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1.0 Introduction

This clients’ service charter is a statement of commitment that Goromonzi Rural
District Council makes to its valued clients regarding the delivery of public goods and
services. The adoption of the Integrated Results Based Management system by the
Government of Zimbabwe implores us to put customer/clients satisfaction through
provision of high quality services at the core of what we do. We strive to provide the
best value for money in the provision of public goods and services in line with local,
regional and international best practices. This commitment follows a thorough and
wide consultation process with all our stakeholders and clients and is therefore

binding to Goromonzi Rural District Council.

This clients’ services charter is meant to declare the standards of service delivery
that we subscribe to; our vision; mission; mandate; core values; our promise to our
clients/stakeholders; the rights and obligations of our clients/stakeholders; the
choices available for our clients; complaints and feedback mechanisms including
channels of communication available to clients to suggest ways of continuous

improvement in services delivery.

2.0 Vision:

Towards a healthy, wealthy and economically empowered, knowledgeable and
prosperous district by 2030

3.0 Mission:

To provide high quality needs-driven services and sustainable socio-economic
development, so as to improve the living standards of the people of Goromonzi
district



4.0 List of clients:

External Internal

Farmers 1. Employees

Home seekers . Councillors

2
Vendors 3. Council Committees
4

Parents . Works Council

g N W N =

Pregnant mothers and children below 5

years

. Ratepayers

Traditional leaders

. Government and Government

departments

5.
5.

0 Departments and Core Functions
1

Administration Department

Mission Statement

To provide need driven well managed resources and social services to the people of
Goromonzi.

The department undertakes to:

Promote sound Human Resource and Administration Management.

Manage the provision of clean water and sanitation facilities to the local
community.

Provide effective health management.

Provide efficient and effective education services.

Provide efficient administrative and secretarial services to Council.

Provide sound legal advice to the Council.

Our service commitment and standard:

Courteously answer incoming calls within 30 seconds
Welcome and attend to clients within 5 minutes of arrival
Reply to written correspondences within 10 working days
Respond to complaints within 14 working days



5.2 Finance Department
Mission Statement
To mobilise and provide financial services to Council

The department undertakes to:
= Mobilise revenue.

= Collect revenue.

= Manage Council debts and creditors.

= Compile, coordinate and monitor Council budgets.

= Prepare financial statements.

= Acquire and look after assets.

= Give financial advisory services to Council departments/committees.

Our service commitment and standards:
= Welcome and attend to clients within 5 minutes.

= Answer all telephone/Cellphone calls within 30 seconds.

= Respond to financial correspondence within 7 working days.

» Provide quarterly budget performance reports within 30 days after every quarter.
» Present Annual public accounts within 120 days after year end.

= Conduct Finance meetings on a monthly basis.

5.3 Audit Department
Mission Statement
To provide independent and objective audit services to Council

The department undertakes to:
* Manage risk.

= Monitor compliance to existing laws and regulations.

= Design effective internal controls.

= Conduct periodic reviews of existing internal controls and make necessary
recommendations.

= Perform special audits as assigned by Council.

5.4 Technical Services Department
Mission Statement
To provide high quality planned infrastructure and sustainable use of resources

The department undertakes to:
= Conduct spatial development planning - production of master plan, local plan,

layout planning, land mapping and surveying services.
= Provide clean water and sewer reticulation.



Provide an efficient and effective road network system in the district.
Provide infrastructure for development.

Approve, inspect and maintain building plans.

Efficiently maintain plant and equipment.

Promote of agriculture and sustainable use of natural resources.

Our service commitment and standards:

Courteously answer telephone calls within thirty seconds.

Welcome and attend to clients within five minutes of client arrival.

Carry out development control timeously in line with Rural District Councils Act
Chapter [29: 13] (1996) and Regional Town and Country Planning Act Chapter [29:
30] (1996).

