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Regulation No. 78/2016
A Regulation to provide for the Addis Ababa

City Government Complaint and Grievance
Submission, Investigation Decision and
Accountability
Whereas, it is stated under Article 21/2(h) of the
Revised Addis Ababa Charter Proclamation No.
361/2003 that the Mayor shall have the obligation to
accept and solve the complaint and grievance of the

public;

Whereas, it is found necessary to establish an office
to study the causes of the public complaints and
provide solutions so as to play strong role in the
course of maintaining good governance in the City
by assisting the Mayor as it would be improper to
demand the Mayor to handle the complaints arising

due to problems of good governance for that would
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limit him to daily practices rather than giving
strategic leadership to the City;

Whereas, it is found necessary to establish an
institution that accepts and studies complaints in
order to solve the mistakes and make the provision
of services effective that are caused by the provision
of services in some governmental offices and
development organizations of the City Government
due to the growth of the public need and

development of the City from time to time;

Whereas, it is found necessary to accelerate the
works of peace and good governance of the City by
providing the service without causing unnecessary
bureaucracy and discomfort to the customary
practices of development and good governance of
the public by decentralizing the services up to

wereda and ensuring its accessibility;

Now, therefore, in accordance with Articles
23(1)(f) of the Addis Ababa City Government
Revised Charter Proclamation No. 361/2003; and
Article 84 of the Addis Ababa City Government
Executive and Municipal Service Organs re-
establishment Proclamation No. 35/2012, the Addis
Ababa City Government Cabinet hereby issued this
regulation as follows.

PART ONE
GENERAL PROVISIONS
1. Short Title
This regulation may be cited as “The Addis Aaba

City Government Complaint and Grievance
Decision  and
Accountability Regulation No. 78/2016.”

Submission,  Investigation
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Mayor;

. “Superior Body” means the Mayor, Deputy

Mayor, the Cabinet which is run by those
higher leaders at City level; chief executive
officials of sub-city and Wereda and the
cabinet which is run by them and it may also

include federal institutions;

. “Sub-city” means the second administrative

stratum of the City;

. “Wereda” means the third administrative

stratum of the City;

. “Chief Executive” means the head who

administers  the  sub-city or  wereda
administration executive  structure  at

respective level;

. “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
the allocated budget of the City Government;

. “Head of an office” means a person

appointed by the Council or appropriate organ
at various levels to be the head of a bureau,
other executive office or public enterprise or
the deputy thereof or the person delegated in

writing to represent in his absence or under
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the circumstance where he

is unable to

perform his duties;

10.

“Head of the office” means a person

appointed or assumed by appropriate organs at

various levels to be the head of complaint and

grievance reception office at City, Sub-city or

‘wereda’ level or the deputy thereof or the

person delegated in writing to represent in his

absence to perform his duties;

11.

12.

13.

14.

“Civil Servant” means a person employed
permanently, temporarily or on contract
basis

in the public offices or public

enterprises of the City Government;

“Client” means any person or organization
or their representative that requests a service
from public offices or public enterprises

based on his right to have their services;

“Service Provision” means a duty carried
out by public offices or public enterprises so
as to fulfill the needs of the community or

execute obligations;

“Report” means an information submitted
through telephone, writing, orally or by any
other means to the public grievance and
complaint reception office regarding the
occurrence and presumed resource wastage
or disaster in the service provision by public
offices or public enterprises of the Addis
Ababa City Government;
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4. Gender Reference

In this regulation, unless the context requires

otherwise, any expression in the masculine

gender shall also include the feminine gender.

PART TWO
OBJECTIVE ESTABLISHMENT,

ACCOUNTABILITY ORGANIZATION

POWER AND DUTIES OF THE OFFICE

5. Objectives

This regulation shall have the following objectives:

1.

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;

. to prevent the commission of administrative

wrongs and errors by the public officials and
civil servants at different levels in relation to
the provision of service to the public, to set
procedure of accountability in cases where
such is committed;

to enable the existence of effective work by
creating ethical heads of office and civil

servants;

6. Establishment and Accountability

1.

