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WHEREAS, it is stated in the Constitution of the Federal
Democratic Republic of Ethiopia that there shall be
transparency and accountability in the conduct of public
affairs and every public official or employee shall be
accountable in case of failure to discharge his duties;

WHEREAS, it is found proper to promulgate detailed
execution law and procedure whereby grievances and
compliants of the public are submitted, investigated into and
promptly decided so that to enable promptly respond to
grievances raised by the customers, to make the service
delivery fast, just and accessible, to ensure fast development
of the Addis Ababa City Government;

WHEREAS, it is found necessary to frame law that enables
the accountability of officials and employee of public
offices to be series so that to ascertain continuity and
effectiveness of the change process underway within the
City Government and that attitude and practice of rent-
seeking shall be fully substituted by developmental attitude;
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WHEREAS, it has become necessary to alleviate the
execution problems encountered by directives issued to

handle public grievances and complaints;

WHEREAS, it has become necessary to ensure good-
governance by establishing a system which is transparent
and accountable and promptly responding to persons

presenting complaints;

NOW, THEREFORE, in accordance with Article 23(1) (f)
of the Revised Charter of Addis Ababa City Government
N0.361/2003 the Addis Ababa City

Government Cabinet hereby issued this regulation as

Proclamation

follows.
PART ONE
GENERAL PROVISIONS
1. Short Title

This Regulation may be cited as “The Addis Ababa

City Government Grievance and Compliant

Settlement Procedure and Accountability Regulation
No.48/ 2012”.

2. Definition
Unless the context
regulation:

requires otherwise in this

1. “City” means the Addis Ababa City;

2. “City government” means the Addis Ababa City
government;

3. “Mayor ” means the Mayor of Addis Ababa City ;

4. “Sub-city” means the second administrative
stratum of the City;

5. “Chief executive” means the Chief Executive
Officer of a sub-city;

6. “Public Office” means any office or public
enterprise of the City Government established as
an autonomous entity by a proclamation or
regulation and fully or partially financed by

budget of the City Government;
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7. “Senior Official” means a person appointed
by the Council or appropriate organ at various
levels to be head of Bureau, other executive
office or public enterprise or the deputy thereof
or the person delegated in writing to represent
in his absence or under the circumstances where
he is unable to perform his duties;

8. “Civil Servant” means a person employed
permanently, temporary or on contract basis in
the public offices or public enterprises of the

City Government;

9. “Report”™ means comment or information
submitted through telephone, writing , orally or
by any other means to the instant public
grievance and complaint hearing core process
regarding faults committed in the service
rendering and administrative wrongs by public
offices or public enterprise of the Addis Ababa

City Government;

10. “Public grievance and complaint hearing
core process' means a core process organized,
in accordance with this regulation, to execute
the procedure of grievance, complaint and
report submission to cater same at City and
Sub-city level;

11. “Complaint™ means any request by the client,
lodged to be seen again by the instant public
grievance and complaint hearing coreprocess,
who is dissatisfied with the decision given to
him by the official having responsibility to
investigate into grievance or by organ

established to settle grievances at different

levels of service seeking persons;
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otherwise, any expression in the masculine gender
shall also apply to the feminine gender.

PART TWO
OBJECTIVE AND PRINCIPLES OF
RESOLVIG GRIEVANCE AND COPLAINT

5. Objective

This regulation is based on the following objectives:

1. To cause improvement in the service delivery by
developing the culture of transparency and
accountability and maintaining good governance in
government office;

2. To prevent the commission of administrative
wrongs and errors by the public officials and civil
servants at different levels in relation to the service
rendered to the public; to set procedure of
accountability in case where such is committed;

3. To maintain good governance and to respond
promptly to the grievances and complaints
encountered thereof; to correct mistakes and

thereby make the service delivery effective;
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. w30 avmlf LT aodAhg® ArtSLC 5. To ensure public participation towards maintaining
ATLART PUANLANNT TATE TP good governance in public offices.
i owCPPT 6. Principles
Y L£70 oowld Po14C0 CONN PoJ P77 Any public official or civil servant who entertains
AAF 2T PETNPT POLeATTAL VT 090 public grievance, compliant and report to be lodged in
Wl E @f9° AL ANE4SET7 197001510 T accordance with this regulation shall discharge his duty
od 1 i 035 et 17 ooCP P T Thilte in accordance with the principles specified here under:
a0l LTCNTA:- 1. Right of the public to be heard,
V. €Al ERTIR T 2. Comfortability and Accessibility,
A PEVTS RGN 3. Currentand Problem solving,
. @PFRT TIAC LT 4. Honesty and impartially,
oo VPET WMATE UT ovhe-T 5. Transparency and accountability and
w. AmEERITT 1IN0 A 6. Ensuring Rule of law.
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The following shall constitute simple administrative
fault:

