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FOREWORD

It is my pleasure to present the Service Delivery Standards Document for Kalangala District Local Government. This document demonstrates our commitment to strengthening the quality, efficiency, accessibility, equity, transparency and accountability of public service delivery to the people of Kalangala District.

The Constitution of the Republic of Uganda and the Local Governments Act, Cap. 138, provide the foundation for decentralization and the delivery of public services closer to the people. Through the decentralized system of governance, Local Governments are mandated to plan, mobilize resources, coordinate and deliver services that respond to the needs and priorities of their communities. This responsibility calls for clear, measurable and citizen-centered service delivery standards.

This document has therefore been developed to provide citizens, service users, leaders, staff and other stakeholders with clear information on the services provided by Kalangala District Local Government, the standards they should expect, the procedures and requirements for accessing those services, and the expected timelines for service delivery. It also provides mechanisms through which citizens can seek information, provide feedback, raise concerns and lodge complaints where services do not meet the prescribed standards.

The Service Delivery Standards are intended to strengthen the principles of good governance, transparency, accountability, responsiveness and citizen participation. They are also intended to complement Government programs and priorities aimed at improving household incomes, livelihoods and access to essential social and economic services, including the objectives of the Parish Development Model (PDM) and other national and local development interventions.

We recognize that service delivery is a shared responsibility. While the Local Government has an obligation to provide services in accordance with the approved standards, citizens and other stakeholders also have an important role to play by providing accurate information, participating in planning and monitoring processes, using public services responsibly, and providing constructive feedback on service delivery.
Kalangala's geographical circumstances make the commitment to service standards especially important. The District's population and communities are distributed across islands, creating particular challenges relating to accessibility, transportation, communication, emergency response, supervision and equitable distribution of public services.
The standards contained in this document shall serve as a basis for monitoring the performance of departments and service providers. Management will endeavor to ensure that the standards are communicated widely, implemented consistently and reviewed periodically in consultation with stakeholders to respond to emerging needs, changes in Government policy and applicable laws and regulations.

I therefore call upon all political leaders, technical staff, community leaders, civil society organizations, development partners, private sector actors and the people of Kalangala District to work together towards the effective implementation of these standards. Citizens are encouraged to familiarize themselves with the standards and to hold the Local Government accountable for the commitments made herein through the established feedback and accountability mechanisms.

Our commitment is to build a Local Government that is responsive to the needs of its people, accountable for the resources entrusted to it, and focused on delivering quality services and sustainable development outcomes.

I commend all officers and stakeholders who contributed to the development of this document and reaffirm the commitment of Kalangala District Leadership to putting citizens at the center of service delivery.

For God and My Country

[image: ]

Ssemakula Rajab
District Chairperson 





























PREAMBLE

As the Chief Administrative Officer, I am pleased to overseen the development these Local Government Service Delivery Standards as a framework to guide the provision of quality, timely, accessible, equitable, and accountable public services to the people of Kalangala District Local Government.

The delivery of effective public services is at the heart of Kalangala District Local Government. These standards set out the level of service that citizens, communities, and other stakeholders should expect from the Local Government, while also providing clear guidance to staff on their responsibilities and obligations in the delivery of services.

The standards are intended to promote a citizen-centered approach to service delivery, strengthen accountability and transparency, improve responsiveness to the needs of the community, and ensure the efficient and effective use of public resources. They also provide a basis for monitoring performance, identifying gaps, and undertaking continuous improvements in the quality of services provided.

I call upon all Heads of Departments, Local Government staff, elected leaders, service providers, and other stakeholders to uphold and implement these standards in the spirit of professionalism, integrity, impartiality, and commitment to public service. Equally, I encourage members of the public to familiarize themselves with these standards and to provide constructive feedback on the quality and accessibility of services received.
The District's established values of Consultation, Coordination and Communication shall remain central to implementation of these standards.
Together, through strong partnerships between the Local Government and the communities we serve, we can build a responsive, accountable, and efficient local government that contributes meaningfully to improved livelihoods and sustainable development. 
Every service user should be able to know:
1. What service is available;
2. Where the service can be accessed;
3. Who is responsible for providing it;
4. What information or documents are required;
5. What official fee, if any, applies;
6. How long the service should take;
7. What quality of service can reasonably be expected; and
8. Where to complain or seek redress when the expected standard is not achieved.
[bookmark: _GoBack][image: ]

Ssebandeke Richard
Chief Administrative Office
EXECUTIVE SUMMARY
Kalangala District Local Government has developed these Service Delivery Standards to establish clear, measurable and citizen-centered expectations for the delivery of public services within the District.
The document is founded on Uganda's decentralization framework and the mandate of local governments to provide services, promote democratic participation, implement Government policy and monitor service delivery within their jurisdictions.
The standards cover the major service areas of Kalangala District Local Government, including:
· Management and support services;
· Finance and planning;
· Education;
· Health;
· Works and technical services;
· Natural resources and environment;
· Community-based services;
· Trade, industry and local economic development;
· Agriculture, production and livelihood-related services where applicable;
· Parish-level and community development programmes; and
· Services provided through lower local governments and other public service units.
The document places particular emphasis on:
· Accessibility of services across the islands;
· Timeliness;
· Transparency;
· Accountability;
· Citizen participation;
· Courtesy and professionalism;
· Official fees and receipts;
· Complaints and grievance redress;
· Inclusion of vulnerable groups;
· Performance measurement; and
· Continuous improvement.
The District shall review implementation of these standards periodically and update them whenever national laws, policies, sector standards, institutional arrangements or local circumstances change.



CHAPTER ONE
INTRODUCTION
1.1 Background
Kalangala District Local Government was established as a district in 1989 and became fully decentralized in 1996. The District identifies Consultation, Coordination and Communication as its core values for service delivery.
The District currently serves through departments including Management and Support, Finance and Planning, Education, Health, Natural Resources, Community Based Services, Works and Technical Services, and Trade, Industry and Local Economic Development/Commercial services.
The District also has important programs and development responsibilities relating to agricultural production, local economic development and the Parish Development Model.
Service delivery in Kalangala takes place within a distinctive geographical and socio-economic environment. The island setting creates both opportunities and challenges for the equitable provision of public services.
These Service Delivery Standards are intended to provide a clear framework for addressing those challenges and ensuring that citizens receive services in a consistent, transparent and accountable manner.
1.2 Rationale
The standards have been developed to:
· Clarify the services provided by the District;
· Establish measurable service commitments;
· Improve consistency in service delivery;
· Promote accountability of public officers;
· Improve citizen access to information;
· Strengthen citizen participation;
· Improve handling of complaints;
· Support performance monitoring;
· Promote value for public resources; and
· Strengthen public confidence in local government.
1.3 Purpose
The purpose of this document is to establish minimum service-delivery commitments for Kalangala District Local Government and provide a framework for monitoring and improving the quality, accessibility and responsiveness of public services.
1.4 Objectives
The objectives are to:
1. Define the principal services provided by KDLG;
2. Establish clear standards for those services;
3. Define responsibilities for service provision;
4. Provide citizens with information about accessing services;
5. Establish service timelines where applicable;
6. Promote transparency regarding requirements and official fees;
7. Establish effective feedback and complaints mechanisms;
8. Monitor performance against agreed standards;
9. Promote equitable service delivery across the District; and
10. Establish a basis for continuous service improvement.
1.5 Scope
These standards apply to:
· Kalangala District Local Government;
· District departments;
· Lower local governments, within their respective mandates;
· District service units;
· Public officers providing services under the District;
· Facilities and programs managed by the District; and
· Other service-delivery arrangements for which KDLG has responsibility or oversight.
Where a service is governed by a national sector standard, the applicable national standard shall prevail.
1.6 Intended Users
The document is intended for:
· Citizens;
· Communities;
· Political leaders;
· Technical officers;
· Lower local governments;
· Service providers;
· Civil society organizations;
· Private-sector actors;
· Development partners;
· Oversight institutions; and
· Other stakeholders.


CHAPTER TWO
LEGAL AND POLICY FRAMEWORK
The Service Delivery Standards shall be implemented within the Constitution, laws, regulations, policies and national standards applicable to local government.
2.1 Constitution of the Republic of Uganda
The Constitution establishes Uganda's decentralized system of local government and provides that decentralization shall promote people's participation and democratic control in decision-making. It also requires local governments to plan and execute policies affecting people within their jurisdictions and to monitor Government services and projects in their areas.
2.2 Local Governments Act
The Local Governments Act provides the statutory foundation for decentralization and local government service delivery. It assigns local governments functions and services within their jurisdictions and requires them to monitor service delivery.
The Act also provides for technical support and monitoring by Government ministries and requires line ministries to establish minimum national service-delivery standards in their respective sectors.
2.3 Other Applicable Frameworks
The District shall comply with all applicable:
· Public service laws and regulations;
· Public financial management laws and regulations;
· Procurement laws and regulations;
· Planning and budgeting guidelines;
· Sector-specific legislation;
· Environmental legislation;
· Public health legislation;
· Education legislation;
· Land and physical planning legislation;
· Fisheries and natural-resource legislation;
· Gender and social-inclusion policies;
· Disability-related legislation;
· Anti-corruption laws;
· Access-to-information requirements; and
· Government circulars, guidelines and national service standards.


2.4 Principle of Compliance
Where this document differs from a mandatory national law, regulation or sector standard, the law, regulation or national standard shall prevail.

CHAPTER THREE
KALANGALA DISTRICT SERVICE DELIVERY CONTEXT
3.1 District Profile
Kalangala District is an island district with a distinctive geographical, economic and social context.
The District's official profile identifies agriculture, fishing and other economic activities as important components of local livelihoods and identifies service delivery across its island communities as a central development concern.
3.2 Service Delivery Implications of the Island Setting
The District shall take account of the following when planning and delivering services:
· Geographical distance between communities;
· Availability and cost of water transport;
· Weather and lake conditions;
· Emergency transportation;
· Communication challenges;
· Access to health referral services;
· Supervision of schools and health facilities;
· Road and transport infrastructure;
· Distribution of public facilities;
· Access to administrative services; and
· Equitable allocation of public resources.
3.3 Equity Across Islands
KDLG shall seek to ensure that geographical location does not unnecessarily prevent citizens from accessing essential public services.
Where practical and within available resources, the District shall use:
· Outreach services;
· Mobile service points;
· Community mobilization;
· Scheduled island visits;
· Telephone and digital communication;
· Coordination with lower local governments; and
· Other appropriate decentralized service mechanisms.

CHAPTER FOUR
VISION, MISSION, VALUES AND SERVICE DELIVERY PRINCIPLES
4.1 Vision
‘‘A Transformed Community from a Rudimentary to a Modern and Productive Population by 2040’’
4.2 Mission
To serve the Community of Kalangala District through the provision of coordinated services, which focus on National and Local policies and priorities in order to achieve sustainable socio-economic development.
4.3 Core Values
The District shall uphold:
Consultation
Citizens and stakeholders shall be consulted in matters affecting service delivery and development.
Coordination
Departments, lower local governments, Government agencies and stakeholders shall coordinate their activities.
Communication
Citizens shall receive timely, accurate and understandable information about public services.
4.4 Additional Service Delivery Principles
All KDLG services shall be guided by:
1. Equity;
2. Accessibility;
3. Timeliness;
4. Professionalism;
5. Courtesy;
6. Transparency;
7. Accountability;
8. Integrity;
9. Responsiveness;
10. Value for money;
11. Citizen participation;
12. Gender responsiveness;
13. Disability inclusion;
14. Environmental sustainability; and
15. Continuous improvement.