Public grievance and complaint reception
office (hereinafter referred to as the “office”)
is hereby re-established by this regulation as
an organ having its own legal personality.

The public grievance and complaint reception
office established at city level shall be
accountable to the Mayor of the City

Government;
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3.

The public grievance and complaint reception
office established at Sub-city level shall be
accountable to the chief executive official of
the respective Sub-city and to the public
grievance and complaint reception office of
the City;

The public grievance and complaint reception
office established at ‘Wereda’ level, where
found necessary, shall be accountable to the
chief executive official of the respective
‘Weredas’ and to the public grievance and

complaint reception office of the Sub-city.

7. Organization

1.

The office shall have:

A. Head of the office;

B. Deputy head of the office ; and

C. Other necessary departments and
employees.

The head and deputy head of the office at

City level shall be appointed by the Mayor.

Heads of the grievance and complaint

reception offices of the Sub-city and

‘Wereda’ shall be appointed by the respective

chief executive officials.

The heads of the grievance and complaint

reception office at every level shall be

their educational,

appointed based on

professional and work experience
competence due to the special mission and
features of the institution; the details shall be
determined by directives;

The employment of deployed and newly
employed employees at every level of offices

shall be based on laws of the civil-service;
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additional criteria shall be prepared
regarding the special mission of the office;

the details shall be determined by directives.

. Power and Duties of the Office

Emanating from the 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. 35/2012, the public grievance

and complaint reception office shall have the

following powers and duties;

1. receive grievance or complaint or reports of
clients who claim to  encounter

administrative maltreatment due to failure of

officials or civil servant of a public office to

properly serve or pass decisions; pass a

decision towards taking corrective measure

after investigating and checking into their

case; notify the proposed decision to the

relevant organ; follow-up the
implementation thereof;

2. to give just decisions for presented
grievances and complaints on decisions
passed at every level the office shall
investigate by ordering the presentment of
documents and evidences thereof; where
necessary, it may call upon the witnesses to
appear in person for discussion;

3. with respect to the conditions of the problem,
present a relevant proposed decision to the
higher organ so as to take relevant corrective

measures regarding institutions /heads/ that don’t
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carry out decisions made; follow up

implementation of same upon approval;

4. upon investigating into the grievance,
complaint or report of a client against the
public office or head of the office or civil
servant in detail, the office shall submit to
the concerned body in the following manner
so that appropriate measure shall be taken to
tackle the problem:-

a. submit a proposed decision to the
Mayor, the chief executive officials of
the sub-city and ‘wereda’ where the
grievance or complaint caused by the
public office or head of the office is at
city, sub-city and‘wereda’ level
respectively; follow-up its

implementation;

b. submit a recommendation to the official
of the respective public office along with
the evidence thereof, with the view that
measure shall be taken by the head of the
office or discipline committee where the
grievance is against a civil servant;
follow-up its implementation;

c. where the fault entails criminal or civil
responsibility, submit the matter to the
respective justice bodies at every level
with the necessary measures to be taken;
follow-up its implementation;

d. without prejudice to the above stated

points, submit a proposed decision on
matters directed by a higher body or
matters that demand their decision after
investigating them as it may be

necessary.
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5.

8.

perform awareness creation activities about
grievance, complaint and report reception
procedure and system to civil servants,
officials, clients and other concerned
stakeholders;

create encumbering strategies and systems
upon identification and study of the causes
of grievance and complaint; submit it to the
concerned higher body as it may be
necessary; implement it upon approval;
information  about

keep an organized

submitted grievances, complaints and
reports;
work in coordination with the concerned

institutions.

