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PREFACE
Kitagwenda District Local Government Service Delivery Standards has been developed as a reference document for costs of Service Delivery Standards for services offered by the Local Governments and in other jurisdictions which support the functions of Local Governments. It is a documentation of the methodologies, inputs and costs for inputs that were identified for the delivery of specific documented service delivery standards. The documented costs in this service delivery standards are in respect to 10 key priority standards for each service area which were extracted from the main Service Delivery Standards document and determined through a consultative and participatory process. 
The 10 priority documented coasted service delivery standards are for services under each of the following departments:
1. Education
2. Health
3. Water and Environment
4. Production and Marketing
5. Trade and Industry (Local Economic Development)
6. Social Development
7. Lands, Housing and Urban Development
8. Works and Transport
9. Public Administration and Management.

This Service Delivery Standards document will provide a yardstick for developing institutional plans and budgets that are realistic, build civic competence, strengthen both the supply and demand sides of accountability and provide uniformity and consistency in the provision of services across local governments and facilitate equitable social and economic development through objective allocation, access to and control of resources. Public Officers are enjoined to support the application of these standards in their course of duty and service recipients, service providers and the general public are encouraged to utilize the Service Delivery Standards document on www.kitagwenda.go.ug. They are also requested to provide feedback on the level of effectiveness of and compliance to the documented coasted standards.


Dalili R.K Moses
Chief Administrative Officer
Kitagwenda District Local Government


1.0 INTRODUCTION
1.1 Background
The National Objectives and Directives Principles of State Policy, No.  XXVI (i) states equally that; AII public offices shall be held in trust for the people.     Therefore, Government Institutions as service providers have legal and moral responsibility   to deliver excellent services to the public in terms of time, quantity, quality, cost and coverage. As per  Section  97 of the Local  Governments   Act Cap  243, Line Ministries  are required  to establish minimum   national  standards  of  service  delivery  for  the  sectors  under  their  jurisdiction   in addition  to  monitoring   and  coordinating Government initiatives and policies as they apply to Local Governments.  Local Governments implement standards set by the Central Government but can customize them to their own situation depending on the uniqueness of services provided.
Setting standards for compliance improves efficiency and effectiveness in service delivery and enables the public service to keep pace with citizens' growing demands for accessible, adequate, high quality, timely and cost-effective public services.
This requires all Sectors, Ministries, Departments and Agencies to develop, document, disseminate and implement Service Delivery Standards, which
Local Governments (MDAs & LGs) can customize to their own situation depending on the uniqueness of the services they provide.

1.2 Goal and Objectives of the Service Delivery Standards
The overall  goal of costing  service delivery  standards  was to determine  the minimum  budgets/cost  for providing  a service by sector  institutions  and the standards  of delivery through  a single repository.  
The specific objectives included;
· To provide a yardstick for developing realistic institution plans, budgets and a framework for monitoring & evaluation.
· To define the costs for the minimum priority services that are provided at the Local Government.
· To improve citizens' access to information on cost of services delivered.
· To empower citizens and communities to demand for services which are due to them at the appropriate standard and cost and to competently and effectively participate in the planning process.
· To enhance public service performance and accountability.
To improve financial reporting and compliance by Public Service Organizations against set standards at all levels.
To provide for uniformity and consistency in the delivery of services at the national and local levels.
To facilitate social and economic development through equitable allocation, access to and control of resources.

1.3. The principles for the design, application and monitoring of Service Delivery Standards are:
· Client focus: focusing on needs that reflect priorities/needs   of service recipients.
· Professionalism: adherence to the Public Service code of conduct and ethics, Professional code of conduct, exhibiting a high degree of competence and best practices.
· Transparency: openness about all the decisions and actions taken
· Accountability: public trust and responsibility for actions taken or not taken.
· Cost efficiency: optimal use of resources including time in attainment of service delivery objectives. This should include user charges where applicable.
· Effectiveness: achieving the intended results in terms of quality and quantity in accordance with set targets and performance standards for service delivery
· Participation: involving partners in the design, implementation, monitoring and evaluation of service delivery. These should include Government Institutions, Local Governments, Civil Society, Development Partners, the Private Sector and the general public.
· Equity: fair treatment to all customers irrespective of gender, race, religion, disability, ethnic background and political affiliation.

