	· Budget preparation and control

	· Secretariat to natural resources committee.

	
	Conduct PAC activities

	· Management of hunting contracts

	· 
	Gully reclamation

	· 
	Training of farmers

	· 
	Land scapping

	· 
	Technical services


The department undertakes to meet the following service standards;
	Item 
	Operations 
	Proposed response time 

	1
	Response to PAC reported cases 
	30mins-1Hr

	2. 
	Response to Gallies 
	Yearly target of at least 4 severe gullies.

	3.
	Response to Sand poachers reported cases 
	30mins

	4.
	Renewal of PAC licenses 
	 3 years

	5.
	Quota presentations
	1 year

	6.
	Anti-poaching and resource monitoring 
	3 sessions per quarter


 



6. AUDIT DEPARTMENT
Mission 
To provide assurance and consultancy services on adequacy and effectiveness of risk control and governance within Council by engaging management in making practical and cost effective recommendations.
Functions of the department 
	· To provide assurance services to management on adequacy and effectiveness on risk, control and governance process 

	· To provide consultancy services to management on governance, risk and control process 
· Assist management in handling and responding to external audit queries 
and  reports.

· Follow up implementation of audit recommendations and management action plans.
· Assess and rate state of corporate governance within Council.



The department undertakes to meet the following service standards;
	Item 
	Operations 
	Proposed response time 

	1
	Notify management about impending audits
	1month notice

	2
	Complete audit project and report to management
	5 weeks

	3
	Follow up implementation of recommendations
	Every 6 months

	4
	Report to management and Audit Committee adequacy and effectiveness of risk, control and governance within Council
	Every 3 months

	5
	Respond to Council and management requests
	2 days

	6
	Assist management in responding to External Audit queries and report
	5 days

	7
	Assess and rate state of corporate governance within Council
	31 December yearly



Service Delivery : Customer Information 
	Item
	Operations 
	Proposed response time 

	1
	Capturing of new application forms into system 
	10 minute s

	2
	Capturing of allocation of stands into system  
	10 minutes 

	3
	Capturing terminated accounts into system
	10 minutes 

	4
	Clients details amendments 
	5 minutes 

	5
	Revenue refunds 
	30 days 

	6
	Debit/credit adjustments 
	30 days 

	7
	Request for final bill estimate
	2 days

	8
	Communication of unplanned service interruptions 
	1 day

	9
	Communication of planned service interruptions
	2 days 



OBLIGATIONS AND RIGHTS 
Council’s obligation to clients 
· Utilise client review tools such as client value survey to seek feedback from our customer base on our performance 
· Review feedback you provide us and consider measures to further improve our service delivery
· Continue to respect customer confidentiality beyond the team of our engagement
Clients and Obligations 
a) Clients Rights 
· The right to lodge complaints 
· The right to privacy and confidentiality 
· The right to access services, facilities and information in a manner which meets clients needs 

 
b) Clients Obligations 
To help us help you, we ask that you;
· Treat our staff with courtesy 
· Provide us with all information and documentation we request within specified time frames
· Give us details of changes in your circumstances as soon as the changes occur
· Not offer or give gifts, money or any other favour
Our Service Commitment and Standards 
Our service standards describe the level of service excellence we aim to deliver to our clients and stakeholders 
Communication 
When we communicate with you, we will;
· Identify ourselves
· Treat you with courtesy, respect and professionalism 
· Be fair, open and reasonable
· Give clear, accurate and timely with information or help you to find it
· Be sensitive to diverse views 
· Be accountable and adhere to sound business ethics
Feedback, Compliments, Complaints and Suggestions
We value your compliments, complaints and suggestions.  These could be;
· About a positive experience you have had
· A comment or suggestion on how we can improve or services to you
· If you are not satisfied with the service you have received, or feel you have not been treated fairly and reasonably by us or by someone delivering services on our behalf.

Review and Revision:
1. This policy will be reviewed and revised in every 5 years and or when need arises. 















You are free to visit us, call us or write to us at the contact address given below.  
You may also place suggestions in the suggestion boxes mounted at the same addresses.

		Hwange Rural District Council
Lukosi Service Centre
Stand 119, Lukosi
Hwange
Zimbabwe

Kamativi Sub Office
Cell : 0777704988

Dete Sub Office
Cell 0773608817

Tel : +263 8128 22541
Email address : hwangeruraldc@gmail.com
https://whatsapp.com/channel/0029VbAHbyYJP20zXth9AD3R
https://www.facebook.com/share/1FbWXnYVcx/

Website : www.hwangerdc.co.zw 
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