9. Power and Duties of Head of the Office

Head of the Office shall have the following
powers and functions:-

Superiorly run and coordinate the office;
Prepare the annual work and budget plan of
the office; implement it upon approval;
Represent the office in its relationship with
third parties;

Effect payments in accordance with the
approved budget; check its effective
utilization;

Create cooperation with various institutions
so as to improve the grievance and complaint
submission, investigation decision and
accountability system; and work towards
ensuring good governance;

Organize the office with human resource and

materials.
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10. Power and Duty of the Deputy Head of the
Office

1. The deputy head of the office shall be
accountable to the head of the office;

2. Perform activities in the absence or incapacity
of the head;

3. Assist the head of the office in planning and
executing activities of the office;

4. Administer the duties of the work sector
effectively; submit up-to-date and relevant
report about its performance to the head of
the office;

5. Carry out other additional activities assigned
by the head of Office.

11. Matters not to be Considered by the Office
The following matters shall not be received and
considered by the public grievance and
complaint reception office established in

accordance with this regulation:

1. cases lodged and pending or cases presumed to
be lodged in regular courts of law and quasi-
judicial organs; decisions or orders given
thereof;

2. activities of criminal investigation being
undertaken by Ethics and anti-corruption
commission, ethical liaison units at different
levels, public prosecutor, police or auditor
general thereon;

3. matters decided by or pending with the
legislative council or standing committee of the
council, judicial

and public prosecutor

administrative councils;
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4. matters decided by or pending with the federal
institutions; or matters under the power of the
federal institutions;

5. even if the complaint or grievance falls within
the power of the office, where the matter is
pending with the public office and yet no final
decision is given thereof;

6. when it is certain that the institutions /heads/,
within the fixed time frame under this
regulation, didn’t give a decision or response
for the submitted grievance or complaint or
report except beyond one’s power, it shall be
considered as they are unwilling to do so and
the office at different levels shall investigate
and pass its own decision or may notify to the
concerned body to carry out what is necessary
after taking a measure that it is believed

necessary.

PART THREE
GRIEVANCE, COMPLAINT AND REPORT
SUBMITTAL, INVESTIGATION AND
APPEAL PROCEDURE

12. Grievance and Complaint Submittal
Procedure
1. A client who has grievance or complaint may
lodge it either in person or through his legal
representative orally or in writing; its submittal
shall be unambiguous, simple and necessarily not
requiring professional preparation;
2. The contents of grievance or complaint to be
submitted in writing shall be determined by

directive;
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3. Details of matters to be checked and ensured by
the offices at all levels to receive the grievance or
complaint of clients shall be determined by
directive;

4. The order of reviewing of a grievance or

complaint shall be determined by directive.

13. Report Submittal Procedure
1. Report shall be submitted on matters in
relation to service provision by a public
office or institution regarding the occurrence
and presumed resource wastage or presumed
disaster and the procedure for submission
shall be determined by directive;

2. The order of investigating a report shall be
determined by directive;
3 up on investigating a report, it shall be

confidential and in a way protect the safety of
individuals who submit the report; legal and
administrative measure shall be taken if

contrary to this has been committed.

14. Grievance
Procedure
1. Any grievances, complaints and reports at
‘wereda’, sub-city and city level shall be
considered first at the institution that
provides the service. However, if a client is
dissatisfied with the given response, he may
submit the case to the respective ‘wereda’
public grievance and complaint reception
office;

2. The client may submit the case to the

and Complaint Submittal

‘wereda’ chief executive official if he is
dissatisfied with the given response of the

‘wereda’ grievance and complaint office;
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3. The client may submit the case to the sub-city
grievance and complaint reception office if
he is dissatisfied with the decision of the
chief executive official of the ‘wereda’;

4. The client may submit the case to the sub-city

chief executive official if he is dissatisfied
with the decision of the sub-city grievance
and complaint reception office;

5. The client may submit his complaint to the
grievance and complaint reception office of
the City if he is dissatisfied with the decision
of the chief executive official of the sub-
city;

6. The decision of the grievance and complaint
reception office of the City shall be the final
one.

7. Without prejudice to the above stated points,
the client may submit his appeal to the Mayor
if he believes that the decision given by the
public grievance and complain reception
office has a basic fault and capable of
explaining it efficiently. The decision of the
Mayor shall be the final one at City level;

8. Without prejudice to the point under sub-
article 7, a client having a grievance about the
decision given by the public grievance and
complaint  reception office not being
implemented by the concerned body, shall
submit the case to the Mayor and enforce its
implementation.