1. Failure to give prompt and sufficient decision or
response by checking grievances and complaints
logdged by the public or client for the first time;

2. Failure to disclose to the client the procedure of
work, prerequisites, standards, and other necessary
information to services of the respective public
office;

3. Submitting inappropriate or untimely performance

report to the concerned body;
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4. Performing private work during regular office hours,
playing computer game, listening music or going to
cafeteria leaving the customer in office;

5. Failure of officials and civil servants at different
level, due to negligence, to keep properly and in
organized manner the laws, facilities, and
information necessary for the job;

6. Failure, without sufficient reason, to inform
immediately the problems encountered in office to
the appropriate official or organ;

7. Failure either intentionally or negligently to cause
the fulfillment of the necessary imput for the job
which are finished or not fulfilled,

8. Failure to disclose or inform the performance of

improper function within the office;

9. Committing any breach of simple administrative
fault of equal status to those specified hereinabove
under this Article.

9. Rigorous Administrative Faults

The following shall constitute rigorous administrative

fault:

1. Deliberately procrastinating cases or mistreatment
of clients;

2. Deliberately obstructing work or collaborating with
others so doing;

3. Creating an obstacle to the timely execution of
decisions or orders or reluctance to execute same;

4. Failure to properly serve the public or clients,
harassing, insulting, or failure to give the proper
respect to the public or clients;

5. Deliberately concealing document or file of the
client or negligently causing disappearance of same;

6. Partiality or segregation in the service rendered to
the clients;

7. Denying or preventing from getting service to a
client legally or procedurally entitled to such
service;

8. Committing wrong on the job by being disobedient,
negligent or tardy or by intentionally setting aside
working procedure or government policy;
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TP, o390t e 4L PFAAT 00 P RO eP-T 13. Causing damage to be incurred against interest of
DOLI® AL ®LI° TANN ONovam T Noo3 0T the state or the client by giving wrong
0L (AL TPI° AL 18T AILLCH professional comment, decision, or order in
LITAH relation to government work;
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N-F1ADIL AL (1A “1L40¢ to carelessness;
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TR APA AT Laow e personal benefit, careless handling of property of
0 &9 ITATT ANATT WHESEL the respective office, or negligently causing
REXAL deterioration of same;

. feehef AT POT 0L POLT enliiir 16. Concealing, hiding, or stealing resource or
wRNP OLT whlP: property of the respective office;

TZ. PooOéf 07 10T 04T a%1Lavplta- 17. Transferring resource and property of the
KAUA AAAE. oot respective office to irrelevant body;
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hQavl.p9°: quality, and quantity;
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AL ST 1L 40 information;
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NEe W7 AN w89 AT A7SheA inappropriate service charge;
et 22. Failure to execute or promptly respond to the
48 (PLLH@- MA- RewlCF 0090 10T AN legal orders given by officials or bodies legally
Wt Fa- AT AcLOme DT O authorized at different levels;
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client;
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hOav)0b:
secret;
ZE. N.0m RIADCET AL PIILLLEC OLI° 25. Performing function of negotiation or brokery in
PLAA NG NGO relation to the services to be rendered;

26. Committing for the second time or repeatedly any
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AvATE L 0L9° (1HL.DD9Y avd 99°:

one of the faults stated under Article 8 of this
Regulation;
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gravity with the rigorous administrative faults
specified under this Article.
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1. A public grievance and compliant hearing core
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process, in charge of receiving, investigating into and
deciding or submitting opinion of decision on
complaint, grievance and report of the clients, is
hereby established at City and Sub-city level;

2. The core process shall have the officials and

€. e ALEP Al hDLAL U

BALPTG oA CEeI R employees necessary for the job.
15, 1meqrt 11. Accountability

b, " 248 O1LLEm Pl Pod ARG 1. The public grievance and compliant hearing core
Al Aoy [ JPA v el Tmérk process established at City level shall be
Ato- 070 LUPTA: accountable to Mayor of the City;

€. 0hsa D177 R4S CTREEm Pt bé- 2. The public grievance and compliant hearing core
AT Ak A" PPN A X o T\ YA process established at Sub-city level shall be
aAnea WMo PT e ANEYT RS accountable to the Chief Executive of the respective
AT 7@ CUNN Pl AT AMES A7 Phe- Sub-city and the core process at City level;

Y2 LWPTA:
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the Chief Executive of the respective Sub-city.
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12.

