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FOREWORD

This Client Charter outlines our services, how they can be accessed, the
service delivery standards, and our commitments. It was developed in
line with NDP 1V, our strategic plan and Circular Standing Instruction
No. 5 of 2022 aimed at enhancing service delivery standards through
enhanced transparency and accountability.

The Directorate is responsible for fostering ethics and integrity in the
Ugandan society by setting ethical standards, popularizing National
Values and developing effective anti-corruption legislation. The
Directorate also coordinates national efforts in the fight against
corruption, pornography control, among Religious and Faith based
organizations, District Integrity Promotion Forums in LG’s, Integrity
Focal Person’s in MDA’s and chairs the Inter Agency Forum, which
is a coordination mechanism for all Anti-Corruption Agencies.
DEI’s clients are therefore not only members of the public, but also
Officers of the Anti-Corruption Agencies, Civil Society, Media, Cultural
institutions, Private and Public Sector, the Academia, schools and
institutions, to which DEI provides political and regulatory guidance.

The strategic intent of this Directorate is to maintain and exceed
the standards set, to deliver high quality client-focused services,
through improved communication and citizen engagement for mutual
benefit, but also receive constructive feedback from the clients and
stakeholders to enhance our performance.

This Client Charter has been reviewed to foster and reinforce service
standards that will guide the Directorate’s management and staff in
providing quality services to our Clients, the Public and the Private
Sector. The Charter is intended to clearly define systems that can
adequately measure performance for results and access to timely and
accurate public information. The Directorate’s Clients are encouraged
to use this Client Charter as a reference point for purposeful
engagement.

The Directorate for Ethics and Integrity
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[t is my duty and pleasure therefore, to present the Client Charter for
the Directorate for the period FY2025/26 to 2029/30.

For God and my Country

>

Rose Lilly Akello
MINISTER OF STATE FOR ETHICS & INTEGRITY

The Directorate for Ethics and Integrity
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PREAMBLE

This Client Charter has been developed as a social contract between
the Directorate for Ethics and Integrity and its clients, in line with
Circular Standing Instruction No. 2 of 2019 issued by the Ministry
of Public Service. It will enable clients and stakeholders to access
information on the key services we promise to offer, standards, and
commitments. Through this Charter, we reaffirm our commitment to
improving efficiency and effectiveness in public service delivery.

The objectives of this Client Charter are therefore to:

a) Inform and remind our clients and stakeholders of the services
we shall provide; spelling out the rights and obligations of our
clients.

b) Establish commitments and service standards that Directorate
intends to fulfill.

c) Define mechanisms for the clients to monitor our performance
and provide feedback, to help us meet our commitments.

d) Serve as a tool for continuous Performance Improvement by
addressing service delivery issues and setting new standards
of performance from time to time.

The Charter outlines the values and principles upheld by our Staff in
fulfilment of the mandate, Vision, and Mission of the Directorate. Italso
presents the key result areas of each Department of the Directorate
in the delivery of expected services to its clients and the public in
general. Articulating the rights and obligations of its clients and sets
out feedback and complaint handling mechanisms. The Directorate
is committed to implementing the Client Charter to improve service
delivery, and the feedback received from the clients will be used to
improve the systems and mechanisms used in the delivery of services.

I request our clients to internalize the Charter, fulfil their obligations
and provide feedback for continuous improvement of service delivery
to help us meet our commitments.

Dunstan Balaba
PERMANENT SECRETARY

The Directorate for Ethics and Integrity
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1. INTRODUCTION

This Client Charter presents the Principal Services and Commitments
of the Directorate for Ethics and Integrity in the delivery of services to
its clients and the public. It provides the Directorates’ Vision, Mission,
Mandate, Strategic objectives, Core Values, Principal Services, Key
Result Areas, and Commitments. The Charter further outlines its
clients, accountability framework, procedures to be followed in
handling complaints and feedback mechanisms.