CHAPTER FIVE
GENERAL CUSTOMER SERVICE STANDARDS
KDLG shall provide services in accordance with the following general standards.
5.1 Courtesy
Every service user shall be treated with respect, courtesy, dignity and fairness.
5.2 Information
Service users shall be informed about:
· The service available;
· Requirements;
· Applicable official fees;
· Expected processing time;
· Responsible office; and
· Complaint or Appeal Mechanism.
5.3 Official Fees
No officer shall demand a fee that is not officially authorized.
All payments shall be made through approved channels and acknowledged with an official receipt or other legally authorized evidence of payment.
5.4 Timeliness
Services shall be provided within the applicable service timeframe.
Where a delay is unavoidable, the responsible officer shall explain the reason and provide information about the expected next step.
5.5 Accessibility
Service points shall, within available resources, be accessible to:
· Women;
· Men;
· Children;
· Older persons;
· Persons with disabilities;
· Vulnerable households; and
· Other disadvantaged groups.
5.6 Confidentiality
Personal and confidential information shall be handled in accordance with applicable laws and professional requirements.
5.7 Staff Identification
Frontline staff shall, where practicable, be identifiable by name, designation or official identification.
5.8 No Discrimination
No person shall be denied a lawful public service on the basis of gender, disability, age, ethnicity, religion, social status or other prohibited grounds.

CHAPTER SIX
MANAGEMENT AND SUPPORT SERVICES
6.1 Administration
KDLG shall:
· Provide information about district services;
· Coordinate departmental activities;
· Maintain official records;
· Implement lawful council decisions;
· Support lower local governments; and
· Coordinate communication between the District and central Government.
6.2 Human Resources
The District shall provide human-resource services in accordance with applicable public-service laws, regulations and procedures.
Standards shall cover:
· Recruitment;
· Appointment;
· Induction;
· Deployment;
· Performance Management;
· Leave handling;
· Staff welfare;
· Discipline; and
· Exit from service.
6.3 Records and Registry
Official correspondence and records shall be:
· Received and registered;
· Appropriately classified;
· Securely stored;
· Retrievable; and
· Disposed of only in accordance with authorized procedures.
6.4 Procurement
Procurement shall be conducted transparently, competitively and in accordance with applicable public procurement laws and regulations.
6.5 Internal Audit
Internal audit shall provide independent assurance on:
· Financial Management;
· Internal controls;
· Compliance;
· Value for money; and
· Risk Management.

CHAPTER SEVEN
FINANCE AND PLANNING SERVICES
7.1 Planning
The District shall promote participatory planning at district, lower local government and community levels.
Planning shall reflect:
· Community needs;
· Approved national priorities;
· District development priorities;
· Available resources;
· Sector standards; and
· Evidence from service-delivery performance.
7.2 Budgeting
Budget processes shall promote:
· Transparency;
· Participation;
· Realism;
· Alignment with plans;
· Accountability; and
· Value for money.
7.3 Local Revenue
The District shall ensure that:
· Taxpayers receive accurate information;
· Official rates and charges are communicated;
· Authorized receipts are issued;
· Revenue collection is properly accounted for; and
· Complaints concerning revenue are addressed promptly.
7.4 Financial Accountability
Public resources shall be managed in accordance with applicable laws and regulations.
The Local Governments (Financial and Accounting) Regulations provide a statutory framework for local-government financial management and accounting.

CHAPTER EIGHT
EDUCATION SERVICES
KDLG shall support the provision of accessible, equitable and quality education services in accordance with national education policies and standards.
Standards shall cover:
1. School inspection;
2. Teacher supervision;
3. School management;
4. Learner attendance;
5. Learning environment;
6. School infrastructure;
7. Sanitation and hygiene;
8. Special-needs education;
9. Child protection;
10. Community participation; and
11. Education data and reporting.
Core Commitment
KDLG shall work with schools, Communities/Governing bodies and relevant Government agencies to ensure that learners have access to safe, inclusive and quality learning environments.
Specific technical indicators and minimum standards shall be aligned to the applicable Ministry of Education and Sports standards.

CHAPTER NINE
HEALTH SERVICES
KDLG shall provide and oversee health services in accordance with applicable national health policies, guidelines and standards.
9.1 Key Services
· Outpatient care;
· Maternal and child health;
· Immunization;
· Reproductive health;
· HIV/AIDS services;
· Laboratory services;
· Pharmaceutical services;
· Disease prevention;
· Health promotion;
· Community health;
· Sanitation and hygiene;
· Disease surveillance; and
· Referral services.
9.2 Kalangala-Specific Referral Standard
Because of the District's island geography, health facilities shall maintain clear arrangements for referral and emergency communication.
The District shall strengthen:
· Referral communication;
· Emergency contacts;
· Coordination between health facilities;
· Transport arrangements;
· Documentation of referrals;
· Follow-up of referred patients; and
· Community awareness of emergency procedures.

9.3 Health Facility Standards
Each facility shall, within applicable national standards:
· Display service information;
· Maintain appropriate registers;
· Provide information to patients;
· Maintain confidentiality;
· Manage medicines appropriately;
· Maintain hygiene;
· Respond to complaints; and
· Report service-delivery performance.

CHAPTER TEN
WORKS AND TECHNICAL SERVICES
10.1 Roads
The District shall plan and maintain roads according to approved priorities, available resources and applicable technical standards.
10.2 Public Infrastructure
District infrastructure projects shall be:
· Planned;
· Designed;
· Procured;
· Supervised;
· Inspected; and
· Handed over in accordance with applicable requirements.

10.3 Building and Physical Planning
Applications and technical submissions shall be processed in accordance with applicable laws, plans, standards and approved procedures.
10.4 Water and Related Infrastructure
The District shall support appropriate planning, construction, maintenance and monitoring of relevant water infrastructure within its mandate.
10.5 Public Asset Maintenance
The District shall maintain an inventory of relevant public assets and prioritize preventive and corrective maintenance.

CHAPTER ELEVEN
NATURAL RESOURCES AND ENVIRONMENT
KDLG shall promote sustainable management of natural resources and environmental protection.
Priority areas include:
· Wetlands;
· Forests;
· Fisheries-related environmental concerns;
· Land resources;
· Biodiversity;
· Waste management;
· Environmental compliance;
· Climate resilience; and
· Community environmental awareness.
11.1 Environmental Compliance
The District shall support compliance with applicable environmental laws and standards.
11.2 Community Participation
Communities shall be involved in environmental protection, conservation and awareness activities.
11.3 Sustainable Resource Use
Development activities shall seek to balance economic opportunity with sustainable management of natural resources.

CHAPTER TWELVE
COMMUNITY BASED SERVICES
KDLG shall provide and coordinate community-based services with particular attention to vulnerable and marginalized groups.
Services include:
· Community mobilization;
· Gender and social development;
· Youth services;
· Older persons;
· Persons with disabilities;
· Children;
· Social protection;
· Community groups;
· Adult learning;
· Labour-related services; and
· Community development initiatives.
Standard
Citizens shall receive clear information about eligibility, application procedures, available programs and responsible officers.

CHAPTER THIRTEEN
TRADE, INDUSTRY AND LOCAL ECONOMIC DEVELOPMENT
KDLG shall promote inclusive local economic development.
Services may include:
· Business licensing;
· Trade development;
· Market development;
· Cooperative support;
· Investment facilitation;
· Entrepreneurship;
· Tourism-related local development;
· Value addition;
· Market information; and
· Support to local economic initiatives.
Business Licensing Standard
The District shall:
1. Provide information on licensing requirements;
2. Provide information on applicable official fees;
3. Receive applications;
4. Assess applications;
5. Communicate decisions within the applicable statutory timeframe; and
6. Provide a complaint or review mechanism.
The exact timeframe and fees shall be inserted from the current approved KDLG schedule and applicable legislation.

CHAPTER FOURTEEN
AGRICULTURE, FISHERIES AND LIVELIHOODS
Given the importance of agricultural production and fishing to the District's economy, KDLG shall promote productive and sustainable livelihoods.
Services may include:
· Agricultural extension;
· Livestock services;
· Fisheries extension;
· Farmer and fisher organizations;
· Agricultural demonstrations;
· Disease control;
· Market information;
· Value addition;
· Post-harvest handling;
· Fisheries compliance support;
· Livelihood development; and
· Climate-smart production.
The District shall coordinate these services with relevant national agencies and programmes.

CHAPTER FIFTEEN
PARISH DEVELOPMENT AND COMMUNITY PROGRAMMES
KDLG shall support implementation of the Parish Development Model and other Government programs in accordance with national guidelines.
The District shall promote:
· Community awareness;
· Beneficiary identification;
· Transparency;
· Participation;
· Financial literacy;
· Enterprise development;
· Monitoring;
· Accountability; and
· Feedback.
The District's official information identifies the Parish Development Model as one of its programs.

CHAPTER SIXTEEN
CITIZEN ACCESS TO SERVICES
16.1 Service Access
KDLG shall endeavor to bring services as close as reasonably possible to communities.
16.2 Outreach
Where permanent service points are impractical, departments may use:
· Scheduled outreach;
· Mobile services;
· Community meetings;
· Island visits;
· Telephone services;
· Digital communication; and
· Partnerships with relevant service providers.
16.3 Service Information
The following information shall be publicly displayed at appropriate service points:
· Service name;
· Requirements;
· Responsible officer;
· Official fee;
· Expected timeframe;
· Complaint mechanism; and
· Relevant contact information.
16.4 Emergency Services
Departments providing emergency-related services shall maintain appropriate emergency contacts and escalation procedures.

CHAPTER SEVENTEEN
CITIZEN PARTICIPATION
KDLG recognizes citizens as partners in development and service delivery.
Citizens shall be provided opportunities to participate in:
· Planning;
· Budgeting;
· Project identification;
· Implementation monitoring;
· Service feedback;
· Public accountability meetings; and
· Review of service standards.
Citizen Responsibilities
Citizens are expected to:
· Provide accurate information;
· Comply with lawful requirements;
· Pay authorized fees and taxes;
· Protect public facilities;
· Participate in community development;
· Report corruption and abuse;
· Provide constructive feedback; and
· Respect public officers and other service users.

CHAPTER EIGHTEEN
COMPLAINTS, FEEDBACK AND GRIEVANCE REDRESS
KDLG shall maintain accessible mechanisms through which citizens can report:
· Delayed services;
· Poor service;
· Misconduct;
· Corruption;
· Unlawful charges;
· Discrimination;
· Missing information;
· Failure to respond; and
· Other service-delivery concerns.
18.1 Complaints Process
The standard process shall be:
1. Receive complaint
2. Register complaint
3. Acknowledge receipt
4. Assess and investigate
5. Take corrective action
6. Communicate the outcome
7. Allow escalation/appeal where applicable
8. Record and report lessons
18.2 Complaint Channels
Complaints may be received through:
· Physical submission;
· Designated complaints desks;
· Telephone;
· Email;
· Official online channels;
· Community meetings;
· Suggestion boxes; and
· Other approved mechanisms.
18.3 Protection
Complaints shall be handled professionally and confidentially where appropriate.
No person shall be subjected to retaliation for making a genuine complaint.

CHAPTER NINETEEN
TRANSPARENCY, ACCOUNTABILITY AND INTEGRITY
KDLG shall promote:
· Transparent decision-making;
· Accountability for public resources;
· Accurate information;
· Lawful procurement;
· Proper financial management;
· Declaration and management of conflicts of interest;
· Zero tolerance for corruption;
· Proper records management; and
· Citizen access to appropriate public information.
19.1 Zero Tolerance for Unofficial Payments
Staff shall not solicit or accept unofficial payments, gifts or other inducements in exchange for public services.
19.2 Receipting
All authorized payments shall be receipted through approved mechanisms.
19.3 Reporting Misconduct
Citizens and staff shall be encouraged to report suspected corruption, fraud or abuse through authorized channels.

CHAPTER TWENTY
SERVICE DELIVERY PERFORMANCE MONITORING
20.1 Purpose
Performance monitoring shall determine whether KDLG is meeting the standards established in this document.
20.2 Key Performance Dimensions
The District shall monitor:
· Accessibility;
· Timeliness;
· Quality;
· Cost;
· Responsiveness;
· Citizen satisfaction;
· Equity;
· Complaints;
· Staff performance; and
· Resource utilization.
20.3 Departmental Performance
Each department shall develop annual targets based on the standards applicable to its services.
20.4 Quarterly Review
Departments shall review:
· Standards achieved;
· Standards not achieved;
· Reasons for underperformance;
· Complaints received;
· Corrective measures; and
· Resource requirements.
20.5 Annual Service Delivery Report
KDLG shall prepare an annual summary of service-delivery performance.