1. Receive clients coming

. Up on

| . : b . l
lai .

Emanating from power of the Mayor as stated under
the Addis Ababa City Government Revised Charter
Proclamation No. 361/2003 and The Addis Ababa
City Government Executive and Municipal Service
Organs Re-establishment Proclamation No. 15/2009
the public grievance and compliant hearing core
process shall have the following powers and
functions:

to the core process
demanding justice due to failure of officical or civil
servant of public office to properly serve or pass
decision; pass decision towards taking corrective
measure after investigating into and checking their
case;

. In the course of investigating into and checking

complaints on services or decisions of officials or
civil servants of public offices the core process shall
look into or order for the presentment of
documents and evidences related thereof; where
necessary, it may call up on the witnesses to
appear in person for discussion;

investigating in to and checking the
complaint, grievance or report of the client against
the official or civil servant of the respective office,
submit to the concerned body in the following
manner so that appropriate measure shall be taken to
tackle the problem:

a. submit his recommendation to the Mayor or

Chief Executive of the respective Sub-city, as
the case may be, where the act pertains to the
official of the public office;

b. where the grievance is against a civil servant,
submit his recommendation to the official of the
respective public office, along with the evidences
thereof, with the view that measure shall be taken
by the official or discipline committee; follow
up the execution thereof;
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. Submit

c. Where the fault entails criminal or civil
responsibility, submit the matter to the Justice
Bureau at City level and to the Justice Office of
the respective Sub-city at Sub-city level with the
view that necessary measure to be taken; follow

up the execution thereof.

. Introduce the grievance, compliant and report

reception procedure and system to the clients, civil
servants and officials;

. Organize and keep consolidated data of grievances,

compliants, and reports and the consequences
thereof;

timely report of performance and
effectiveness of the core process to the concerned

bodies of the government;

. Submit recommendation to the concerned body

upon identification and study of causes of the

grievance and compliant;

. Render advisory service and training to the

concerned bodies with the view to avoid problem of

grievance and compliant from the source.

13. Matters not to be Heard by Public Grievance and

Compliant Hearing Core Process

1. The following matters may not be received and

heard by the public grievance and compliant hearing

core process established in accordance with this

Regulation:

a. Cases lodged and pending in regular courts of
law and quasi-judicial organs; decisions or

orders given thereof;

b. Activities of criminal investigation being
undertaken by Ethics and Anti Corruption
Commission, ethics liaison units at different
levels, public prosecutor, police or auditor

general thereon;



1 ZFF KR40 196 oA £PC 9% oI £ +7 END 990

Addis Negari Gazzete No.48 29" March 2012 Page 503

d. W7 hospo- °NC 0+ 9 hor-b:
NS%TS  MAP0eT v AdTSLC
MAPT  (ovge AL PA. @LY°

P AT ALL hLTAY::
.0y A7rPx 100 AFPER (B) (V) — (dh)
LM, .TCI° P26 1871 PPN Pé
Al G  PB™ ool P (LT PAIANNT
AT 3 mlFo7 ALHTor VIS V-

e & T DAL T B o D A | L T TN S o P 2
o AN hewt  PLJer: A0ET0FT
P07 (AN VIR PP ACPR

AT%.00% AN PPAT7 A“lanphtar AMA

A.LPCN LTAA::

hed A0t
Pl P AT kI A7 Pre LRT
Phé.909° hG hdidA £27-22Co%T

18. P61 W EFT TH7? APedANT hoAd7

8. NAP&IT AlEF APLLA 11-CHT

V.96 oL AlkS an+45¢
AVEI 07 09 Pt (O LI
NVIP oha A7 1PN 0L9° 1605
ALPCAN LTFANT APLLO9°  Nd: PAAG
PL PlAov-f OGTLT PULmeP o7
hLSCNT9°::