1.1 The Directorate for Ethics and Integrity

The directorate was created by Cabinet Memorandum to Rebuild
Ethics and Integrity, Coordinate National Efforts in the fight against
corruption and consequences of Moral Decadence in Uganda. It's
headed by Minister of State for Ethic and Integrity Hon. Rose Lilly
Akello under the guidance of Mr. Dunstan Balaba as the Permanent
Secretary. DEI is located on Plot 4, Jinja Road, Kampala 2nd Floor
Social Security House.

The Directorate’s vision, mission, mandate, strategic objectives,
principles and values are indicated below;

1.2 Our Vision

“A well governed and prosperous society that cherishes moral
values and principles”

1.3 Our Mission

To empower the Ugandan society to uphold moral values and principles
in the fight against corruption

1.4  Our Mandate
To rebuild Ethics and Integrity and coordinate National efforts in the
fight against Corruption and consequences of Moral decadence.

The Directorate for Ethics and Integrity
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1.5  Strategic Objectives
The Directorate for ethics and Integrity, has three (3) Strategic
objectives to guide the implementation of its mandate, namely;

1. To promote ethical conduct and effective leadership at National
and local.

2. To strengthen and promote the implementation of the Zero
Tolerance to corruption Policy (ZTCP) and other Anti-Corruption
Laws, Policies and Strategies.

3. To strengthen Institutional capacity of DEI to facilitate the efficient
and effective implementation of its mandate.

1.6 Our Core Values

The values that guide the delivery of our services to our clients
have been summarized as “ITHA” and they include;

a) Integrity: The Directorate, in providing services to the public,
is committed to upholding consistency and uprightness in the
character of its staff in such a way as to win and uphold public
trust and to enhance public confidence in the Institution. To
underscore what Integrity is, staff in the Directorate say that
the consistency between “what we say we value, and what our
actions show we value” is a matter of Integrity.

b) Transparency: The Directorate is committed to providing
services to the public in the most transparent manner that leaves
easy access for public scrutiny. The Directorate firmly believes
and advocates that decisions and actions should be taken openly,
and that sufficient information should be generated, retained
and given appropriately so that stakeholders, other persons and
agencies as well as the public can access them.

c) Honesty: The Directorate pursues truthfulness as a quality within
an individual which urges a person to be true to oneself and to
others. The staff of the Directorate are expected to demonstrate
firmness of mind and upright thinking and honesty at all times.

The Directorate for Ethics and Integrity
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d)

2.

Accountability: The Directorate is committed to promoting
the duty and obligation or willingness to be transparent and to
accept responsibility for its actions. The staff shall always be
Fair, Open, Transparent and Accountable for their decisions and
actions to the public. Accountability entails Transparency and
Answerability of public officers for their actions and decisions to
minimize corruption and to promote good governance.

PRINCIPLE SERVICES

Our principle services are as follows:

1.

Advocacy- To promote and mainstream ethics and integrity,
accountability and effective leadership at National and local
government level to propel good governance.

Regulation- To spearhead the development of laws, policies
and strategies to promote ethics and integrity, and enhance
collaboration and partnership between RFO’s and government.

Coordination- To Provide political leadership and coordinate
national efforts against corruption and moral decadence.

Monitoring and evaluation of Government programs for
effective service delivery-

Capacity Building- To strengthen Institutional capacity of DEI
to enable her Implement the mandate efficiently and effectively.

Visibility and Publicity- To effectively communicate
government efforts in the fight against corruption and moral
decadence.

All our services are free.