Respond to written enquires on departmental matters within fourteen days
Process and management of state land and communal land

Technical evaluation of layout within three months.

Approval of building plans within two weeks

Carry out committee meetings after three months

Prepare and access engineering designs and building plans in accordance to
Standards Association of Zimbabwe specifications

Allocation of stands once a year.

Prepare architectural bill of quantities on Council projects quarterly.

Prepare tender documents according to State Procurement Board within fourteen
days.

Liaison with other departments and consultancy regularly.

Attend to permits requests every three months.

Carry out environmental awareness campaigns every quarter

Refuse collection once a week per centre.

Routine road maintenance one cycle per year.

Servicing of equipment according to the equipment’s’ manual.

Construction and monitoring of all council infrastructures as per Council budget.

6.0 Obligations and rights

6.1 Administration department
The department is obliged to provide:

Safe portable water to Goromonzi residents.

Public sanitary facilities.

Accessible health services

Accessible education services

Uphold privacy and confidentiality

High level of stakeholders participation in Council key strategic issues



The department has rights to:
= levy clients for services provided

= consult clients and stakeholders

Our clients have obligation to:
= Contribute (financially and materially) towards the provision of services.

= Pay for services rendered.

Our clients have a right to:
= Receive high quality services timeously

= Receive relevant information
= Be consulted on issues that affect them
= complain

6.2 Finance Department
Our obligations include:
=  Production of timeous and accurate bills and statements

= Timely production and provision of Financial and management accounts
= Capacitate the Council’s operations through mobilization of financial resources.
= High level stakeholder participation in Council’s key strategic issues.

Our rights include:
= (Collect levies and rates

= Respect, confidentiality from Clients
= Crafting of by-laws
= Conduct license inspection.

Clients’ Obligations include:
» Timeous payment of rates and levies

= Make clear and lawful request for financial information

= Respect ,confidentiality and other terms of engagement

= Courtesy

= To observe rules and regulation and by-laws set out by Council.

Clients’ Rights include:
= Access to Council Financial information

= Quality service

= Timely responses and services

= Fair treatment, respect and dignity
» Privacy and confidentiality

= Redress where due



= Access to personnel in the Finance department
= Right to be heard

6.3 Technical Services Department
Obligations of the department:
= Ensure adherence to statutory provisions

= Ensure access to relevant information to clients at all times
= Ensure high levels of stakeholder participation in council key strategic issues

Rights
Our clients have a right to:
= To appeal and report to the Chief Executive Officer’s office in case of

dissatisfactions.
= To be informed
= To complain
* To be heard
= To privacy
= To representation

7.0 Review of Charter
This Clients’ Service Charter shall be reviewed annually

8.0 Feedback Mechanism

Compliments, Suggestions and Complaints
= Suggestion boxes: at Head Office; Sub-Offices: Juru; Chinhamora; Arcturus; Goromonzi

= Hotline: (+263)

» Face book platform: (goromonzirdc)

= twitter handle: (goromonzirdc)

= Live chart platform: (+263-7)

* e-mail address: admin@goromonzirdc.org
=  Website-www.goromonzirdc.org



Contact details:

1. The Chief Executive Officer

Goromonzi Rural District Council

Lot A of Oakes (Behind Ruwa Post Office)
P.O. Box 95

Ruwa

Telephone: +263 273 2525-26; 2547 Ext: 114
Direct Line: +263273 2941

Fax: +263 273 3048

2. Head: Human Capital Management and Administration
Goromonzi Rural District Council
Telephone: +263 273 2525-26; 2547 Ext. 111

3. Head: Finance
Goromonzi Rural District Council
Telephone: +263 273 2525-26; 2547 Ext. 110

4. Head: Technical Services
Goromonzi Rural District Council
Telephone: +263 273 2525-26, 2547 Ext. 115

5. Head: Internal Auditor
Goromonzi Rural District Council
Telephone: +263 273 2525-26, 2547 Ext. 118