CHAPTER TWENTY-ONE
IMPLEMENTATION ARRANGEMENTS
21.1 District Council
The District Council shall:
· Approve the standards;
· Provide political oversight;
· Promote accountability;
· Review performance; and
· Support resource mobilization.
21.2 District Chairperson
The District Chairperson shall provide political leadership and promote implementation of approved service-delivery priorities.
21.3 Chief Administrative Officer
The CAO shall coordinate implementation, supervise departments, promote accountability and ensure that service-delivery standards are incorporated into administrative and performance-management processes.

21.4 Heads of Department
Heads of department shall:
· Implement relevant standards;
· Communicate standards to staff;
· Monitor performance;
· Maintain service records;
· Address complaints;
· Report performance; and
· Initiate corrective measures.
21.5 Lower Local Governments
Lower local governments shall implement applicable standards within their mandates and report performance to the District.
21.6 Frontline Staff
Frontline staff shall:
· Treat citizens respectfully;
· Provide accurate information;
· Process services within applicable timelines;
· Maintain proper records;
· Protect confidentiality; and
· Report service-delivery challenges.

CHAPTER TWENTY-TWO
COMMUNICATION AND DISSEMINATION
The Service Delivery Standards shall be made available through:
· District offices;
· Lower Local Government Offices;
· Health facilities;
· Schools where appropriate;
· Public noticeboards;
· Community meetings;
· Radio;
· District website;
· Official social-media channels;
· Printed materials; and
· Other appropriate communication channels.
KDLG shall ensure that citizens can understand the standards without needing specialized knowledge.

CHAPTER TWENTY-THREE
REVIEW AND CONTINUOUS IMPROVEMENT
These standards shall be reviewed:
· Every two and a half years;
· Whenever significant laws or national standards change;
· When institutional responsibilities change;
· Following major citizen-feedback findings; or
· At least once during the five-year period through a comprehensive review.
The review shall involve:
· Technical departments;
· Political leadership;
· Lower Local Governments;
· Service users;
· Communities;
· Relevant Government Ministries;
· Civil society;
· Private-sector representatives; and
· Other stakeholders as appropriate.
CONCLUSION
The Kalangala District Local Government Service Delivery Standards provide a common framework for translating the District's mandate into measurable commitments to citizens.
The standards shall be implemented in accordance with Uganda's decentralization framework, applicable national laws, sector standards and approved District plans.
The success of the standards will depend not only on the publication of the document but on continuous implementation, supervision, monitoring, citizen participation and corrective action.
KDLG shall therefore treat the standards as a living management and accountability instrument and shall continuously improve service delivery based on evidence and citizen feedback.
KALANGALA DISTRICT LOCAL GOVERNMENT
Consultation • Coordination • Communication

ANNEX 1
MASTER SERVICE DELIVERY STANDARDS MATRIX
Administration
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Reception and customer care
	Clients shall be received courteously and directed to the appropriate office/person
	Immediately and preferably within 15 minutes
	100% of clients attended to promptly
	Office Supervisor

	2
	General inquiries
	Provide accurate information or direct clients to the responsible office
	Same day; complex inquiries within 2 working days
	100% of inquiries responded to within standard
	All Staff

	3
	Receipt of correspondence
	Receive, date-stamp and register official correspondence
	Same working day
	100% correspondence registered on time
	Records Officer

	4
	Distribution of correspondence
	Forward correspondence to the responsible office/officer
	Within 1 working day
	100% correspondence delivered on time
	Records Officer

	5
	Dispatch of official correspondence
	Register and dispatch approved outgoing correspondence
	Within 1 working day after approval
	100% correspondence dispatched on time
	Records Officer

	6
	Records and registry
	File official documents systematically and securely
	Within 2 working days of receipt/action
	100% records properly filed
	Records Officer

	7
	Retrieval of records
	Retrieve properly indexed files/documents when requested
	Within 30 minutes during working hours
	Average file retrieval time
	Records Officer

	8
	Confidential records
	Restrict access to confidential records to authorized persons
	Continuous
	Number of confidentiality breaches
	Records Officer

	9
	Meetings
	Provide administrative and logistical support for approved meetings
	Arrangements completed before meeting date
	100% meetings adequately supported
	Principal Assistant Secretary

	10
	Minutes
	Prepare and submit draft minutes of meetings
	Within 5 working days
	100% minutes prepared on time
	Principal Assistant Secretary

	11
	Office accommodation
	Allocate available office space according to approved structures and requirements
	Within 5 working days of approved request
	100% requests processed
	Office Supervisor

	12
	Office cleanliness
	Ensure offices and public areas are clean and hygienic
	Daily
	Cleanliness inspection score
	Office Supervisor

	13
	Office supplies
	Process approved requests for stationery and other administrative supplies
	Within 3 working days, subject to availability
	% requests processed within standard
	All staff

	14
	Transport/logistical support
	Process approved requests for official transport and logistics
	Within 2 working days, subject to availability
	% requests handled on time
	Transport Officer

	15
	Staff attendance administration
	Maintain accurate attendance and punctuality records
	Daily
	100% attendance records updated
	Principal Human Resource Officer

	16
	Leave administration
	Receive and process staff leave applications in accordance with applicable procedures
	Within 3 working days after submission
	100% leave applications processed on time
	Principal Human Resource Officer

	17
	Staff welfare
	Receive, document and appropriately handle staff welfare concerns
	Acknowledge within 1 working day; action/referral within 5 working days
	100% welfare cases actioned
	Principal Human Resource Officer

	18
	Asset administration
	Maintain accurate records of administrative assets and equipment
	Records updated promptly; verification periodically
	100% assets accounted for
	Chief Finance Officer

	19
	Security
	Protect District offices, property, records and personnel
	Continuous
	Number of security incidents
	Principal Assistant Secretary

	20
	Complaints handling
	Receive, register, acknowledge and refer/resolve complaints
	Acknowledge within 1 working day; resolve/refer within 5 working days where possible
	100% complaints handled within standard
	Principal Human Resource Officer

	21
	Public feedback
	Provide channels for citizens and staff to give feedback
	Continuous
	Number/% feedback cases reviewed
	Communications Officer

	22
	Administrative reports
	Prepare and submit required administrative reports
	According to approved reporting schedule
	100% reports submitted on time
	Principal Assistant Secretary

	23
	Council support
	Provide administrative support to Council and its committees
	According to approved Council programme
	100% Council activities supported
	Clerk to Council

	24
	Support to Lower Local Governments
	Provide administrative coordination and support to sub-counties and Town Council
	According to approved work plans and schedules
	100% planned support activities undertaken
	All HoDs

	25
	Official functions and protocol
	Coordinate administrative and protocol arrangements for approved official functions
	Before scheduled function
	100% functions adequately supported
	Principal Assistant Secretary

	26
	Staff communication
	Communicate approved administrative decisions, circulars and instructions to relevant staff
	Within 2 working days of receipt/approval
	100% communications issued on time
	PHRO and all HoDs

	27
	Administrative procurement requests
	Prepare and forward complete administrative procurement requests
	Within 2–5 working days
	100% complete requests forwarded on time
	Senior Procurement Officer/HoDs

	28
	Records disposal
	Dispose of records only in accordance with approved records-management procedures
	According to approved retention/disposal schedules
	100% disposal processes compliant
	Records Officer

	29
	Emergency administrative support
	Mobilize administrative support during emergencies and disasters
	Immediate response upon notification
	Response time and action taken
	Principal Assistant Secretary

	30
	Service improvement
	Review administrative performance and customer feedback
	Quarterly
	Number of improvements implemented
	Principal Assistant Secretary





Finance Department
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Budget preparation
	Prepare and coordinate the District annual budget and work plans in accordance with Government planning and budgeting guidelines.
	Within the prescribed Government planning and budgeting calendar

	Annual budget and work plans submitted within prescribed deadlines

	Chief Finance Officer

	2
	Budget execution

	Ensure expenditure is incurred only against approved budgets, work plans and authorised commitments.
	Continuous

	≥95% of collected revenue properly receipted and accounted for
	Chief Finance Officer

	3
	Budget monitoring
	Monitor budget implementation and provide timely information on expenditure and budget variances.
	Monthly, and quarterly

	100% of required budget monitoring reports prepared on time
	Chief Finance Officer & District Internal Auditor

	4
	Local revenue assessment
	Assess local revenue in accordance with approved rates, laws and regulations.
	Continuous / as revenue falls due

	100% of assessed revenue recorded accurately
	Senior Revenue Officer & SAS’

	5
	Local revenue collection
	Coordinate collection, receipting and accountability of District local revenue.
Continuous
	Continuous

	≥95% of collected revenue properly receipted and accounted for
	Senior Revenue Officer & SAS’

	6
	Revenue banking

	Ensure all revenue collected is banked promptly in accordance with financial management requirements.
	Within the prescribed banking period
	100% of revenue banked and accounted for within prescribed period
	All staff in revenue collection

	7
	Revenue reconciliation

	Reconcile revenue collections, receipts, bankings and accounting records.
	Monthly

	100% of monthly revenue reconciliations completed
	Senior Revenue Officer, SAS’ & SAAs

	8
	Revenue performance monitoring
	Analyse revenue performance against targets and recommend measures to address shortfalls and leakages.
	Monthly and quarterly

	Revenue performance reports produced and reviewed
	CAO, CFO, SAS’ District Councilors

	9
	Payment processing
	Process complete, genuine and properly authorised payment claims accurately.
	Within 5 working days after receipt of complete documentation, subject to availability of funds and approvals
	≥95% of complete payment claims processed within 5 working days

	Finance Staff

	10
	Supplier payments
	Process verified invoices and payment certificates in accordance with applicable procedures.
	Within 5–10 working days after complete documentation and approval
	≥95% of eligible supplier claims processed within standard
	Finance Staff & Senior Procurement Officer

	11
	Payroll management
	Process salaries, allowances and statutory deductions accurately and within the required timelines.
	Monthly, within Government payroll deadlines

	100% of payroll processed accurately and on time

	PHRO & HoDs

	12
	Statutory deductions

	Calculate, deduct and remit statutory deductions accurately.
	Within statutory deadlines

	100% of statutory deductions remitted on time
	PHRO, CFO, HoDs & CAO

	13
	Cash management
	Maintain accurate cash books and ensure public funds are used only for authorised purposes.
	Continuous

	100% of cash books updated and reconciled

	CFO

	14
	Bank reconciliation
	Prepare and review bank reconciliation statements and follow up outstanding items.
	Monthly

	100% of bank reconciliations prepared and reviewed monthly
	Senior Accountant

	15
	Financial reporting
	Prepare accurate financial reports in accordance with Government financial management requirements.
	Monthly, quarterly and annually as prescribed

	100% of financial reports submitted within prescribed deadlines
	Senior Accountant

	16
	Annual financial statements
	Prepare annual financial statements and supporting schedules for audit.
	Within the statutory deadline
	Annual financial statements submitted on time
	Senior Accountant

	17
	Management financial information
	Provide management with accurate financial information for decision-making.
	Within 3 working days for routine requests
	≥95% of routine requests responded to within 3 working days
	Senior Accountant

	18
	Imprest management
	Process authorised imprests and ensure timely accountability and retirement.
	Within prescribed period
	≥95% of imprests accounted for within prescribed period
	CFO

	19
	Accountability of advances
	Review and record accountabilities submitted by officers and follow up outstanding advances.
	Within 5 working days of receipt of complete accountability
	≥95% of complete accountabilities reviewed within 5 working days
	Finance Dept Staff

	20
	Asset accounting
	Maintain accurate records of District financial assets and support periodic verification.
	Records updated continuously; verification as scheduled
	100% of assets recorded and periodically verified
	Senior Accountant