The Directorate for Ethics and Integrity
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2.1 Service delivery points:
Our services are provided at;

1. Headquarters, Directorate for Ethics and Integrity 20d floor
social Security house, Jinja Road

All MDAs, through their Integrity Focal Persons (IFPs)

All LG’s through the District Integrity Forums (DIPF’s)

Through Inter Agency Forum (IAF)

Through the Pornography Control Committee (PCC)

Through Religious and Faith Organizations (RFOs)

Through Cultural Institutions

Through Civil Society Organizations (CSO’s)

Through Media, Education Institutions and Social Accountability
Sectors

Through State and non-State Actors and special interest groups

XA R WD

—
S

2.2 SPECIFIC COMMITMENTS

As a Directorate responsible for rebuilding ethics and integrity and
coordinating the fight against corruption, DEI commits to deliver our
services to the population of Uganda; through the departments as
follows:

2.2.1 ETHICS DEPARTMENT

In fulfilling our obligation towards the achievements of DEI's mandate
DEI shall:

a) Assess the performance of the DIPFs in Uganda to isolate
challenges and provide practical solutions to operational
challenges of DIPFs.

b) Increase documentation, publicity and visibility of success
stories of change arising from DIPFs model.

c) Work with CSOs through their respective programs and
budgets to support the operations of the DIPFs through the
Office of the RDC.

d) Conduct joint orientation of the RDCs and DRDCs, LCV
Chairpersons, and Town Clerks on the DIPFs.

The Directorate for Ethics and Integrity
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e)
f)

g)

h)

Establish and ensure DIPFs are functional in all 145 Districts.
Hold discussions with Ministry of Local Government and Public
Service to integrate operations of DIPFs in the Performance
Contracts of CAOs, and Town Clerks.

Engage Ministry of Finance Planning and Economic
Development through Accountability Sector to make ethics a
cross-cutting issues in Government Planning and ring fence 1%
of MDAs/LGs budgets to cater for accountability and ethical
issues.

Conduct regular joint IAF field inspections to respond to public
complaints

Develop a model code of conduct and ethics for political parties
and professional associations in consultation with relevant
authorities

2.2.1.1 Pornography Control Committee

a)

b)

Establishing mechanisms to strengthen the stamping out of
pornography in Primary, Secondary, Tertiary Institutions and
Universities halls of residences and hostels.

Developing Memorandum of Understanding with key
stakeholders to strengthen the fight against pornography in
Uganda,

2.2.2 LEGAL DEPARTMENT

In fulfilling our obligation towards the achievements of DEI's mandate
DEI shall:

a)
b)

c)

d)

Formulate and monitor the implementation of Anti-Corruption
Laws, Policies and Strategies.

Coordinateimplementation of the Zero Tolerance to Corruption
Policy (ZTCP) and the NACS 2025/26 - 2029/30,

Spearhead the development of Asset Recovery Rules under the
Anti-Corruption Act, 2009, to provide for the confiscation and
recovery of the proceeds of crime.

Sensitize Public Officers about their legal obligation to declare

The Directorate for Ethics and Integrity
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e)

f)

g)

h)

j)

their income, assets and liabilities to the IGG, as required under
the Leadership Code (Amendment) Act, 2021.

Continue with the dissemination of anti-corruption laws to
Ugandans across the country, taking regional balance and
equal opportunities into account.

Intensify the dissemination of the Simplified and Translated
Versions of the Anti- Corruption Laws, specifically at lower
levels of the community, who are the intended users.
Establish mechanisms with RDCs, District leaders and CSOs to
conductradio programs to disseminate the translated versions
of laws to the ordinary citizens.

Assess the implementation of the anti-corruption laws
and regulations to identify good practices, emerging
issues, challenges and recommendations for their effective
enforcement.

Carry out research on effectiveness of some adopted anti-
corruption measures, identify good practices and to guide or
inform policy reforms.

Ensure Uganda’s compliance with its obligations under
the United Nations

Convention Against Corruption (UNCAC).

2.2.3 RELIGIOUS AFFAIRS DEPARTMENT

In fulfilling our obligation towards the achievements of DEI's mandate
we shall:

a)
b)

©)

Develop and disseminate a collaboration framework/policy of
the Religious and Faith Organization’s (RFOs)

Conduct engagement meetings with (RFOs) to implement the
government’s anti- corruption plan of action, detailing roles,
responsibilities and expected results from each stakeholder.
Train RFOs leaders across the country to enable them to
integrate the National Ethical Values policy of Uganda in their
mission/ministry to reach all people of Uganda with a tool of

The Directorate for Ethics and Integrity
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rebuilding morals through RFOs and ultimately a value-based
Ugandan society.

d) Develop and maintain a National Database for all RFOs.