A PPLI L9 AllI AbELN NAdhd
Po2eCAO Dy (HNIEe- 2 AL APCA
eorA 1T 6 TICTT av N RANCT:-

bPod 0L9° Al CLdmlNT7
PANANNC T NEAGT  AMANNCT
O Wi sd  oL9° P4 N9t
[ A0 B o L9° Al m,

PAm-

PPLNNT7 PT 140

c. Matters decided by or pending with the
standing committee of the legislative Council,
judicial  administrative  council,  public

prosecutor administrative council.

2. Notwithstanding the provision of sub-article (1) (a) —
(c) of this Article, the core process may submit its
opinion, up on investigation, to the concerned body
with the view that proper legal measure shall be
taken where it believes that the grievance, complaint
or report is lodged for the service rendered is in

violation of legal as well as constitutional rights.

PART FIVE

EXECUTION AND SUBMITTAL PROCEDURE OF
PUBLIC GRIEVANCE AND COMPLIANT
HEARING CORE PROCESS
14. Submittal and Decision of Gri i

and Report

1. Procedure of grievance and compliant submittal
a. A client who has grievance or compliant may
lodge it either in person or through his legal
representative orally or in writing; its submittal
shall be unambigous, simple and necessarily not
requiring preparation by a professional.
b. Where the grievance or compliant is to be
submitted in writing, it shall contain the
following facts:

1. Name of service section that caused the
grievance or complaint and service
rendering civil servant or official

thereof;
2. Main issue of the grievance or the

complaint;
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action took place.

c. Where the core process at all levels receives

grievance or compliant, it shall ensure that :

1. it is submitted in the proper form of
grievance or compliant and the necessary
support is provided to the clients as regard
filling the form;

2. appropriate information, if any, is accurately
filled in the form;

3. theme of the grievance or compliant is
identified and stated:;

4. date and time of submittal is stated and
registered and that confirmation is given to
the client;

5. the time of response is disclosed to the
client.

d. Reviewing of grievance or compliant shall be
in accordance with the following order:
1. Discussion with the client, as it may be

necessary;

2. Talking to concerned bodies, individuals
and where necessary, representatives of the
public and receiving briefs orally or in
writing;

3. He may review the grievance or compliant
in person being present at the area or office
where the grievance or compliant

originated.
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2. Procedure of Report Submission
be

administrative grievance in relation to services

Report  shall submitted on matters of

rendered by the specific public office or institution,
faults committed in the course of rendering service
and other similar activities and the procedure for

such submission shall be as follows:
a. A client having report may submit it orally,
in writing, on telephone, fax, E-mail and

such like means;

b.  Where the report is submitted the following
shall be stated:
1. name of service section where the report took
place and the civil servant or official thereof;
2. main issue of the report;
3. supporting evidences, if any;
4. Date and place where the cause of action took
place.
c. Where the core process at all levels receives a
report; it shall ensure that:
1. Theme of the report is identified and stated;
2. Receive appropriate information, if any;
3. Confirmation is given to the client by stating
the date and time of submittal of the report

based up on the submittal thereof.

15. Response to Grievance, Compliant or Report

1. The public grievance and compliant hearing core
process at all levels shall disclose, who has
lodged, its decision up on the grievance,
complaint or report lodged by the public or
client;

2. The decision shall be disclosed in writing to the
one who submitted grievance , compliant or
report, as may be appropriate;

3. Any decision to be disclosed in writing shall
contain the following :

a. The grievance or compliant reached to the
core process in accordance with this
regulation,
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Notwithstanding the administrative penalties stated
under part six of this Regulation, where the
grievance, complaint or report lodged is found
correct, the public office thereof shall take one or
more, based on gravity of the matter, of the the
following corrective measures:
1. request apology for the error done, offence
committed or weakness observed thereon;
2. explain the reason why the error, offence or
weakness thereof is occurred;
3. Give assurance that such problem shall never
happen in the future;
4. take a measure that enables correcting the

fault or offence committed.
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PART SIX

ACCOUNTABILITY AND PENALTY OF PULIC

QFFICIALS AND EMPLOYEES

17. QObjective of Accountability

1.

18. Implemen

1.