	21
	Accounting records
	Maintain complete, accurate, secure and accessible books of accounts and financial records.
	Continuous

	100% of required financial records properly maintained
	Senior Accountant

	22
	Audit support

	Provide auditors with financial records, schedules and explanations required for audit.
	Within agreed audit timelines

	100% of requested audit information provided on time
	Senior Accountant

	23
	Audit queries
	Coordinate preparation of responses to internal and external audit queries.
	Within prescribed/agreed timelines

	100% of audit queries responded to within required timeframe
	Senior Accountant

	24
	Implementation of audit recommendations
	Monitor implementation of recommendations arising from internal and external audits.
	Quarterly

	≥90% of actionable audit recommendations implemented/followed up
	CFO & HoDs

	25
	Financial advice
	Provide professional financial advice to management, Council and departments on financial management and compliance.
	Within 3 working days for routine matters

	≥95% of routine requests responded to within 3 working days

	CFO

	26
	Planning support
	Provide technical financial and planning support to departments and lower local governments.
	According to the annual planning calendar

	100% of scheduled planning support activities undertaken
	Finance Dept Staff

	27
	Budget consultation
	Support participatory planning and budgeting involving relevant stakeholders.
	According to the approved planning calendar
	100% of planned consultations conducted
	District Planner

	28
	Financial compliance
	Ensure financial transactions comply with applicable laws, regulations, circulars and Government instructions.
	Continuous

	≥95% compliance with applicable financial management requirements
	CFO

	29
	Client/customer service
	Provide courteous, fair, transparent and professional services to taxpayers, suppliers, staff and other clients.
	During official working hours

	≥90% client satisfaction / reduction in service complaints
	CFO & PHRO

	30
	Complaints handling
	Receive, register, investigate and respond to complaints concerning Finance Department services.
	Acknowledge within 2 working days; resolve/respond within 10 working days where practicable
	≥95% of complaints acknowledged and handled within standard
	CFO & PHRO

	31
	Revenue information to taxpayers
	Provide clear information on applicable local revenue charges, assessment and official payment procedures.
	Same day / within 1 working day

	≥95% of enquiries responded to promptly
	All responsible staff

	32
	Prevention of revenue leakage
	Strengthen controls to prevent fraud, under-declaration, diversion and other revenue leakages.
	Continuous; review monthly

	Reduction in identified revenue leakages and irregularities
	District Internal Auditor

	33
	Confidentiality and integrity

	Protect financial information and uphold confidentiality, integrity and professional ethics.
	Continuous

	Zero confirmed cases of unauthorized disclosure or financial misconduct
	All Finance Staff

	34
	Departmental performance review
	Review Finance Department performance against service standards and agreed targets.
	Monthly/quarterly

	Performance review conducted and corrective actions documented
	CFO

	35
	Identification of potential new revenue sources
	Increase the tax base of taxable and non-tax revenue sources
	Continuous
	New revenue sources identified, profiled, conceptualized and presented for approval
	Senior Revenue Officer



Planning Department
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Planning information
	Provide accurate and relevant information
	Within 3 working days for readily available information
	% requests responded to on time
	All Planning Staff

	2
	Technical planning advice
	Provide clear and professional planning advice
	Within 3 working days
	% requests handled within standard
	District Planner

	3
	District Development Plan
	Coordinate preparation/review in accordance with national guidelines
	Within prescribed planning cycle
	Plan prepared/reviewed on schedule
	District Planner

	4
	Annual work planning
	Guide departments and LLGs in preparing realistic and costed work plans
	According to Government planning calendar
	% submissions completed on time
	District Planner

	5
	Budget coordination
	Review departmental and LLG submissions for alignment with approved priorities
	Within 5 working days of complete submission
	% submissions reviewed on time
	District Planner

	6
	Monitoring
	Monitor implementation of programmes/projects
	At least quarterly
	% planned monitoring activities completed
	CAO, Planner & District Executive

	7
	Monitoring reports
	Prepare and disseminate monitoring reports
	Within 10 working days after monitoring
	% reports produced on time
	District Planner

	8
	Performance reports
	Coordinate preparation and submission
	Within Government-prescribed deadlines
	% reports submitted on time
	District Planner

	9
	Development data
	Collect, validate, analyse and update data
	Quarterly/as required
	% priority datasets updated
	Statistician

	10
	Support to LLGs
	Provide technical planning and budgeting support
	At least quarterly/as requested
	Number of LLGs supported
	District Planner

	12
	Stakeholder consultation
	Facilitate inclusive participation
	During planning cycles
	100% planned consultations conducted
	District Planner

	13
	Project appraisal
	Assess proposed projects for relevance, feasibility and alignment
	Within 10 working days of complete submission
	100% projects appraised within standard
	Senior Economist

	14
	Planning documents
	Provide approved public planning information
	Within 5 working days of valid request
	100% requests responded to
	All Planning Department staff

	15
	Council support
	Provide planning briefs and reports
	Before relevant meeting, subject to Council calendar
	100% reports submitted on time
	District Planner & Clerk to Council

	16
	Complaints acknowledgement
	Acknowledge planning-related complaints
	Within 2 working days
	100% complaints acknowledged
	District Planner & PHRO

	17
	Complaint resolution
	Investigate and communicate response
	Within 10 working days where no external investigation is required
	100% complaints resolved/responded to
	District Planner & PHRO

	18
	Follow-up of recommendations
	Communicate and follow up monitoring recommendations
	Within 10 working days after report approval
	100% recommendations followed up
	District Planner

	19
	Data requests
	Provide verified statistical information
	Within 5 working days where data is available
	100% data requests handled on time
	District Planner

	20
	Client communication
	Treat clients courteously and professionally
	At every point of contact

	Client satisfaction level
	District Planner



Education Department 
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	School inspection
100% of planned inspections undertaken and reports produced
	All schools shall be inspected and monitored in accordance with the approved inspection programme and national education standards.
	100% of planned inspections undertaken and reports produced

	Inspection Reports

	District Education Officer (DEO), District Inspectors 

	2
	School supervision

	Government schools shall receive regular support supervision to improve teaching and learning.

	Each school supported at least once every term, subject to the approved programme/resources
	Supervision Reports
	DEO, Inspectors, Education Officers

	3
	Teacher attendance Management

	Teachers shall report for duty and teach according to the approved school calendar and timetable.
	Teacher attendance monitored every term; 
	Monthly Attendance Reports submitted and 
corrective action taken on absenteeism
	Head teachers, DEO, Inspectors


	4
	Curriculum implementation
.
100% of schools monitored for curriculum implementation
Head teachers, Inspectors
	Schools shall implement the approved national curriculum and provide the required instructional programme.
	Continuous / as revenue falls due
100% of schools monitored for curriculum implementation

	Inspection and Monitoring Reports
	Head teachers, Inspectors

	5
	Learner enrolment
Management

	The department shall support schools to enroll eligible children and promote equitable access to education.
	Annual enrolment targets achieved

	Enrollment data
	DEO, Head teachers, SMCs


	6
	Learner retention


	Schools shall implement measures to reduce absenteeism, dropout and early withdrawal from school
	Improved attendance and retention each year

	Enrollment and Retention data
	Head teachers, DEO, CDO


	7
	Learning assessment


	Schools shall conduct continuous assessment and use assessment results to improve learner performance.
	Assessment conducted and reviewed every term
	Assessment results
	Head teachers and Teachers


	8
	EMIS/data reporting

	Schools shall submit complete, accurate and timely education data as required by MoES.
	100% timely submission of required returns 
	EMIS/data
	DEO, Head teachers

	9
	Teacher deployment

	Teachers shall be deployed according to approved staffing structures and identified school needs.
	Staffing gaps identified and addressed through the appropriate authorities
	Establishment reports and deployment letters
	DSC, DEO, CAO, Education Service Commission, and Min. of Educ

	10
	Teacher professional development

	Teachers shall receive professional support, mentoring and guidance to improve classroom practice.
	At least one documented support/mentoring activity per term

	Support/Mentoring reports
	DEO, Inspectors, Head teachers


	11
	Instructional materials


	Schools shall have and appropriately use approved teaching and learning materials.
	Availability and utilisation monitored during inspection 
	Inspection Reports
	DEO, Inspectors, Head teachers

	12
	School infrastructure

	Schools shall provide safe, adequate and appropriate learning facilities in accordance with national minimum standards. 
	Annual assessment of infrastructure standards 
	Inspection/Infrastructure assessment reports
	DEO, Inspectors, Works Department


	13
	Classrooms

	Classrooms shall meet applicable MoES requirements for safety, space and learner numbers.
	Infrastructure gaps documented and prioritised

	Inspection/Infrastructure assessment reports
	DEO/Inspector/Head teacher 

	14
	Water, Sanitation and Hygiene facilities.


	Schools shall maintain adequate and all-inclusive water, Sanitation and Hygiene Facilities
	All schools monitored for sanitation every term
	Inspection Reports
	DEO, Inspectors, Head teachers


	15
	School management 
	SMCs/Boards of Governors shall function effectively and participate in school governance.

	Monthly, quarterly and annually as prescribed
Functional governing body in every applicable school
	SMC appointment letters, minutes and files
	DEO, Head teachers


	16
	School improvement planning


	Schools shall prepare and implement school improvement plans based on identified learning needs.
	100% of schools with current improvement plans

	Improvement plans/Inspection reports

	Head teachers, DEO

	17
	UPE implementation
Compliance monitored through inspection and supervision
DEO, Head teachers
	UPE schools shall implement Government guidelines and ensure equitable access to primary education.

	Compliance monitored through inspection and supervision
	Inspection Reports
	DEO, Inspectors, Head teachers


	18
	Financial accountability

	Education funds and grants shall be used for approved purposes and accounted for in accordance with Government regulations.
	100% accountability for funds received

	Accountability Reports
	Head teachers, DEO, SMCs


	19
	Child protection
Safeguarding mechanisms in all schools
DEO, Head teachers, SMCs

	Schools shall provide a safe learning environment and address cases of abuse, neglect, violence and exploitation through appropriate mechanisms.
	100% of all child related cases reported
	Probation case reports
	DEO, Head teachers, CDOs and SMCs


	20
	Inclusive education

	Learners with special educational needs and disabilities shall be identified and supported
	SEN needs identified and appropriate support provided

	SNE reports
	DEO, SNE personnel, Head teachers

	21
	Guidance and counselling

	Schools shall provide guidance, counselling and psychosocial support to learners.
	Functional guidance/counselling arrangements in all schools
	Inspection reports
	Head teachers, Teachers


	22
	Gender-responsive education
 
	The department shall promote equal participation and retention of girls and boys in education
	Gender disparities identified and addressed annually
	Gender Mainstreaming Plans and reports
	DEO, Head teachers

	23
	Sports and co-curricular activities

	Schools shall provide opportunities for sports and approved co-curricular activities.
	Activities conducted according to the school/district programme
	Sports and co-curricular activity reports
	DEO, Sports officer/education staff


	24
	Examinations

	National and district examinations shall be managed securely and in accordance with UNEB and other applicable requirements.
	100% compliance during examination periods

	
	DEO, Head teachers


	25
	Private schools

	Private schools shall be monitored to ensure compliance with applicable education requirements and standards.
	All identified institutions monitored according to programme
	Inspection reports
	DEO, Inspectors

	26
	Complaints handling

	Education-related complaints shall be received, recorded, investigated and responded to fairly and promptly.
	Complaints acknowledged and resolved within the applicable administrative timeframe
	Complaints Register and File
	DEO 

	27
	Stakeholder participation

	Parents, communities, SMCs and other stakeholders shall be involved in education planning and monitoring.
	At least quarterly stakeholder engagement where applicable

	Engagement Minutes
	DEO, Head teachers 

	28
	Education projects


	Education infrastructure and development projects shall be monitored to ensure quality, value for money and timely completion.
	100% of active projects monitored according to schedule

	Completion Certificates, Site Minutes
	DEO, Works, Procurement 

	29
	Departmental reporting

	The Education Department shall prepare and submit accurate periodic performance reports.
	Monthly/quarterly/annual reports submitted within prescribed deadlines as appropriate
	Reports
	DEO



	30
	Education planning and budgeting

	Education priorities shall be reflected in district plans, budgets and annual work plans.
	Annual education work plan and budget prepared and implemented
	Work Plans and Budgets
	DEO, Planner


	31
	Public information

	The department shall provide accurate information on education services, requirements, programmes and opportunities.
	Acknowledge within 2 working days; resolve/respond within 10 working days where practicable
	Information dissemination reports
	DEO and Communications officer



Water Sector
	No 
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Planning for rural water supply

	All Water investments shall be based on identified community needs, technical feasibility, environmental considerations and approved district plans.
	100% of planned water interventions implemented


	District Water Work Plan; DDP; project files; reports

	District Water Officer


	2
	Construction of new water sources


	New water facilities shall be constructed to approved national technical standards and be safe, accessible and functional upon completion 
	Number/% of new functional water sources constructed

	Completion certificates; inspection reports; photographs; RUWAS records
	District Water Officer / Works Department


	3
	Functionality of existing water facilities


	Existing water facilities shall be maintained in functional condition and breakdowns addressed promptly.
	% of improved water sources functional
≥90% functionality, subject to district baseline/sector target
	Water facility inventory; functionality assessment; supervision reports
	District Water Officer


	4
	Repair of broken-down facilities

	Reported breakdowns shall be assessed and repairs initiated promptly according to available resources and severity.