€) Develop and implement a framework for promoting peace,
managing conflicts and reconciliation among or within RFOs.

f) Coordinate the Commemoration of the National Religious
days such as the St. Janani Luwum, Bishop Hannington and
Martyrs Day.

g) Conduct capacity building program targeting leadership of
RFOs in enhancing their skills in leadership and promoting
societal morals and values.

h) Mobilize and sensitize Religious (RFOs) and other
stakeholders through IEC Strategy in the fight against
corruption and off shoots of moral decadence.

2.2.4 FINANCE AND ADMINISTRATION DEPARTMENT

This department shall execute its commitments through its
various units. Namely; Administration, Accounts, Human Resource,
Communication, Procurement, Policy and Audit.

2.2.4.1 Administration Unit

In fulfilling our obligation towards the achievements of the DEI's
mandate the Administration shall: -

1)  Ensure that resources to the Directorate are received on
time and expenditures made in accordance with the Public
Finance Management Act 2015 and Treasury Instructions
2017

2) Make immediate responses to enquiries made by clients
(especially goods and service providers) in relation to their
payments;

3)  Toadequately respond to queries raised by various agencies
of government and private sector in a timely manner

4)  To timely produce mandatory financial reports and other

The Directorate for Ethics and Integrity 7
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5)

6)

7)

8)
9)
10)

11)
12)

13)
14)

15)

2.2.4.2

reports that will promote accountability and transparency
Collaborate with Internal Auditor General and Office of
the Auditor General, to use the shared platform on audit
recommendation tracking mechanism, for information
sharing that would in turn facilitate timely submission of
Reports to Parliament.

Promote active participation in the activities of regional
and international networks, information sharing, capacity
building and technical assistance.

Lobby relevant Parliamentary Committees such as
Presidential Affairs Committee, Education and Social Affairs
Committee on the need to increase the level of funding
Coordinate the organization of the Annual International Anti-
Corruption Week to make it a National Public Event

Conduct the quarterly and annual reviews of the IAF
activities and technical working groups

Support and coordinate activities, meetings and events of the
Directorate

Provide logistics and utilities to the Directorate

Comply with Government regulations, procedures and
policies

Ensure proper use of, care for, security of and maintenance of
Directorate assets and premises

Maintain effective linkages between the Directorate and
other Government Agencies

Maintain and ensure good office ambiance for a conducive for
working environment

Accounts Unit
To ensure efficient, effective management of public resources
in a timely manner while executing service delivery.
Follow up and implementation of Public Accounts Committee
of Parliament recommendations.
Timely production of management and financial reports that
guide strategic decision making to promote accountability
and transparency.

The Directorate for Ethics and Integrity
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d.

5
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Review and forward payments to the Accounting Officer for
final approval.

Maintain proper books of accounts and the relevant
supporting documents including the safe custody of such
documents.

Timely prepare and submit financial statements and reports
to the Accountant General and Auditor General.

Attend management meetings and advise management on
financial matters.

Provide timely, accurate and reliable financial information to
support management decision making process.

Follow up on audit queries and implementation of audit
recommendations.

Monitor commitments, expenditures, appropriations,
accounts receivables and revenues within their votes and
take corrective action where necessary.

Provide guidance on the organization and training of
staff with financial responsibilities within their functions.
Ensure compliance with financial manuals, policies, GFMIS
operational manuals, Instructions and circulars.

Ensure the safekeeping of cash and other assets.

Ensure compliance with internal controls regarding financial
and accounting matters.

Ensure preparation of bank reconciliations.

Management and supervision of the finance staff.

