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FOREWORD

This Charter is in conformity with our mandate and defines the purpose
and values of New Juaben South Municipal Assembly. In this Charter,
we have stated who we are, what we do and what we expect from the
public (our clients). The Service Charter also clearly spells out the service

standards you can expect in dealing with us.

The New Juaben South Municipal Assembly is committed to improving the
standard of living of the people. This can be achieved through empowering

the human resource and transformation of the Private-Informal Sector.

We believe our goals can be best achieved if we work with stakeholders as
partners. We have therefore developed the Charter to guide the process
to ensure that stakeholders have a framework for service delivery. The

Charter will be reviewed periodically.

We have ensured that the Charter specifies standards for all our essential
services, their delivery standards and the rights and responsibilities of
both parties and how stakeholders should access the service provided

and what service levels to expect.

Coordinating Director

New Juaben South Municipal Assembly



1.0 INTRODUCTION

This Client Service Charter (CSC) presents our commitment to provide
all our esteemed clients with quality services and provides standards to
measure our performance. It also provides employees with clear standards
in service excellence to strive for and to achieve the Municipal Assembly’s
Vision and Values.

The Client Service Charter highlights clearly our services and their delivery
standards; specifies delivery time periods when related services are
accomplished; the processes and procedures to follow when engaging us
to deliver specific services.

It further spells out basic requirements needed as supporting evidence/
attachment to facilitate a delightful execution of service tasks; chargeable
fees (where necessary) when accessing particular service and defines
what the public can expect from us. The document states how to
communicate feedback on any of our services.

1.1 PROFILE

The New Juaben South Municipal Assembly was created by Legislative
Instrument 2301 in 2017 when the northern portion was carved out to
form the New Juaben North Municipal Assembly.

New Juaben South Municipal Assembly as one of the thirty-three (33)
Assemblies in the Eastern Region covers a land area of 60 square
kilometers. It shares boundaries in the north with New Juaben North
Municipal Assembly, in the south-east it is boarded by Akwapim North
Municipal and Yilo Krobo Municipal to the east.

The 2021 population of the Municipality is projected as 239,526 with a
growth rate of 2.5 percent. The gender split is 117,987 (49.3%) males
and 121,539 (50.7%) female. The population is predominantly urban
with about 93.3 percent of the population living in urban localities. The
municipality has a sex ratio of 100 females to 93 males.



THE VISION AND VALUES OF NEW JUABEN SOUTH
MUNICIPAL ASSEMBLY

The Municipality is committed to the following Vision and Values.

1.2 Vision
To be the number one local government institution fostering economic
prosperity for the people.

1.3 Core Values

In line with the Municipal Assembly’s Vision, the following are intrinsic in
our activities;

+ Client sensitivity:
We are dedicated to serve our clients and the general public

* Accountability:
We are responsible to the people and the State

* Integrity:
We work with honesty

* Results oriented:
We focus on results to make the Municipality a better place to live

+ Community driven:
Our activities and programmes are based on the needs and
expectations of our communities

1.4 Mission

The New Juaben South Municipal Assembly exists to improve the
socio-economic well-being of the people through efficient and reliable
provision of services operating in transparent and accountable local
governance.



1.5 CORE FUNCTIONS

The Assembly is the highest administrative and political authority in the
municipality. It exercises deliberative, legislative and executive functions.
The Assembly derives its broad functions from Section 12 of the Local
Governance Act, 2016 (Act 936) and L.I 2301, which mandates NJSMA to
perform the following core functions;

* Exercise political and administrative authority in the Municipality;

* Promote local economic development; and provide guidance,
give direction to and supervise other administrative authorities
in the Municipality;

* Responsible for the overall development of the Municipality;

* Formulate and execute plans, programmes and strategies for
the effective mobilisation of the resources necessary for the overall
development of the Municipality;

* Promote and support productive activity and social development in the
Municipality and remove any obstacles to initiative and development;

* Initiate programmes for the development of basic infrastructure and
provide works and services in the Municipality;

* Be responsible for the development, improvement and management of
human settlements and the environment in the Municipality;

* In co-operation with the appropriate national and local security agencies,
be responsible for the maintenance of security and public safety in the
Municipality;

+ Perform any other functions that may be provided under another
enactment.