	% of reported breakdowns responded to
100% assessed; priority breakdowns repaired within agreed response period
	Breakdown register; repair reports; community feedback

	Water Officer

	5
	Safe drinking water

	Water supplied through public facilities shall meet applicable national drinking-water quality requirements.

	% of sampled sources complying with water-quality standards
% of population with access to safe water
≥95% compliance or applicable MWE/DWQM target
	laboratory reports
Sampling schedules; laboratory results; corrective-action reports

	Water Officer 

	6
	Water-point accessibility to disadvantaged Groups



	Water points shall be located and managed to provide equitable access, including consideration of women, children, elderly persons and persons with disabilities.
	100% of new facilities; progressive improvement of existing facilities s

	Inspection reports; project designs; photographs

	Water Officer 

	7
	Operation and maintenance




	Every water facility shall have an identified management/O&M arrangement and maintenance responsibilities.
	90% of functional facilities with active O&M arrangements 
	O&M records; management committee records; facility registers

	Water Officer 

	8
	Water-user management structures

	Communities shall participate in management, operation, maintenance and protection of water facilities.
	90% of facilities with active management structures

	Committee records; meeting minutes; supervision reports

	Community Development Officer / Water Officer


	9
	Community mobilisation and sensitisation
Before and after implementation
	Beneficiary communities shall be sensitised on ownership, hygiene, sanitation, payment where applicable and protection of water facilities.
	Number of communities sensitized before, during and after implementation
100% of beneficiary communities/projects
	Sensitisation reports; attendance lists; photographs
	Water Officer / CDO


	10
	Sanitation and hygiene promotion

	Water supply interventions shall be accompanied by sanitation and hygiene promotion activities.
	% of WASH project incorporating sanitation Promotion activities

	Project reports; IEC materials; sanitation inspection reports
	Water Officer / Health Assistant 

	11
	Protection of water sources



	Water sources shall be protected from contamination, encroachment and activities that threaten water quality.
	% of water sources with adequate protection measures

	Inspection reports; photographs; source-prote
	Water Officer / Natural Resources Officer 

	12
	Environmental safeguards




	Water projects shall comply with applicable environmental and social safeguards before and during implementation
	100% of projects complying with safeguards

	Environmental screening; ESIA where applicable; supervision reports
	Water Officer / Environment Officer


	13
	Project supervision

	Water projects shall be technically supervised and inspected at appropriate stages to ensure compliance with approved designs and specifications.
	100% of projects supervised according to schedule


	Supervision reports; site inspection forms; certificates
	District Water Officer / District Engineer

	14
	Water facility inventory


	The district shall maintain an updated inventory of water facilities and their functionality status.
	100% of known facilities updated annually

	Updated Water Facility database and facility inventory
	District Water Officer



	15
	Community complaints and grievances


	Complaints concerning water services shall be received, recorded, investigated and addressed transparently.
	100% of complaints recorded and responded to.
100% recorded; ≥90% resolved/responded to

	Complaint register; grievance reports
	Water Officer / CAO


	16
	Transparency and accountability
.


	Communities shall receive information on water projects, costs, implementation progress, responsibilities and performance
	100% of projects with evidence of community disclosure

	Project notice boards; community meeting minutes; disclosure reports
	Water Officer / CDO


	17
	Monitoring and reporting

	Water-sector activities shall be monitored and reported in accordance with district and MWE requirements.
	100% of scheduled reports submitted on time
	Quarterly reports; annual performance reports; PBS reports
	District Water Officer


	18
	Capacity building

	Water-user committees, local leaders and relevant staff shall receive appropriate training in water management and sustainability.

	Number/% of targeted stakeholders trained
100% of planned beneficiaries

	Training reports; attendance lists; training
	Water Officer / CDO




Works Department
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Road Maintenance and Rehabilitation 
	Roads shall be inspected and defects recorded

Planned maintenance shall be undertaken in accordance with the approved work plan

Reported potholes shall be assessed, prioritised and repaired according to severity and available resources

Dangerous road failures shall receive an initial technical assessment
	At least monthly and after major weather events 

Assessment within 2 working days; urgent/high-risk defects prioritised immediately

Dangerous road failures shall receive an initial technical assessment
Within 24–48 hours where practicable
	Inspection reports.

BoQs

	District Engineer


	2
	Bridges, Culverts and Drainage Structures 

	Bridges and major structures shall be inspected and defects recorded

Critical defects shall be immediately reported to the Head of Department and relevant authority
	At least quarterly




Within a week of the Inspection
	Inspection reports; photographs; records
	Roads Inspector/District Engineer


	3
	Preparation of designs, drawings and BoQs 
	The Works Department shall prepare technically sound designs and cost estimates for approved infrastructure projects.
	100% Site assessment
before design.

Prepare appropriate design and drawings
According to approved work programme

Bill of Quantities
Prepare BOQ based on approved design

Prepare realistic engineer's estimates
Before procurement
	Within 10 working days of assignment

Within 3 weeks

	Superintendent of Works/ District Engineer


	4
	Construction supervision 
	The Department shall ensure that Local Government construction works are implemented in accordance with approved designs, specifications, contract conditions, approved programmes and applicable laws 
	Participate in formal site handover before commencement

Conduct regular site inspections

Progress monitored

Verify and record quantities of completed works
Before certification
	Site meeting minutes

Instruction books minutes

Inspection reports

Work progress reports

Photos

Certificates

	District Engineer

	5
	Certification and payment support 
	The Works Department shall only recommend payment for works that have been properly measured, inspected and found to comply with the contract.

	Measurement of completed works
Quantities shall be physically verified
Within 5 working days after request

	Interim payment certificate, 
Final measurement Certificate,
Completion certificate
Defects certificate and photos
	District Engineer

	6
	Project monitoring 


	The Department shall monitor all infrastructure projects implemented by the Local Government
	Maintain an up-to-date projects register at all times

	Monitoring reports
Monthly, quarterly, annual reports and photos
	District Engineer

	7
	Building and other public infrastructure 



	The Department shall monitor all buildings and Public infrastructure in the Local Government
	Inspect all buildings and Public Infrastructure within 7 days of their start 
	Inspection reports,
Photos

	District Engineer

	8
	Plant and equipment management 
	The Department shall ensure proper management and utilisation of Local Government plant and equipment.
	All equipment shall have an identifiable asset/equipment record.

Operators shall maintain daily logbooks.
Equipment shall be used only for authorised LG activities.

Preventive maintenance shall be undertaken according to manufacturer requirements and approved maintenance schedules.

Fuel and lubricant consumption shall be recorded.

Equipment breakdowns shall be reported immediately.

Major repairs shall be documented.
Equipment utilisation shall be reviewed monthly.

	Technical reports

	District Engineer

	9
	Complaints and feedback 


	The Works Department welcomes complaints, suggestions and feedback from citizens and other stakeholders.
	100% of complaints recorded and responded to.
100% recorded; ≥90% resolved/responded to

	Complaint register; grievance reports
	District Engineer

	10
	Accessibility and non-discrimination
	The Works Department shall provide services without discrimination on the basis of gender, disability, age, social status, geographical location or other unlawful grounds.
	100% shall where applicable, take into consideration:
Accessibility for persons with disabilities;
Pedestrian safety; Women, children and vulnerable groups;
Non-motorised transport;
Road safety;
	Project designs & BoQs
	District Engineer



Health Department
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Outpatient consultation
	Patients are registered, assessed and attended to by a qualified health worker
	Within 30 minutes of arrival
	% of patients attended to within 30 minutes
	In-charge / Clinical Officer

	2
	Emergency care
	Emergency patients receive immediate assessment and appropriate management
	Immediately / within 10 minutes
	% of emergency cases attended to within 10 minutes
	Medical Officer / Clinical Officer

	3
	Maternal health / ANC
	Pregnant women receive ANC services according to national guidelines
	Same day upon arrival
	% of ANC clients receiving complete required services
	Midwife / Health Centre In-charge

	4
	Delivery services
	Mothers in labour receive safe and respectful maternity care
	24 hours
	% of deliveries conducted by skilled health personnel
	Midwife / Medical Officer

	5
	Postnatal care
	Mothers and newborns receive postnatal assessment and counselling
	Within 24 hours after delivery and according to schedule
	% of mothers/newborns receiving timely PNC
	Midwife / Health Worker

	6
	Immunization
	Eligible children receive vaccines according to the national immunization schedule
	During every scheduled immunization session
	% immunization coverage among eligible children
	EPI Focal Person / Nurse

	7
	Child health services
	Children under five receive growth monitoring, assessment and appropriate treatment
	Same day
	% of children assessed and managed according to guidelines
	Clinical Officer / Nurse

	8
	HIV testing and counselling
	Clients receive confidential HIV counselling and testing with appropriate linkage to care
	Same day
	% of eligible clients offered HIV testing
	HIV Focal Person / Counsellor

	9
	HIV treatment and care
	HIV-positive clients receive ART, adherence support and follow-up
	Same day or scheduled appointment
	% of ART clients retained in care
	ART Clinic In-charge

	10
	Malaria diagnosis and treatment
	Suspected malaria cases are tested and confirmed cases treated according to guidelines
	Within 1 hour
	% of suspected malaria cases tested before treatment
	Clinical Officer / Laboratory Staff

	11
	Laboratory services
	Requested laboratory tests are conducted accurately and results communicated to clinicians
	Routine tests within 2 hours
	% of laboratory results released within the set time
	Laboratory In-charge

	12
	Pharmacy / dispensing
	Prescribed medicines are dispensed accurately with clear instructions
	Within 30 minutes after prescription
	% of prescriptions correctly dispensed
	Dispenser / Pharmacist

	13
	Essential medicines availability
	Essential medicines and health supplies are maintained and issued according to approved procedures
	Continuous
	% availability of tracer essential medicines
	Pharmacist / Health Facility In-charge

	14
	Family planning services
	Clients receive confidential family planning counselling and appropriate methods
	Same day
	% of clients receiving preferred eligible FP method
	Midwife / Family Planning Focal Person

	15
	Tuberculosis services
	TB presumptive cases are screened, tested and linked to treatment
	Same day for screening; according to testing procedure
	% of presumptive TB cases appropriately investigated
	TB Focal Person

	16
	Nutrition services
	Malnourished children and other eligible clients are screened, counselled and managed/referred
	Same day
	% of eligible clients screened for malnutrition
	Nutrition Focal Person

	17
	Health education
	Clients receive relevant health education on prevention, treatment and healthy practices
	During every clinic/session
	Number/% of scheduled health education sessions conducted
	Health Educator / Health Worker