Support and coordinate the internal and external audit.
Prepare and submit an annual report on performance of
duties to the Accountant General and

Perform other financial management duties assigned by the
Accounting Officer and/or Accountant General.

The Directorate for Ethics and Integrity
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2.2.4.3 Communication and Information Unit

In fulfilling our obligation towards the achievements of DEI’'s mandate
DEI shall:

c) Develop and disseminate IEC materials to popularize the
mandate of the Directorate.

d) Document and publicize DEI Interventions through Audio-
Visual and Print Materials

e) Coordinate the implementation of DEI Public Awareness and
Media engagements Programs

f)  Provide Advisory Services to the DEl Management on matters
of Communication and Information

g) Maintain and manage the DEI website including Social Media
Handles/Platforms

h)  Implement the ICT Policy at the DEI

i) Establishadatabase/One Stop Centre for the DEI Information.

j)  Digitize the DEI Resource Centre

k)  Conduct radio programs and panel discussion on issues of
the National Ethical Values.

) Utilize ICT/social media (E-version, Facebook, whatsup,
twitter) to disseminate NEV

m) Develop more IEC materials, especially children engaging
materials for the young people.

n) Develop the National Integrity Plan for Uganda to
operationalize the National Ethical Values Policy.

0) Collaborate with relevant stakeholders such as
Church, Mosque, Cultural Institutions and CSOs among
others to disseminate the national ethical values

p) Develop training manuals and handbooks on the integration
of Ethical Values in education system

q) Integrate the teaching of professional ethics as a module in
all courses in Tertiary institutions and universities

r)  Implement IAF Communication Action Plan
to communicate the various Interventions under
accountability sector.

The Directorate for Ethics and Integrity
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2.2.4.4 Policy and Planning Unit

In fulfilling our obligation towards the Achievement of DEI's mandate
DEI shall:

(@) Prepare the Directorate’s Budget Framework Paper (BFP),
outlining key Vote priorities to be implemented in the
forthcoming year and Submit to Parliament and MFPED by
15th November of each year.

(b) Develop Vote Ministerial Policy Statement (MPS) and Submit
to MFPED and Parliament in line with PFM Act.

(c) Prepare Quarterly and Annual Performance reports,
providingdetailsonboth Financial and Physical Performance,
and Submit to MFPED by 15th day of the month following
the previous quarter (ended Quarter).

(d) Coordinate M&E activities on performance of the DEI.

(e) Coordinate the development of viable and bankable
funding proposals (Projects/Programs) and Submit to the
Development Committee (DC) of MFPED for consideration.

2.2.4.5 Human Resource Unit

In fulfilling our obligation towards the achievements of the DEI's
mandate HRM Unit shall:

(a) Pay salaries by the 28t of every month

(b) Offer strategic guidance to management on the best Human
Resource Management Practices with a view to promote
good governance, accountability and transparency in the
delivery of services.

(c) Initiate formulation, review and implementation of human
resource management laws, rules, regulations and policies
for the Public Service.

(d) Promote work and professional ethics by upholding and
encouraging the highest standard of behavior to promote
good image of the directorate.

(¢) Ensure Performance Appraisals are completed by the 3
of June of every year.

oth

The Directorate for Ethics and Integrity
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(f) Develop and implement a DEI staff recruitment and
management plan including confirmation, promotions and
processing of terminal benefits within 10 working days;

(g) Implement decisions of the Public Service Commission
within 14 days (about 2 weeks) from the date of receiving
the approved instrument.

(h) Review the Staff Structure to suit the mandate and roles of
DEI within the provided Budget.

(1) Implementseveral cross-cutting issues mainly in the areas of
gender and equity; Climate Change and other Environmental
issues, and HIV/AIDS.

(J) Sensitize staff on the terms and conditions of service.

(k) Regularly report on the performance of the unit in relation
to the annual performance plan

2.2.4.6 Internal Audit Unit

Internal Audit Unit provides independent, objective assurance
and consulting services designed to add value and improve DEI’s
operations. It helps the Directorate accomplish its objectives by
bringing a systematic, disciplined approach to evaluate and improve
the effectiveness of risk management, control, and governance
processes.