15. Time Frame for Grievance and Complaint

Submission

1. Any individual or institution that claims
having an administrative grievance shall
submit his grievance or complaint to the
concerned public office within 30 days of
having the decision given by the concerned
organ unless facing a force majeure;
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16. Response to Grievance,

2. A Client who is dissatisfied with the decision
given by an institution shall submit his
complaint to the grievance and complaint
reception office at every level within 60 days
unless facing a force majeure;

3. The office shall pass a decision within 15

working days after receiving the complaint
of the client;

4. The above stated time frames under sub-article
1-2 shall not be applicable for submitting a
report and grievances and complaints lodged

and pending in other institutions in advance.

Complaint and
Report
1. The public office that receives a grievance,

complaint or report shall give a written

response within 10 working days after

investigating and examining the submitted
grievance , complaint or report unless facing

a force majeure;

2. The public grievance and complaint
reception office at all levels shall examine
the submitted grievance or complaint or
report of the public or client; and notify its
decision in writing to the client.

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

a. the submission date of the grievance or
complaint or the crux of the grievance
or complaint;

b. the grievance or complaint is duly
reviewed;

c. passed decision and findings obtained

through reviewing the process;
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d. a short explanation where the submitted
grievance or complaint is proved
inaccurate if it is said so;

e. it shall be clearly stated to whom a client
submit his grievance or complaint if he
is dissatisfied with the given decision or
response;

4. Except in compelling circumstances, in
accordance with this regulation, a response
to grievances, complaints and reports shall
be given within a time not exceeding ten
working days by all levels of grievance and
complaint reception office.

17. Taking Corrective Measure

Notwithstanding the administrative penalties,

where the grievance, complaint or report lodged

against a public office is found correct through a

decision, the public office thereof shall take one

or more of the following corrective measures
based on the gravity of the matter:

1. take corrective measure that makes the
committed fault or offence right during
service provision within 5 working days;
notify the result to the grievance and
complaint reception office at all levels;

2. explain the reasons for the occurrence of the
fault or offence; and give assurance to the
victims and to the public grievance and
complaint reception office at all levels that
such problem shall never happen in the
future;

3. request the victims for an apology for the

fault made or offence committed.
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PART FOUR
LEVELS AND TYPES OF
ADMINISTRATIVE FAULT

18. Types of Administrative Fault

1. Faults entailing simple administrative
penalties; and
2. Faults entailing rigorous administrative

penalties.

19. Simple Administrative Faults

The following shall be simple administrative

faults:

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

2. failure to disclose the procedure of a work,
prerequisites, service provision standards,
and other necessary information to the client
about services of the respective public
office;

3. submitting untimely performance report to
the concerned body;

4. absence from work without sufficient

reason, playing with computer games,
listening to music or hymn and leaving the
client during regular public office hours;

5. failure of officials and civil-servants at all
levels, due to negligence, to keep the laws,
facilities, and information necessary for the
job properly and in an organized manner;

6. failure to inform the problems encountered
in a work to the appropriate official or organ

immediately; without sufficient reason;



7% 18 k&N 194 JHM k¢ BE ar B 7 L 9.

Addis Negari Gazeta — No. 78 16" of June 2016 Ppage

.0 hNéAL PP PNYET 0P To? oLy

AT AT T
A

Afod o9 (FFATYTT

T2 MO

Ly Ri1do nrHlnst AN ANTS LR

PeAT IC Howqde, PNLT PAT®7 ANT
PhAT a0l 90 G -

#. hag AQT48L4P 74T

any  eelntacr hae  ANHSLEP  PEAT
LUTA-:-

5

)

e

by o

P

b

I

bED)]

. ANARSE DA G 9°AT Paovm-T:

1407 7 AN T @L9° AA-STT
NavAdh LI TTIANT ATSREP (124
S ISAE
e RT8L0G U7 e
0. ettt DC oo MG
@-A22FG  TONNT (oPd: A74 L4000
AT 4T wemC LI PAL.O9:
TINIRT AN @L9°  AAR4ETT
A0 AA"INTG1L: “QowGed:  avALA)
0 L9 o7 ANCT haavhm-T:
PIAILT A1 @LI° TUhRC U7 K
(1P @LI° CEATTIT R75.m4 “1L4°:
AFIADE 1°L0m@ AIANNT AL READP
OLI° AR avd. 097
TIAIL (Ih?? 0L9° (hNC

on oe9°

A1ANNT

QU7+ 000 ool av’j.l ®LI°
aoIA\NA:
PANGC 1 OCHTT  0f9° PCoviINT
7007 vr A o9 (CFAYT
NAoohrtA 09> AA“M0C  (00e- AL (1A
L ISAH

N 70+ o9 VNN PPy AL he+5
15T ALLCO POUTA NAN AwiC oL9°

20.

7. failure either intentionally or negligently to
cause the fulfillment of necessary inputs for a
job which are finished or not fulfilled;

8. committing any other breach of simple
administrative fault of equal status to those
specified here in above under this Article.

Rigorous Administrative Faults

The following shall be rigorous administrative

faults:

1. failure to give a written response to a client;

2. procrastinating cases, maltreatment of
clients and causing administrative grievance;

3. obstructing a work deliberately or
collaborating with others doing so;

4. creating an obstacle to the timely execution
of decisions and orders or not executing
them;

5. failure to properly serve, harassing, insulting
or failure to give the proper respect to the
public or clients that demand services;

6. deliberately concealing the document or file
of a client or negligently causing their
disappearance;

7. partiality or segregation in the provision of
service to a client;

8. denying a service to a client that he is
entitled either legally or procedurally;

9. committing wrong on the job by being
disobedient, negligent or intentionally

setting aside the working procedure or

policy of the government;

10. committing or failure to speak out or reveal

committed wrong procedures or actions that
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could cause a severe damage to the
government or public interest;

11. repeated absenteeism or non-observance of
office hours without sufficient reasons;

12. committing wrong on the job by receiving or
requesting a bribe, inducement or gift;

13. committing wrong on the job by committing
an act of theft or breach of trust, cheating or
fraudulent act;

14. abuse of power so as to commit wrong on
the job;

15. causing damage to be incurred against the
interest of the government or client by
intentionally or negligently giving wrong
professional comment, decision, or order
regarding government work;

16. causing damage to a client by refraining
from job responsibility set by the law or
procedure; or due to carelessness;

17. failure to provide service to a client in
accordance with the set standard /time,
quality and quantity/;

18. causing damage upon the client by
intentionally or negligently giving wrong
information;

19. deliberately or by negligence cause the client
pay inappropriate service charge;

20. deliberately or by negligence cause the client

not to pay the appropriate service charge;
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21. causing wrong on the interests of the client
and public through failure to promptly
respond to the legal orders given by officials
or legally authorized bodies at different
levels;

22. failure to give or disclose an information or
clarification to a client that are not identified
to be a secret;

23. causing wrong on the job by performing
activities of negotiations or brokery
regarding the services to be provided,;

24. repeatedly committing any one of the faults
stated under Articles15 of this regulation;

25. committing other faults similar and of equal
gravity with the rigorous administrative
faults specified under Article 16 of this

regulation.

PART FIVE
PUBLIC OFFICIALS AND EMPLOYEES
ACCOUNTABILITY AND PENALTY
DECISION

21. Accountability

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

1. ensuring supremacy of law by enabling public
offices of the City Government guided by work
procedure of transparency and accountability and
by taking corrective measure upon officials or
civil servants who commit fault;

2. satisfying interests of a client by making the
service delivery process of the public offices
efficient and effective through ensuring good

governance so as to accelerate development.
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22. Implementation of Accountability

1. Where the administrative wrong is caused due to
the disciplinary defect of the employee of the
service providing public office, the public

grievance and complaint reception office:

a. notify to the head of the respective office by
stating the findings; hence a measure to be
taken if the fault is punishable with simple
disciplinary penalty in accordance with this
regulation;

b. send evidences in writing to the disciplinary
and grievance committee, depending on the
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 the implementation of the

decisions stated under (a) and (b) above.