	18
	Community health outreach
	Planned outreach services are conducted in communities and hard-to-reach areas
	According to monthly/quarterly work plan
	% of planned outreach activities completed
	Health Assistant / DHT

	19
	Disease surveillance
	Suspected notifiable diseases are identified, reported and investigated
	Immediately/within 24 hours
	% of suspected priority diseases reported on time
	Health Facility In-charge / Surveillance Focal Person

	20
	Health records and reporting
	Patient records are accurately completed, securely stored and reports submitted
	Daily records; monthly reports by deadline
	% of complete and timely HMIS reports submitted
	Records Assistant / In-charge

	21
	Referral services
	Patients requiring higher-level care are stabilized, documented and referred appropriately
	Immediately when indicated
	% of appropriate referrals with complete referral documentation
	Clinical Officer / Medical Officer

	22
	Environmental health inspection
	Health inspections are conducted in public places, communities and premises according to the work plan
	According to inspection schedule
	% of planned inspections completed
	District Health Inspector

	23
	Sanitation and hygiene promotion
	Communities receive support and education on sanitation, hygiene and safe water practices
	Continuous / according to work plan
	% of targeted communities reached
	Health Inspector / Health Assistant

	24
	Health facility cleanliness
	Health facilities, wards, toilets and surrounding areas are maintained in a clean and hygienic condition
	Daily
	% of facilities meeting cleanliness standards
	Facility In-charge / Support Staff

	25
	Community health complaints
	Health-related complaints are received, recorded, investigated and responded to
	Acknowledge within 24 hours; resolve according to complexity
	% of complaints responded to within agreed time
	Health Department Head / Facility In-charge

	26
	Health facility supervision
	Health facilities are supervised to assess service quality, staffing, medicines and records
	Monthly/quarterly according to schedule
	% of planned supportive supervision visits completed
	District Health Officer / DHT

	27
	Health data management
	Health data is collected, verified, analysed and used for planning and decision-making
	Monthly
	% of reports submitted accurately and on time
	Biostatistician / HMIS Focal Person

	28
	Health workforce attendance
	Health workers report for duty and provide services according to approved schedules
	Daily
	% health-worker attendance/compliance with duty roster
	Facility In-charge / DHO

	29
	Health facility management
	Facility management meetings are conducted and agreed actions followed up
	Monthly/quarterly
	% of planned management meetings held and actions implemented
	Facility In-charge

	30
	District health planning
	Health plans, budgets and performance reports are prepared and submitted according to government requirements
	According to planning and reporting calendar
	% of required plans/reports submitted on time
	District Health Officer


Natural Resources Department
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Environmental inspection
	Conduct environmental inspections upon receiving a complaint or request
	Within 5 working days
	% of inspections conducted within 5 working days
	District Environment Officer

	2
	Environmental compliance monitoring
	Monitor compliance with environmental requirements by projects and businesses
	Monthly/Quarterly
	Number/% of facilities monitored
	District Environment Officer

	3
	Environmental screening
	Screen proposed projects for potential environmental impacts and guide applicants on requirements
	Within 10 working days
	% of applications screened within the set period
	District Environment Officer

	4
	Wetland inspection and monitoring
	Inspect and monitor wetlands to prevent encroachment, degradation and illegal activities
	Monthly
	Number of wetland inspections conducted
	Natural Resources Officer / Environment Officer

	5
	Wetland restoration
	Coordinate restoration of degraded wetlands and support community restoration activities
	As scheduled in the work plan
	Hectares of wetlands restored/protected
	Natural Resources Officer

	6
	Forestry inspection
	Inspect forests and woodlots and monitor sustainable forest management practices
	Within 10 working days of request/complaint
	Number of forest inspections conducted
	District Forestry Officer

	7
	Tree planting and afforestation
	Mobilize communities and institutions to establish trees and promote sustainable forestry
	Quarterly/According to work plan
	Number of trees planted/seedlings distributed
	District Forestry Officer

	8
	Forestry advisory services
	Provide technical guidance on tree planting, forest management and agroforestry
	Within 5 working days of request
	Number of clients receiving technical guidance
	District Forestry Officer

	9
	Environmental sensitization
	Conduct community awareness on environmental conservation, climate change and sustainable resource use
	At least quarterly
	Number of sensitization meetings conducted
	Natural Resources Department

	10
	Climate change awareness
	Sensitize communities on climate change adaptation, mitigation and resilience
	Quarterly
	Number of communities/institutions sensitized
	Environment Officer

	11
	Natural resources complaints handling
	Receive, register, investigate and respond to complaints concerning environmental and natural-resource degradation
	Acknowledge within 2 working days; investigate within 10 working days
	% of complaints resolved within stipulated time
	District Natural Resources Officer

	12
	Environmental enforcement
	Take appropriate action against illegal activities affecting natural resources in accordance with applicable laws and procedures
	Within 5 working days after verification
	Number/% of verified cases acted upon
	District Natural Resources Officer / Environment Officer

	13
	Environmental education in schools
	Conduct environmental conservation awareness activities in schools
	At least once per term
	Number of schools reached
	Environment Officer

	14
	Community mobilization for natural resource management
	Mobilize communities to participate in conservation and sustainable use of natural resources
	Quarterly
	Number of community groups engaged
	Natural Resources Officer

	15
	Land degradation control
	Provide technical guidance and coordinate interventions to control soil erosion and land degradation
	Within 10 working days of request
	Number of interventions implemented
	Natural Resources Officer

	16
	Environmental monitoring of development projects
	Monitor development projects for compliance with environmental safeguards
	Monthly/Quarterly
	Number of projects monitored
	District Environment Officer

	17
	Support to environmental committees
	Provide technical support to sub-county/community environmental committees
	Quarterly
	Number of committee meetings supported
	District Environment Officer

	18
	Biodiversity conservation
	Promote conservation of biodiversity and sustainable use of natural resources
	Continuous; quarterly monitoring
	Number of biodiversity conservation activities implemented
	Natural Resources Officer

	19
	Environmental reporting
	Compile and submit departmental environmental and natural-resource reports
	Monthly/Quarterly/Annually
	% of reports submitted on time
	District Natural Resources Officer

	20
	Data collection and updating
	Collect, maintain and update data on forests, wetlands, environment and other natural resources
	Quarterly
	% of natural-resource records updated
	Natural Resources Department

	21
	Support to environmental impact assessment processes
	Provide technical input and participate in assessment/monitoring of projects with environmental implications
	Within 10 working days of assignment
	Number of EIA-related assignments handled
	District Environment Officer

	22
	Waste management inspection
	Inspect waste disposal practices and provide guidance on proper environmental management
	Monthly
	Number of waste-management inspections conducted
	Environment Officer

	23
	Pollution control monitoring
	Monitor activities that may cause air, water, soil or other forms of pollution
	Monthly/Quarterly
	Number of pollution cases monitored/acted upon
	District Environment Officer

	24
	Support to tree nursery establishment
	Provide technical guidance to communities, institutions and groups establishing tree nurseries
	Within 10 working days of request
	Number of nurseries technically supported
	District Forestry Officer

	25
	Natural resources stakeholder coordination
	Coordinate meetings with communities, NGOs, private sector and other stakeholders on natural-resource management
	Quarterly
	Number of stakeholder meetings held
	District Natural Resources Officer

	26
	Wetland boundary awareness
	Support communities and local leaders to understand and protect wetland boundaries
	As required/Quarterly
	Number of awareness activities conducted
	Natural Resources Officer

	27
	Environmental restoration campaigns
	Coordinate community clean-up, tree planting, wetland restoration and other conservation campaigns
	At least quarterly
	Number of restoration campaigns conducted
	Natural Resources Department

	28
	Technical advice to local government leadership
	Provide professional advice on environmental and natural-resource management matters
	Within 5 working days of request
	Number of technical briefs/advisories provided
	District Natural Resources Officer

	29
	Inspection of illegal resource-use activities
	Investigate reported illegal activities such as wetland encroachment, illegal tree cutting and environmental degradation
	Within 5 working days of receiving a report
	% of reported cases investigated
	Natural Resources Officer / Forestry Officer

	30
	Annual departmental performance reporting
	Prepare and submit annual performance report for the Natural Resources Department
	Within the prescribed reporting period
	Annual report submitted on time
	District Natural Resources Officer


Production Department
	No
	Service
	Service Standard
	Target / Turnaround Time
	KPI
	Responsible Person

	1
	Agricultural extension services
	Provide farmers with timely technical advice, demonstrations and farm visits
	Within 5 working days of request
	% of farmer requests attended to within 5 days
	District Production Officer

	2
	Farmer registration and profiling
	Register and update farmer information accurately
	Within 3 working days
	% of farmers registered/updated within 3 days
	Agricultural Extension Officer

	3
	Distribution of agricultural inputs
	Ensure approved farmers receive inputs according to programme guidelines
	Within 10 working days after receipt of inputs
	% of eligible farmers receiving inputs as planned
	District Production Officer

	4
	Crop disease and pest advisory services
	Respond to reported crop pests and diseases and provide appropriate technical guidance
	Within 3 working days
	% of reported cases responded to within 3 days
	Agricultural Extension Officer

	5
	Livestock extension services
	Provide farmers with livestock management and production advice
	Within 5 working days of request
	Number/% of livestock farmers reached
	District Veterinary Officer

	6
	Veterinary clinical services
	Provide timely examination, treatment and advice for sick animals
	Within 24 hours of receiving a report
	% of reported cases attended to within 24 hours
	Veterinary Officer

	7
	Livestock vaccination
	Conduct vaccination campaigns and routine vaccination according to approved schedules
	According to vaccination schedule
	% of targeted livestock vaccinated
	District Veterinary Officer

	8
	Animal disease surveillance
	Detect, report and respond to suspected animal disease outbreaks
	Initial response within 24–48 hours
	% of suspected outbreaks investigated
	District Veterinary Officer

	9
	Meat inspection
	Inspect animals before slaughter and meat after slaughter
	Same day, before meat is released
	% of slaughtered animals/meat inspected
	Veterinary Officer / Meat Inspector

	10
	Fisheries extension services
	Provide technical advice on sustainable fishing, fish handling and aquaculture
	Within 5 working days of request
	% of fisheries-related requests attended to
	District Fisheries Officer

	11
	Fisheries inspection and monitoring
	Conduct routine inspection and monitoring of fishing activities and facilities
	According to approved inspection schedule
	Number of inspections conducted against plan
	District Fisheries Officer

	12
	Aquaculture support
	Provide technical guidance to fish farmers on pond management, stocking and production
	Within 5 working days of request
	% of aquaculture farmers receiving technical support
	Fisheries Officer

	13
	Agricultural production data collection
	Collect, verify and submit accurate production statistics
	Monthly/quarterly as scheduled
	% of reports submitted accurately and on time
	District Production Officer

	14
	Farmer training and sensitisation
	Organise training on improved agricultural production practices
	According to annual work plan
	Number of farmer trainings conducted against target
	Agricultural Extension Officer

	15
	Agricultural demonstration sites
	Establish and maintain demonstration farms/sites for improved technologies
	At least one demonstration per planned programme/site
	Number of functional demonstration sites
	Agricultural Extension Officer

	16
	Pest and disease surveillance
	Conduct routine field surveillance and document findings
	Monthly and as required
	% of planned surveillance visits completed
	Agricultural Extension Officer

	17
	Agricultural inspections
	Inspect farms, input dealers and production activities as required
	Within 5 working days of assignment
	% of planned inspections completed
	District Production Officer

	18
	Production-related complaints
	Receive, investigate and provide feedback on production-related complaints
	Acknowledge within 2 working days; resolve within 10 working days where possible
	% of complaints resolved within standard time
	District Production Officer

	19
	Farmer group/cooperative support
	Support formation, registration and strengthening of farmer groups
	Within 10 working days of request
	Number of farmer groups supported
	District Production Officer

	20
	Production reports
	Prepare and submit departmental performance and activity reports
	By the agreed reporting deadline
	% of reports submitted on time
	District Production Officer