Internal Audit reviews the reliability and integrity of information,
compliance with policies and regulations, the safeguarding of assets,
the economical and efficient use of resources, and established
operational goals and objectives.

Through partnering and consulting with DEI Management, Internal
Audit helps the Directorate achieve its goals and supports compliance
with policies, rules, and regulations. Internal Audit works to
proactively focus on the risks and exposures which have the greatest
impact to the organization; while being flexible to react to the working
environment and changing conditions.

The Directorate for Ethics and Integrity
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The mandate of the Internal Audit function is derived from the
Sections 43(2), 45, 46 and 47 of the Public Finance Management Act
(PFMA) CAP, 171. Internal Audit work is also guided by the Internal
Audit Charter (2018), and other Government Laws, Regulations and
Guidelines.

In the performance of the Internal Audit’s role and duties, its key
functions shall be to;

i. Appraise the soundness and application of the
accounting, functional and operational controls of a vote

ii. Evaluate the effectiveness and contribute to the
improvement of risk management of a vote

iii. Provide assurance on the efficiency, effectiveness and
economy in the administration of Government Programmes
and operations

2.2.4.7 Procurement and Disposal Unit

In fulfilling our obligation towards achievement of the DEI mandate,
PDU shall conduct all Procurement and Disposal activities strictly
within the timelines and procedures set by the PPDA Act and the
Regulations

This we shall do through;

Procuring Goods, Services and Works required by DEI
Consolidating Annual Procurement and Disposal plan
Disposing of any Obsolete items in DEI.

Sourcing of Service Providers

Preparing and submitting procurements for approval to
Contracts Committee

Al

Preparing of standard bid documents.

[ssuing, Receiving and Opening of Bid documents
Evaluation of bid documents

Preparing Contract documents

O Advertising Tenders

SY®ra

The Directorate for Ethics and Integrity
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11.
12.

3.0

Preparing monthly Procurement reports to PPDA
Ensuring timely payment of service providers

GENERAL STANDARDS

Our general standards of service to our clients shall be as follows:
1) CONTINUOUS IMPROVEMENT: DEI shall continuously improve

)
if)

the quality-of-service provision regarding the following:
Responsiveness- DEI shall promptly deal with all issues that
fall within our mandate.

Clarity- DEI shall clarify information communicated to
clients on type of service, procedures, recommendations and
consistence of information pertaining to services offered.

1i1) Accuracy- DEI shall monitor the accuracy of services provided

to clients in accordance with set standards.

1v) Appropriateness- DEI shall seek to ensure that the services

offered to clients are in line with their needs and expectations.
The Directorate shall also pay special attention to needs of
disadvantaged, disabled and other vulnerable groups.

The Directorate shall contribute to improving the general
service standards by:

a. Answering all telephone calls by the third ring.

b. Attending to all clients within 30-minutes from time of
arrival at our respective service points.

Cc. Responding to written correspondences from clients
within 2-working days of receipt if external and one day
for internal communications.

d. Responding to general inquiries through electronic daily
and print media weekly.

€. Disseminating information on new policies, reports,
publications, circulars and events through the Directorates
website and social media within 12- hours.

f. Publishing Directorates news handle daily and bulletin/
newsletters quarterly.

g. Consolidating and disseminating annual and quarterly
performance reports.

The Directorate for Ethics and Integrity




FY2025/2026 - 2029/2030 <<<<<<<< [Well[d\ale:) 0z

2)

h. Submitting monthly, quarterly and annual activity reports
and accountability within 30-days after completion of the
activity.

1. Maintaining a safe, secure, and inclusive working
environment and access to

the Directorate’s premises by the public during official
working days from 8.00 am to 5.00 pm.

J. Updating information on the website, social media
platforms, and dashboard within 12-hours after an event,
or on the availability of new information.

k. Requisitioning for funds approved within 24 hours
from the date ofallocation.