1.4. Considerations for documenting SDS included the following:
Vision of an organization; the appealing future dream of an organization.
Mandate of an organization; where the Entity derives the authority for the services they offer has to be agreed on and stated. 
Mission statement; the purpose and reason why an organization exists should be agreed on.
· Strategic objectives; the key business priorities that an organization intends to achieve in the long-term  in order to fulfil its mission  have to detail out.
· Specific objective; should be agreed on and aligned to the strategic objectives.
· Output:  the result of a product or service delivered by the organization has to be spelt out. Standard (in terms of performance  measures)
· Methodology for providing a service; explain how the organization intends to deliver its services.
· Inputs; (Basic infrastructure for providing a service), for example tools, equipment, buildings. What is required to deliver service or output should clearly be detailed out.
· Unit  cost; the cost of the identified  inputs for each service  delivery  standard
· The frequency of occurrence; of an activity in the methodology.
· Service delivery point; the specific number of points/venues at which a specific service would be delivered.

The above  considerations   were  reduced  into a template  for documenting  the costs for delivering  a specific  service  delivery  standard  of a particular output  as detailed  below:
Matrix   for documenting the costs of service delivery standards

	Service Description
	Service
Delivery
Standard
	Method
ology
	Inputs
	Cost per
Unit of
inputs
	Unit
	Frequency of Occurrence per year
	Service
Delivery
Points
	 aggregate
 cost of input

	Cost of  Service
Delivery  Standard (CSDS) (points in currency)
	



For ease of use, a version for the aggregate cost of service delivery standards has also been documented/produced for use by service recipients and providers.
1.8. Implementation of the Service Delivery Standards:
All MDAs & LGs shall be required to refer to the documented costs of the respective Service Delivery Standards in the course of the delivery of their services. An MDA or LG shall be responsible for the mainstreaming of these costs in service delivery standards in strategic planning and budgeting, implementation   and monitoring of service delivery.
Kitagwenda district local government shall continue to provide technical and functional support to MDAs & LGs across the different sectors in the implementation of their respective service deliver standards from time to time so as to build institutional capacity in adherence to the costs of standards in the delivery of services.
1.9. Periodic reporting on compliance to service delivery standards
All MDAs & LGs shall be required to track and report on the implementation of the costed service delivery standards on a quarterly basis. The reports shall be submitted to Kitagwenda district for consolidation into the annual report for the public service on the last day of May of every year. The report will highlight among others, trends in application of the costed service delivery standards, outline specific areas for interventions and make recommendations   for improvement.

1.10. Stakeholder arrangements implementing service
The various stakeholders/Institutions that will apply a major role in application of the service delivery standards is detailed in the table below:
	S/N
	Stakeholder
	Roles & Responsibilities

	1
	MoPS
	Technical support for review, development, documentation, costing, clearance for approval and application of service delivery standard quality assurance, National Service Delivery Standards.

	2
	Finance
	Integration of service delivery standards into program   budgeting system, identify and providing funding for implementation of SDS activities

	
	MoLG
	Advocate for  harmonization and conformity in the  application    of  service  delivery standards across Local Governments and to guide  LC6 to adhere  to the NSDS as they develop  their  plan and budgets

	
	Community Based Services
	To ensure that  issues of equity  and social inclusion  are mainstreamed   in the  SDS and to ensure that employer and workers adhere to the SDS

	
	Planning
	To set standards  for national  and decentralized   planning   in Uganda  and to ensure that  strategic plans are aligned

	
	OPM
	Integration  of costs of service delivery standard s into  the monitoring and     evaluation frame work and to apply  NSDS in the annual  government    annual  performance   assessment

	
	Audit
	Conduct financial and value for money audits in accordance with serost  standards.

	
	District Council
	Approval of budgets, apply SDS, approve plans & oversight

	
	All Sectors
	Reviewing,    developing,     documenting,      costing,    disseminating     and   implementing      service delivery  standards  at sector  and institutional    level.

	
	LLGs
	Implementation of national and sector service standards, design and implementation of Ie standards. And where necessary customizing  them to the unique needs of the Local Government

	
	Service    recipients     and    civil    society    Organizations
	Demand for quality service, provision of feedback on quality of services.