	21
	Agricultural planning and budgeting
	Prepare production sector plans and budgets in line with district priorities
	According to district planning calendar
	% of plans/budgets submitted on schedule
	District Production Officer

	22
	Fisheries landing-site support
	Monitor landing-site activities and provide technical guidance
	Routine/according to inspection schedule
	% of planned landing-site visits completed
	District Fisheries Officer

	23
	Environmental and sustainable production practices
	Promote sustainable agriculture, livestock and fisheries practices
	Continuous; during every relevant field visit
	% of farmer visits incorporating sustainability advice
	Production Department Staff

	24
	Community sensitisation
	Sensitise communities on improved production practices, disease prevention and food security
	According to approved work plan
	Number of sensitisation activities conducted
	District Production Officer / Extension Staff

	25
	Referral of specialised cases
	Refer cases beyond district technical capacity to the appropriate authority
	Within 1–2 working days
	% of cases appropriately referred within standard time
	Relevant Production Officer



Community Based Services Department
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Community mobilization and sensitization
	Communities are mobilized and sensitized on government programmes and community development initiatives.
	Within 5 working days after receiving the request/programme
	Number of community sensitization meetings conducted; attendance rate
	District Community Development Officer (DCDO)

	2
	Community development support
	Communities receive technical guidance on planning, implementing and monitoring development initiatives.
	Within 10 working days of receiving the request
	Number of communities/groups supported; percentage of supported initiatives implemented
	DCDO / Community Development Officers (CDOs)

	3
	Registration and support of community groups
	Community groups are guided on registration, governance and management requirements.
	Initial guidance within 5 working days
	Number of groups supported/registered; percentage complying with requirements
	CDO

	4
	Capacity building for community groups
	Groups receive training in leadership, financial management, record keeping and project management.
	Training organized within 30 days of identification
	Number of groups trained; percentage demonstrating improved compliance
	DCDO / CDO

	5
	Support to youth groups
	Youth groups are mobilized, guided and linked to available government programmes and opportunities.
	Within 10 working days of request/identification
	Number of youth groups supported; number linked to programmes
	District Youth Officer / CDO

	6
	Youth empowerment and development
	Youth are provided with information, skills and linkages to employment, enterprise and development opportunities.
	Within 30 days of identification/programme availability
	Number of youth reached; number accessing opportunities
	District Youth Officer

	7
	Women and gender mainstreaming
	Gender issues are integrated into district programmes and communities are sensitized on gender equality.
	Continuous; activities implemented according to approved work plan
	Number of gender activities conducted; percentage of programmes gender-mainstreamed
	District Community Development Officer / Gender Officer

	8
	Support to women's groups
	Women's groups receive technical guidance, mobilization and linkages to development programmes.
	Within 10 working days of request
	Number of women's groups supported; number linked to programmes
	CDO / Gender Officer

	9
	Disability services
	Persons with disabilities and their organizations receive guidance, mobilization and support to access available services.
	Initial response within 10 working days
	Number of PWDs/groups supported; number referred/linked to services
	District Probation and Social Welfare Officer / CDO

	10
	Older persons' services
	Older persons are mobilized and supported to access relevant social protection and community services.
	Within 10 working days of request/referral
	Number of older persons/groups supported; referrals completed
	Probation and Social Welfare Officer

	11
	Child protection and welfare
	Child protection concerns are received, assessed and referred/handled in accordance with applicable procedures.
	Urgent cases: immediate response; routine cases: within 5 working days
	Number of cases received; percentage acted upon within standard time
	Probation and Social Welfare Officer

	12
	Family and child counselling
	Counselling and social welfare support is provided to children and families requiring assistance.
	Initial appointment within 5 working days; urgent cases immediately
	Number of cases counselled; percentage followed up
	Probation and Social Welfare Officer

	13
	Child abuse/neglect referrals
	Reported cases of abuse, neglect or exploitation are assessed and referred to appropriate authorities/services.
	Immediate response for high-risk cases; routine cases within 5 working days
	Percentage of reported cases assessed/referred; follow-up rate
	Probation and Social Welfare Officer

	14
	Juvenile justice/probation services
	Children in conflict with the law are assessed, supported and provided with appropriate probation/social welfare interventions.
	Initial assessment within 24–72 hours where applicable
	Number of cases assessed; percentage with required reports/interventions
	Probation and Social Welfare Officer

	15
	Family tracing and reunification
	Children separated from families are supported through tracing, assessment and reunification processes.
	Initial tracing action within 5 working days
	Number of children traced; number successfully reunified
	Probation and Social Welfare Officer

	16
	Social welfare referrals
	Vulnerable individuals and families are assessed and referred to appropriate government or partner services.
	Within 5 working days
	Number of referrals made; percentage of referrals followed up
	Probation and Social Welfare Officer

	17
	Labour and employment guidance
	Workers and employers are provided with information and guidance on labour-related matters within the district's mandate.
	Initial response within 5 working days
	Number of cases/requests handled; response rate
	District Labour Officer

	18
	Labour complaints and disputes
	Labour-related complaints are received, assessed and handled/referred according to applicable procedures.
	Acknowledge within 2 working days; action initiated within 5 working days
	Number of complaints received; percentage acted upon
	District Labour Officer

	19
	Inspection of workplaces
	Workplaces are inspected according to approved inspection plans and applicable labour standards.
	According to approved annual/quarterly inspection plan
	Number of workplaces inspected; percentage of planned inspections completed
	District Labour Officer

	20
	Community dialogue meetings
	Dialogue meetings are organized to identify and address social and community development issues.
	Within 15 working days of identification/request
	Number of dialogue meetings held; number of issues resolved/referred
	DCDO / CDO

	21
	Social protection awareness
	Communities are informed about available social protection programmes and eligibility requirements.
	Within 10 working days of programme/request
	Number of awareness sessions; number of beneficiaries reached
	DCDO / CDO

	22
	Community-based rehabilitation
	Vulnerable persons are identified, assessed and linked to appropriate rehabilitation and support services.
	Initial assessment/referral within 10 working days
	Number of persons supported/referred; percentage followed up
	Probation & Social Welfare Officer / CDO

	23
	Monitoring of community projects
	Community projects and groups are monitored to assess implementation, compliance and sustainability.
	According to approved monitoring schedule
	Number of projects monitored; percentage of planned monitoring completed
	DCDO / CDO

	24
	Community development reports
	Accurate and timely reports on CBS activities are prepared and submitted to management.
	Monthly reports by the 5th working day of following month; quarterly reports according to district schedule
	Percentage of reports submitted on time; report completeness
	DCDO / Heads of CBS sections

	25
	Handling community complaints
	Community complaints and inquiries are received, recorded, acknowledged and addressed or referred.
	Acknowledge within 2 working days; resolution/referral within 10 working days where possible
	Number of complaints received; percentage resolved/referred within standard
	DCDO / Relevant CBS Officer

	26
	Support to community volunteers
	Community volunteers are identified, oriented and provided with technical guidance for effective service delivery.
	Orientation within 30 days of recruitment/identification
	Number of volunteers oriented; percentage active
	DCDO / CDO

	27
	Community participation in planning
	Communities are facilitated to participate in identification, prioritization and planning of development needs.
	During annual planning cycle and as required
	Number of community consultations conducted; participation rate
	DCDO / CDO

	28
	Referral and linkage to NGOs/partners
	Community members and groups are linked to relevant NGOs, CBOs and development partners where appropriate.
	Within 10 working days of identification/request
	Number of referrals/linkages made; percentage followed up
	DCDO

	29
	Gender-based violence response and referral
	GBV survivors are supported through appropriate social welfare interventions and referral to relevant services.
	Immediate response for urgent cases; referral initiated within 24 hours where necessary
	Number of cases supported/referred; percentage receiving timely referral
	Probation & Social Welfare Officer / Gender Officer

	30
	Community accountability meetings
	Communities are provided opportunities to receive information and give feedback on programmes and service delivery.
	At least quarterly or according to approved programme
	Number of accountability meetings held; feedback issues addressed
	DCDO / CDO



Trade, Industry and Local Economic Development Department
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Business registration and support
	Provide guidance and support to businesses on registration requirements and procedures
	Within 1 working day
	% of businesses supported within the stipulated time
	District Commercial Officer

	2
	Business licensing support
	Guide traders and businesses on requirements for obtaining relevant licenses
	Within 1 working day
	% of applicants given accurate information
	District Commercial Officer / Commercial Officers

	3
	Trade inspection
	Conduct inspection of businesses and trading premises to promote compliance with trade standards
	According to inspection schedule; urgent complaints within 3 working days
	% of planned inspections completed
	District Commercial Officer / Inspectors

	4
	Market management support
	Monitor markets and support proper management, cleanliness and orderly trading
	Routine monitoring weekly/monthly
	% of scheduled market inspections conducted
	District Commercial Officer / Market Management Committees

	5
	Trade complaints and disputes
	Receive, assess and facilitate resolution of trade-related complaints and disputes
	Acknowledge within 1 working day; resolve/refer within 10 working days
	% of complaints handled within the standard time
	District Commercial Officer

	6
	Cooperative registration and support
	Provide information and technical guidance to groups intending to form or strengthen cooperatives
	Initial guidance within 2 working days
	% of groups receiving timely technical support
	District Commercial Officer / Cooperative Officer

	7
	Cooperative inspection and supervision
	Conduct inspection, monitoring and supervision of registered cooperative societies
	At least once annually or as required
	% of registered cooperatives inspected annually
	District Commercial Officer / Cooperative Officer

	8
	Cooperative records and returns
	Provide guidance to cooperatives on proper record keeping, reporting and submission of returns
	Within 5 working days of request
	% of cooperatives submitting required returns
	Cooperative Officer

	9
	Business advisory services
	Provide entrepreneurs with advice on business management, markets, financial literacy and enterprise development
	Within 2 working days of request
	Number/% of businesses receiving advisory services
	District Commercial Officer

	10
	Market information
	Provide traders and producers with information on prices, markets, buyers and business opportunities
	Information provided within 2 working days when requested
	% of requests responded to on time
	District Commercial Officer

	11
	Trade promotion
	Organise and support trade fairs, exhibitions, business forums and promotional activities
	According to approved annual work plan
	Number of trade promotion activities conducted
	District Commercial Officer

	12
	Local economic development support
	Identify and promote viable economic opportunities and value-chain activities within the district
	Continuous; reviewed quarterly
	Number of LED initiatives supported
	District Commercial Officer / LED Focal Person

	13
	Industrial development promotion
	Promote small-scale industries, value addition and local production
	Continuous; quarterly monitoring
	Number of enterprises/industries supported
	District Commercial Officer

	14
	Enterprise development training
	Organise training for entrepreneurs, traders, producer groups and other economic actors
	Training conducted according to approved work plan
	Number of beneficiaries trained; % achieving training targets
	District Commercial Officer

	15
	Investment promotion
	Provide investors with information on available investment opportunities, procedures and local resources
	Initial response within 3 working days
	Number of investors supported / investment inquiries handled
	Chief Administrative Officer / District Commercial Officer

	16
	Business and enterprise profiling
	Collect, update and maintain information on businesses and economic activities in the district
	Updated at least annually
	% of targeted businesses profiled/updated
	District Commercial Officer / Data Officers

	17
	Support to SMEs
	Link small and medium enterprises to business development services, markets, finance and other opportunities
	Within 5 working days of request/referral
	Number of SMEs linked to support services
	District Commercial Officer

	18
	Value addition promotion
	Promote processing and value addition of local agricultural, fisheries and other products
	Continuous; quarterly follow-up
	Number of value-addition enterprises supported
	District Commercial Officer

	19
	Market linkage services
	Link local producers and businesses to potential buyers and markets
	Within 5 working days of request
	Number of successful market linkages made
	District Commercial Officer

	20
	Economic data collection
	Collect and compile trade, business, market and local economic development data
	Monthly/quarterly as applicable
	% of required reports submitted on time
	District Commercial Officer / Statistical Officer