. Processing invoices that are approved within one day of
routing.

m. Processing salary and pension by the 28th of every month.

n. Producing field and activity reports within 2-weeks of
completing the assignment.

0. Attending to internal clients within five minutes.

p. Submittingaccountability for funds advanced for quarterly
activities within 20 days (about 3 weeks) activity.

(. Payment of genuine invoices within 30 days.

DEI'S RELATIONSHIP AND RESPONSIBILITIES TO CLIENTS
Advice- DEI shall always provide consistent, accurate and
impartial advice to our clients.

Response Time- DEI shall deal with letters, e-mails, and fax
messages as quickly as possible and always within 5 working
days from the date of receipt; our staff will not allow their
telephones to ring more than three times before they are
answered.

Staff Conduct- DEI shall train our staff to be friendly, helpful,
respectful and sensitive to our clients’ individual needs,
explaining, and listening carefully to individual requirements
and views.

The Directorate for Ethics and Integrity
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4.0 CLIENTS RIGHTS, EXPECTATIONS, AND RESPONSIBILITIES

4.1 Our Clients

DEI has both internal and external clients that include; Government
Ministries, Departments, Agencies, Service Commissions, Local
Governments, Civil Society Organizations, Media, Development
Partners, Religious and Faith Organizations, Politicians, professional
bodies, private sector, the public, Regional and International
Authorities and bodies on Anti-Corruption and anti-moral decadence.

4.2 Clients’ rights and expectations

4.2.1 Client Rights

DEI shall readily avail information for your rights on services to be
provided. The Directorate has put in place mechanisms to ensure
availability of such information. DEI guarantee our clients the right
to:

1)  Timely access to quality services at all levels;

1)  Fairness and transparency;

1i1) Gender sensitiveness in provision of services;

iv) Equal opportunities in and non -discrimination in service
provision;

V) Courtesy and responsiveness in service delivery;

vi)  Access to information in accordance with the law;

vil) Appeal decisions in accordance with established procedures;

viil) Lodge complaints;

1X) Privacy and confidentiality

X) Participate in arriving at solutions or recommendations

x1) Confidentiality of information and privacy.

xi1) Technical guidance, advice and capacity building

The Directorate for Ethics and Integrity
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4.2.2 Client Expectations

DEI’s clients should expect high quality services specified in Charter
as follows:

1)  Compliance with legal and technical requirements
i1)  Punctuality and timely response

1i1) Courtesy and good customer care

1v)  Non-corrupt tendencies.

v)  Equity and fairness.

vi) Good time management; that is being available to render
services during the official working hours of 8.00am -12.45
pm and 2.00pm-5.00pm.

vil) Morally acceptable tendencies.
viil) Value - for - money in all actions.

4.2.3 Clients’ responsibilities and obligations
DEI’s clients shall have the following obligations and responsibilities:

i) Treat our staff with courtesy, politeness while guarding
against abusive, threatening or violent behavior.
ii) Not to offer gifts, favors or inducements to staff, or to

solicit for the same;
1i1) Attend scheduled meetings and appointments punctually;
iv) Respond to requests for information by us thoroughly and
timely;
V) Abide with the legal requirement for access to services.
vi) Contribute to our service provision in accordance with
laid down policies and regulations.

vil)  Makesurethatnecessarydocumentsand otherinformation
are at hand to simplify work;

viii)  Comply with all requests made by staff in an effort to
attend to your request;

iX) Ensure resources disbursed from us are efficiently and
effectively used in accordance with the approved work
plans and budgets.

X) Provision of timely, accurate, valid and up to date

The Directorate for Ethics and Integrity 17
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information required by the Directorate
x1) Advocate for DEI programs.

xii)  Always provide a feed-back anything that is not to your
satisfaction.