	
	Other  implementing    Partners                       
	Carry out  advocacy,   support   funding,    monitoring,    and  provide   feedback   on  the  quality services provided.

	
	
	



1.11. Checking compliance to Service Delivery Standards and monitoring their implementation in Local Government will be undertaken to: 
a) Identify constraints and gaps in provision of selected Government services offered by Service delivery facilities and determine the level ofvariance against set standards. 
b) Obtain reasons for variance and make recommendations for improvement in service delivery. 
c) Generate and disseminate information about services offered by selected service delivery facilities. 
d) Establish whether service recipients are satisfied with the trends in service delivery in terms of coverage, quantity, and quality, time and cost. 

FORMAT FOR SERVICE STANDARDS FOR LOCAL GOVERNMENT 
The Compendium is a result of discussions between the Technical Committee, the Line Ministries and representative local governments and contains the 10 priority costed service delivery standards for the nine service areas previously mentioned. Emphasis has been laid on areas which affect service delivery and key challenges to citizen satisfaction in local governments. The elements of the main result chain for each service area has been reduced into an abridged version of costed service delivery standrads for an updated version of Service Delivery Standards which includes the service point, service description, service delivery standards, annual operational costs and capital development. A detailed version of the costed standards that also inlcuses unit costs and frequency in the year and average unit costs are provided.

ABRIDGED AND COSTED SERVICE DELIVERY STANDARDS PER SERVICE AREA 
2.0 WATER DEPARTMENT
2.1 ABRIDGED STANDARDS
	Service Delivery Point 
	Service Description
	Standard of Delivery

	A. Objective: To Improve Provision of Clean Safe Water

	HLG, LLG, Rural Community
	Ensure functionality water sources
	· Functionality of an improved source: 100% at all times 
· Functional Water User Committee: Water source- 1:1 
· Water User Committee: women representation: 1: 50% 
· All Water user committees should have Operations and Maintenance Plan (O&MP)
· Rehabilitation of water source costing less than 3 currency points to be borne by community/users

	NWSC, Mo WE, HLG, LLG, Water service facilities, Umbrella Organization
	Providing clean and safe water in urban and rural
	Urban 
· Average walking distance to water point:0.2 km (urban) communities 
· Public tap standi water kiosk: Population size -1: 150 people 
· Price per 20 litre Jerry can at public stand point (PSP) - Ugx.50.
· Water Provision: - 25ltrs:lperson/day 
· Waiting time at a water source :30 minutes 
· All motorized and gravity flow schemes water providers should possess water use abstraction permits 
· Time taken to obtain water abstraction permit: 90 days from the date of receiving an application 
Rural 
· Average walking distance to a water point: at-most 1 km
· Waiting time at a water source: 30 minutes
· Water Provision: 25Itrs/capita/day 
· 1 safe clean water source per 200 people 
· All motorized and gravity flow schemes water providers should possess water use abstraction permits 
· Time taken to obtain water abstraction permit: 90 days from the date of receiving an application

	
	Quality Assurance
	· Every Rural Growth Center: Piped Water Scheme designed 
· Every RGC: Piped Water Scheme implemented 
· Quality and health safety test: 20% of the water sources tested once every quarter (rural). 
· Quality and health safety test: 100% of the water sources tested daily (urban) 
· Announced and unannounced inspections: once every month 
· Sensitize water users to collect water from safe sources such as hand pump/borehole; stand tap or GFS, once every quarter.

	
	Community Awareness and Sensitization
	· Community sensitization on clean, safe water and sanitation: quarterly 
· World Water day and World Hand washing day: celebrated annually

	B. Objective: To ensure sustainable provision and adherence to water supply and sanitation service standards.

	
	Regulation of water and sanitation services provision
	· All tariffs charged by the water utilities must be approved by the minister, sanitation service annually. 
· All standards of water services provision reviewed annually 
· Performance of water utilities must be reviewed and feedback provided quarterly 
· All water and sanitation utilities should have a valid three (3) performance contract, duly signed by the Minister 
· All water utilities should operate in their gazette areas. 
· Bi-annual publication of water and sanitation performance report of service providers
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