	21
	Community sensitisation
	Conduct sensitisation on business opportunities, trade regulations, cooperatives and local economic development
	According to approved work plan
	Number of sensitisation sessions conducted
	District Commercial Officer

	22
	Business support referrals
	Refer businesses and entrepreneurs to relevant government agencies and financial/business support institutions
	Within 3 working days
	% of eligible applicants successfully referred
	District Commercial Officer

	23
	Monitoring of economic projects
	Monitor implementation and performance of district-supported economic development projects
	Quarterly or according to project schedule
	% of projects monitored as planned
	District Commercial Officer / LED Focal Person

	24
	Reports and accountability
	Prepare and submit departmental performance, progress and financial reports
	According to district reporting calendar
	% of reports submitted within deadlines
	District Commercial Officer

	25
	Stakeholder coordination
	Coordinate with traders, private sector, cooperatives, producer groups and other development partners
	Continuous; meetings at least quarterly
	Number of stakeholder engagements conducted
	District Commercial Officer / Head of Department


Audit Unit Department
	No
	Service
	Service Standard
	Target/Turnaround Time
	KPI
	Responsible Person

	1
	Preparation of Annual Internal Audit Work Plan
	Prepare a risk-based annual audit work plan covering all key departments, programmes and projects
	By the beginning of each financial year
	Approved annual audit work plan in place
	Head of Internal Audit

	2
	Preparation of Quarterly Audit Work Plans
	Prepare quarterly audit plans based on the approved annual audit plan and emerging risks
	Within 5 working days before the start of each quarter
	Quarterly audit work plan prepared and approved
	Head of Internal Audit

	3
	Audit of District Departments
	Conduct audits of district departments and assess compliance with laws, regulations, policies and procedures
	Within the planned audit period
	Percentage of planned departmental audits completed
	Internal Auditors

	4
	Audit of Lower Local Governments
	Carry out internal audits of sub-counties and other lower local government units
	Within each audit cycle/quarter
	Number and percentage of planned lower local government audits completed
	Head of Internal Audit / Internal Auditors

	5
	Audit of Revenue Collection
	Review revenue assessment, collection, banking, recording and accountability
	Quarterly or as scheduled
	Revenue audit reports completed; exceptions identified and followed up
	Internal Auditors

	6
	Audit of Expenditure
	Examine expenditure transactions for compliance with approved budgets, procedures and financial regulations
	Within 10 working days of completion of the audit exercise
	Percentage of sampled expenditure transactions reviewed
	Internal Auditors

	7
	Audit of Payroll and Human Resource Records
	Verify payroll, staff records, attendance and personnel-related payments
	Quarterly
	Payroll and HR audit completed and reported
	Internal Auditor / Head of Internal Audit

	8
	Audit of Procurement and Disposal
	Review procurement processes for compliance with procurement laws, regulations and approved procurement plans
	Quarterly or as planned
	Percentage of selected procurements reviewed
	Internal Auditors

	9
	Audit of Projects and Development Programmes
	Assess implementation, expenditure, value for money and compliance of district projects
	Quarterly
	Number of projects audited and recommendations issued
	Head of Internal Audit / Internal Auditors

	10
	Audit of Stores and Assets
	Verify existence, custody, recording and utilization of district stores and assets
	At least annually and as required
	Asset/stores verification reports produced
	Internal Auditors

	11
	Special/Ad hoc Audits
	Conduct investigations or special audits as directed by management, Council or arising from identified risks
	Within 5 working days of authorization
	Special audit assignments completed within agreed timelines
	Head of Internal Audit

	12
	Preparation of Internal Audit Reports
	Prepare clear, accurate and evidence-based audit reports highlighting findings, risks and recommendations
	Within 10 working days after completion of fieldwork
	Audit reports submitted within the prescribed period
	Internal Auditors

	13
	Submission of Quarterly Internal Audit Reports
	Compile and submit quarterly internal audit reports to the relevant authorities
	Within the required statutory reporting period
	Quarterly reports submitted on time
	Head of Internal Audit

	14
	Follow-up of Audit Recommendations
	Follow up implementation of recommendations from previous internal and external audits
	Quarterly
	Percentage of audit recommendations followed up
	Head of Internal Audit / Internal Auditors

	15
	Verification of Management Responses
	Review management responses to audit findings and assess adequacy of proposed corrective actions
	Within 10 working days of receiving responses
	Percentage of management responses reviewed
	Head of Internal Audit

	16
	Risk Assessment
	Identify and assess financial, operational, compliance and governance risks affecting the District
	Annually and whenever significant risks arise
	Risk assessment conducted and documented
	Head of Internal Audit

	17
	Value-for-Money Audits
	Assess whether district resources are being used economically, efficiently and effectively
	At least quarterly or as included in the audit plan
	Number of value-for-money audits completed
	Internal Auditors

	18
	Verification of Financial Records
	Review financial records, supporting documents, books of accounts and reconciliations
	Monthly/quarterly depending on the assignment
	Percentage of selected records verified
	Internal Auditors

	19
	Audit of Grants and Transfers
	Verify receipt, utilization and accountability of conditional and other government transfers
	Quarterly
	Grants and transfers audited and reported
	Internal Auditors

	20
	Audit of Local Revenue Banking
	Confirm that collected revenue is banked promptly and accurately accounted for
	Monthly/quarterly
	Revenue banking records verified
	Internal Auditors

	21
	Compliance Audits
	Assess compliance with relevant laws, regulations, policies, circulars and Council decisions
	Quarterly
	Number of compliance audits completed
	Head of Internal Audit

	22
	Advisory Services to Management
	Provide independent professional advice on internal controls, risk management and governance
	Within 5 working days of request, where practicable
	Advisory requests responded to within agreed time
	Head of Internal Audit

	23
	Review of Internal Controls
	Evaluate adequacy and effectiveness of internal controls and recommend improvements
	During every relevant audit assignment
	Control weaknesses identified and recommendations made
	Internal Auditors

	24
	Audit Evidence and Working Papers
	Maintain complete, accurate, confidential and properly referenced audit working papers
	Throughout each audit assignment
	100% of completed audits supported by adequate working papers
	Internal Auditors

	25
	Monitoring Implementation of Audit Recommendations
	Track corrective actions taken by departments and lower local governments
	Quarterly
	Percentage of recommendations implemented
	Head of Internal Audit

	26
	Audit Committee Support
	Provide audit information, reports and technical support to the relevant oversight/audit committee
	As required and before scheduled meetings
	Reports and required documents submitted on time
	Head of Internal Audit

	27
	Coordination with External Auditors
	Provide relevant records and facilitate cooperation with external audit teams while maintaining independence
	As required during external audit exercises
	External audit requests responded to promptly
	Head of Internal Audit

	28
	Maintenance of Audit Register
	Maintain an updated register of audit assignments, findings, recommendations and implementation status
	Updated continuously; reviewed quarterly
	Audit register updated and accurate
	Internal Auditors

	29
	Confidentiality of Audit Information
	Protect audit records and information from unauthorized access or disclosure
	Continuous
	No unauthorized disclosure of audit information
	All Audit Unit Staff

	30
	Annual Internal Audit Performance Report
	Assess implementation of the annual audit work plan and report on the Unit's performance
	At the end of each financial year
	Annual audit performance report prepared and submitted
	Head of Internal Audit








ANNEX 2
STANDARD SERVICE INFORMATION TEMPLATE
Every KDLG department shall prepare a service information sheet using the following format:
SERVICE NAME; ..........................................................................................................................
PURPOSE OF SERVICE; .............................................................................................................
WHO CAN ACCESS THE SERVICE? ........................................................................................
REQUIREMENTS
1. 
2. 
3. 
RESPONSIBLE OFFICE/OFFICER; ..........................................................................................
WHERE CAN THE SERVICE BE ACCESSED? .......................................................................
OFFICIAL FEE; .............................................................................................................................
EXPECTED TIMEFRAME; .........................................................................................................
SERVICE STANDARD; ................................................................................................................
COMPLAINT/FEEDBACK CHANNEL; ....................................................................................
ESCALATION OFFICER; ............................................................................................................






ANNEX 3
CITIZEN COMPLAINT FORM
Kalangala District Local Government
COMPLAINT/FEEDBACK FORM
Date: ______________________
Name of complainant (optional where anonymous complaints are permitted):

Contact: __________________________________
Service concerned: _________________________
Department: ______________________________
Nature of complaint/feedback:


Date service was requested: _______________________
Officer/service point involved: _____________________
What outcome do you expect?

Signature: ______________________
FOR OFFICIAL USE
Complaint reference number: __________________
Date received: _______________________________
Responsible officer: ___________________________
Action taken:

Date responded to citizen: ______________________
Status:
☐ Resolved
☐ Partially resolved
☐ Referred
☐ Pending
☐ Escalated

ANNEX 4
CITIZEN SERVICE COMMITMENT
OUR COMMITMENT TO YOU
Kalangala District Local Government commits to:
1. Treat you with respect and courtesy.
2. Provide accurate information.
3. Explain service requirements.
4. Display or communicate authorized fees.
5. Issue official receipts for payments.
6. Process services within applicable timelines.
7. Explain reasons for unavoidable delays.
8. Protect confidential information.
9. Provide accessible complaint mechanisms.
10. Listen to your feedback.
11. Take action where service standards are not met.
12. Use public resources responsibly.
YOUR RESPONSIBILITY
As a service user, you should:
1. Provide truthful information.
2. Submit the required documents.
3. Pay only authorized fees.
4. Request an official receipt.
5. Treat public officers and other citizens respectfully.
6. Protect public property.
7. Report corruption and misconduct.
8. Provide constructive feedback.
9. Participate in community development activities.

ANNEX 5
SERVICE DELIVERY PERFORMANCE INDICATORS
KDLG shall progressively establish a performance dashboard containing indicators such as:
Accessibility
· Percentage of communities reached through planned outreach;
· distance/accessibility indicators where applicable;
· number of service points/outreach activities.
Timeliness
· Percentage of services completed within standard;
· average processing time;
· number of delayed cases.
Quality
· compliance with applicable national standards;
· number of service failures;
· repeat complaints.
Responsiveness
· number of complaints received;
· percentage resolved;
· average complaint-resolution time.
Accountability
· percentage of payments properly receipted;
· number of reported corruption cases;
· percentage of audit recommendations implemented.
Citizen Satisfaction
· satisfaction score;
· percentage of citizens reporting that service information was clear;
· percentage reporting respectful treatment.
Equity
· service coverage by island/community;
· participation of vulnerable groups;
· distribution of selected services and investments.

ANNEX 6
IMPLEMENTATION ACTION PLAN
	Activity
	Responsible Office
	Timeline
	Resource Requirement
	Indicator
	Reporting Mechanism

	Validate service inventory
	CAO/Heads of Department
	___
	___
	Service inventory approved
	CAO report

	Populate service matrix
	All departments
	___
	___
	Matrix completed
	Technical meeting

	Validate fees/timelines
	Finance/Legal/Departments
	___
	___
	Verified schedule
	CAO

	Stakeholder consultation
	CAO/Planning
	___
	___
	Consultation completed
	Report

	Council approval
	District Council
	___
	___
	Standards approved
	Council minutes

	Dissemination
	Administration/Departments
	___
	___
	Standards disseminated
	Quarterly report

	Staff orientation
	HR/Departments
	___
	___
	Staff oriented
	Training report

	Citizen awareness
	Community Development/Information
	___
	___
	Communities reached
	Communication report

	Monitoring
	Internal Audit/Planning/Departments
	Quarterly
	___
	Performance reports
	Quarterly review

	Review
	CAO/Heads of Department
	Annual
	___
	Standards updated
	Annual report



ANNEX 7
APPROVAL PAGE
These Service Delivery Standards have been reviewed and approved for implementation by Kalangala District Local Government.
Approved by:
District Council
Name: ______________________________
Title: _______________________________
Signature: ____________________________
Date: ________________________________
Chief Administrative Officer
Name: ______________________________
Signature: ____________________________
Date: ________________________________
District Chairperson
Name: ______________________________
Signature: ____________________________
Date: ________________________________
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