5.0 FEEDBACK MECHANISM AND COMPLAINTS HANDLING

5.1 Complaints from clients

Complaints from our clients shall be treated professionally and the
following management procedures are guaranteed:

1. Raising the complaint with the person rendering the service.
Through this, our clients shall receive responses to the issues
raised. If no or satisfactory response is given or obtained, the
client may do one or a combination of the following: -

a. The client may consult the Clients’ Charter focal point
officer or his/her assistant who will guide him/her on the
next course of action;

Make use of the suggestion box;

Call the telephone numbers given at the end of this document;

Send email to Client Charter focal point

Use the Website of the Directorate as given at the end of this

document.

f.  Response to the client is expected within 14 days (about 2

weeks) at each stage.

2.  Where the client is not satisfied with the response provided, the
client shall raise the issue with the relevant Supervisor.

3. On failure to have a response from the Supervisor, an appeal will
then be raised to the respective Head of Department who shall be
able to resolve the complaint within five days.

oo o
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5.2 Feedback from Our Clients

| OR

| OR

Feedback on our performanceandsuggestions forimprovement
can help us do better. To this end; DEI advise that feedback may be
provided to us through the following ways:

Written communication to either:

The Permanent Secretary, Directorate for Ethics and Integrity
Telephone. +256 414 342316 :
Gen.+256 414 301600

E-mail:info@dei.go.ug www.dei.go.ug

The DEI’s Clients Charter Focal Point Officer/ Head of Human
Resources on telephone number +256 414 301613. ]

Hand deliveléy of feedback to our offices at Plot 4, Jinja Road,
Kampala 2% Floor Social Security House. Our offices shall be :
open from 8.00 a.m. to 5.00 p.m. from Monday to Friday except
during public holidays. 5

Use our suggestion box which is conveniently located at the DEI
entrance/reception.
Interaction with our officers through meetings, seminars and
workshops conducted from time to time. '

The Directorate for Ethics and Integrity
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5.3 Appeal mechanism

6.0

6.1

If the client is not satisfied with the response from any or all of
the parties mentioned in 5.1 above, he/she may appeal to
the Permanent Secretary or to the Minister responsible for Ethics
and Integrity through our toll-free number.

Where the appeal is referred to the Permanent Secretary, or to
the Minister responsible, his/her decision will be communicated
within fourteen days.

Where a complaint is raised against an Officer or a Team of Staff
of the Directorate, such Officers shall be accorded a right to be
heard the grievance handling committee before any action is
taken against them.

DISSEMINATION AND IMPLEMENTATION OF THE CLIENT
CHARTER

Dissemination

The DEI staff pledge to remain accountable to the clients for their
actions and omissions, in the following ways:

(a)

(b)
(©)

6.2

Publish performance against the Charter commitments in the
annual Ministerial Policy Statements (MPS) and Programme
Performance Reports (PPR);

Provide Charter performance information to the Permanent
Secretaries’ meetings;

Provide Charter performance information twice a year to the
Cabinet Secretariat and Head of Public Service; and Auditor
General for purposes of performance auditing and value for
money Surveys;

Monitoring and Evaluation of The Client Charter

DElintend to make this Charter adocumentthat evolvesinline with the
changes that occur in the Directorate that affect our clients. DEI will
ensure regular consultations with clients and stakeholders during the
review process. This Charter will be reviewed after every five years.

The Directorate for Ethics and Integrity




FY2025/2026 - 2029/2030 <<<<<<<< [Well[d\ale:) 0z

Delivery of services offered will be monitored and evaluated against
this charter through;

1. Consultation with clients’ / service users or their representatives,
Annual Ministerial Policy Statements, Annual Performance
Reports and Strategic Plan on the implementation of this Charter
each financial year.

ii. Regularly monitoring the implementation of this Charter

iil. Periodically reviewing the Charter in a participatory manner
with all key stakeholders and providing reports.

The management hereby commits itself and its staff to own and
implement this Client Charter with focus on achieving harmony in the
Directorate and quality service delivery to our clients.

The Directorate for Ethics and Integrity