2.

o o0 o

Accountability of the public officials and
employees shall have the following objectives:-

Taking corrective measure upon the officials or
employee who committed fault or wrong so that
the public offices of the City Government will be
guided by the work procedures of transparency

and accountability;

. Satisfying interest of clients by making the service

delivery process of public offices efficient and

effective;

. Ensuring rule of law, fast development, and good

governance within public offices of the City
Government.

ion of A n
Where the administrative wrong is caused due to

disciplinary defect of employee of the service

rendering public office, the public grievance and

complaint hearing core process shall:

a. Submit to head of the respective office, in
writing, its recommendation if the fault is
punishable with simple disciplinary penalty in
accordance with this Regulation;

b. Send evidences, in writing, to the discipline
committee, depending on character of the
office, of the respective public office with the
view that disciplinary case shall be instituted
if the administrative fault is punishable with
rigorous disciplinary penalty in accordance
with this Regulation;

c. Follow up execution of the decision thereof.
The disciplinary charge the core process institutes
against the employee shall contain the following:

Name of the accused

Details of the fault

Place and time where the fault is committed

Legal provision violated

Detail of evidences, and

Evidences of the plaintiff.
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3. Where the administrative wrong is committed by
head of the service rendering public office, the
core process shall:

a. Submit its recommendation of accountability
of the head by reviewing the grievance or
complaint lodged by the client, in writing, to
the Mayor or Chief Executive of the respective
Sub-city, as the case may be;

b. The accountability, based on gravity of the
fault, shall be one of the following penalties:
a) Oral warning;
b) Written warning;
c) Fine up to one month’s salary;
d) Fine up to three months’ salary;
e) Removal from position;

f) Dismissal from public office.

19. Classificat] : - . i

1. The penalties specified under Article 18(2) b (a) —

(c) of this Regulation shall be classified as simple
administrative penalty;

2. The penalties specified under Article 18(2) b (d)-

(f) of this Regulation shall be classified as

rigorous administrative penalty.

20. Administrative penalty

1. One who has commited either of the
administrative faults stated under Article 8 of this
Regulation shall be penalized by simple
administrative penality;

2. One who has committed either of the
administrative faults stated under Article 9 of this
Regulation shall be penalized by rigorous
administrative penalty.

21. EXx ion of Administrative Penal

The administrative penalty shall be effective as of the
time when a written letter is given by the Mayor,
Chief Executive of sub-city or head of the public
office, as the case may be, to the concerned head or

employee.
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23.

1.

imilar Uunits of Grievan n mplaint

The core process shall follow up and support the
compliant units established to receive and review
complaint of clients in the public offices;

A client not satisfied with the decision of the
complaint unit in the public offices shall lodge his
complaint or grievance to the core process;

The complaint units in the public offices shall
submit report on the matters reviewed and decided
thereof to the core process;

The core process shall discuss with public offices
and public enterprises and put solution regarding
functions and problems encountered in relation to
the system of lodging and resolution of complaint
and grievance.

D -oper

Every public service rendering office or public
enterprise within the City Government shall be
duty bound to co-operate regarding the execution
of decisions or orders of the public complaint and
grievance hearing core process;

Any top official or civil servant of public office
who fails to co-operate in the execution or hinder
the execution or obstruct effort of the City
Government to maintain good governance shall be
accountable to the damage incurred by the
respective government office;

Any government office or public enterprise
requested in writing by the core process at City or
Sub-city level to send explanation or information
shall respond within 5 working days being signed

by the head or deputy head.
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24,

25.

26.

27.

28.

Support. follow- up and report
Office of the Mayor of the City and Chief Executive

of Sub-city shall be responsible to follow- up and
provide support in such a way that this regulation is
properly put into practice in all government offices
and public enterprises.
Amendment
This Regulation, as the case may be, may be
amended from time to time by the Cabinet of the
City Government.

.
Office of the Mayor may issue directives necessary

in order to fully implement this Regulation.

Inapplicable Law

No regulation, Directive or Practice inconsistent with
this Regulation, shall be applicable in respect of
matters provided for herein.

Effective date
This regulation shall enter into force as of the date of

its publication in the Addis Negari Gazeta.

Addis Ababa
29" day of March, 2012

Kuma Demeksa
Mayor of Addis Ababa City