2. Where the administrative wrong is committed
by the head of the service providing public
office, the office shall:

a. submit its recommendation in writing, about
the accountability of the head by reviewing
the grievance or complaint lodged by a
client, to the Mayor at city level or to the
chief executive officials of the respective
sub-city and ‘Wereda’;

b. the shall  be
depending on the gravity of the fault, in

accountability effected,

accordance  with  the  accountability

procedure of the public officials;
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3. Any client or institution that submit a false
report, grievance and complaint or a fraud
document having the intention to benefit him or
others or deny others so as to obtain wealth and
property of the government or individuals
inappropriately; violates justice or tried to do so,
shall be held accountable in accordance with
relevant laws.

23. Classification of Administrative Penalties

1. The faults stated under Article 16 of this
regulation shall be classified as simple
administrative penalties;

2. The faults stated under Article 17 of this
regulation shall be classified as rigorous
administrative penalties.

24. Decision of Administrative Penalty

1. One who has committed either of the
administrative faults stated under Article 16 of
this regulation shall be penalized by simple
administrative penalty;

2. One who has committed either of the
administrative faults stated under Article 17 of
this regulation shall be penalized by rigorous
administrative penalty.

25. Execution of Administrative Penalties Decision

The administrative penalty shall be effective as of
the time when a written letter is given by the Mayor,
chief executive officials of the sub-city or ‘wereda’
or head of the public office, as the case may be, and

accepted by the concerned employee or head.

PART SIX

MISCELLANEQOUS PROVISIONS

26. Budget and Books of Account
1. The budget of the office shall be allocated by the

City Government;
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217.

28.

3. The office shall have complete books of account;

4. The books of account and money related
documents of the office shall be inspected by
the office of the General Auditor.

Property Administration
1. The office shall

necessary for its work;

have its own properties

2. The office shall administer and control its

properties responsibly.

Work Relationship of the Office with Other

Institution that carry out similar functions

1. The office shall follow-up and support the
practice of the bodies established in public
offices as to receive and review the
grievance of clients;

2. A client dissatisfied with the decision of the
complaint bodies in a public office shall
lodge his grievance or complaint to the
office at different levels;

3. The bodies that consider grievance and
complaint in a public office shall send a
report to the office about cases reviewed
and decided by them;

4. The office shall discuss with public offices
and public enterprises and put solutions

functions and

regarding carried out

encountered problems with respect to

lodging of grievance and complaint,
investigation decision and accountability;

5. Without prejudice to the above stated points,
work in cooperation with the concerned

institution if is found necessary.
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29. Duty to Cooperate

1. Every public service providing office or

public  enterprise  within the City
Government shall be duty bound to
cooperate regarding executing and the
execution of orders and decisions of the
public grievance and complaint reception
office;

2. Without prejudice to the administrative
penalties stated under part four of this
regulation, any top official or civil servant
of a public office who fails to cooperate in
the execution or hinder the execution or
obstruct the effort of the city government to
maintain good governance shall be held
accountable to the damage incurred by the
respective government office;

3. Any government office or public enterprise
requested in writing by the public grievance
and complaint reception offices at city or
sub-city or ‘woreda’ level to send an
explanation or information shall respond
within 5 working days being signed by the
head or deputy head.

30. Amending the Regulation

This regulation, as the case may be, may be
amended from time to time by the cabinet of
the city government.

31. Power to Issue Directive

The public grievance and complaint reception
office may issue necessary directives in order

to fully implement this regulation.
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32. Inapplicable Laws

1. Regulation No. 48/2012 is fully repealed and
substituted by this regulation;

2. Any regulation, directive or customary
practice, which is inconsistent with this
regulation, shall not be applicable on

matters covered under this regulation.

33. Effective Date
This regulation shall enter into force as of 17

day of June 2016.

Addis Ababa
16" Day of June, 2016

Diriba Kuma
Mayor of Addis Ababa City