2.0 ORGANIZATIONAL ARRANGEMENT/GOVERNANCE
STRUCTURE

The following Departments exist in accordance with L.I 1961

. Central Administration Department

. Finance Department

. Education Department

. Health Department

. Agriculture Department

. Physical Planning Department

. Department of Social Welfare & Community Development

. Works Department

. Department of Urban Roads

. Transport Department

. Natural Resources, Conservation and Forestry Department
. National Disaster Preventive and Management Department
. Department of Trade and Industry

. Human Resource Department

. Department of Statistics

2.1  Specialized Units of the NJSMA

. Municipal Planning and Coordinating Unit
. Public Relations Complaints Committee

. Client Service Unit

. Internal Audit Unit

. Environmental Health Unit



‘'sbuime.p
Bunjiom /ainjo8}yose pasiopus Jo
18S () Anoy} ‘pasiopud AInp ue|d
al1S panoudde ‘(uoissiwwon
Spue] WoJyj 8)ealilien)
uonesisibay sjilL pue’)
diysieumo puej Jo 82UBPINS
:SJUBWINO0P BUIMO||0} BY} YyoBNY =
"Juswuedaq buluue|d
[ea1sAyg wouy , | wio-, uoneolddy
Hwad wewdojanaq 819|dwo?) «
921140 SIUN022Y
wou} (10x0el) wioy uoneondde
nwiad Buipjing a4iNboy »
Jane| uoneoldde ue ywgng =

901JJO Yse syl woJj ps1os||od
aq 0] 1dieoa. ajeudoiddy =
"UoIIN|OSaY =
Buixi4 @94 ayj ul payoads
99} Jo swAed sayew juslD) =
"uoneI0|
ssauisng ‘N|L ‘©¥edyiua)
uonelsodioou| ssauisng
‘Alreuoneu jo jooud ‘ssauisnq
JO BWeu :Ss|iejap payoene yium
wii0)/1818| uoneoldde ue JwAgnS =
wuoy Auinbua a0 |11 pue XoId =

YIOM YoJeasal
10} JUBSBW S| UOIBWIOJUI BIBYM
Jana| Aiojonpouiul ue yoepy =
wJoy Ainbua ua1j0 UNo |ji4 =
lane| 1senbal passalppe
Aj@reudoidde ywgng =

SLIN3ITO NOYA

(S) LNaIW3HIND3Y

"Jaquinu ywuad o110ads yim panssi
aq |!M Hwiad ‘uaAib si jleaosdde a1oyp\ =
jueoidde
By} 0} pajedIuNWWod aq |leys (paiiajep
10 pasnjal ‘paroidde) sopiwWOD
Buiuue|d feneds ayy Jo uoisiDaq =
suibaq sse204d uoneolddy =
‘'SYJOM = uoneondde jo 1diedal Jo Juedldde AJloN =
Juawedsp SJUBWINJOOP PayoeHe MBINSY = sheq Hwiad juswdojanaq
Buiuue|d [eoisAyd = 1senbal 1a1s16a1 pue anleoay = Bunjiom Qg /Buipjing jo uonisinboy €

9]BOI11JBD SSBUISN YlIM panss| Judl|D) =
wswabeue Aq
paubis pue pajulid 81eo1iad uonelsiboy =
1dieoal
spwqgns pue juswAed sayew jusl|) =
passao0.d sjuswnooq =
SJUBWNOOP POMBINSI YOBNY =
uone.nsibai Aeq
90UBUI » ssauisnq Jo} uoneoldde jo 1dieoay = Buppom | ssauisng Jo uoneJisibay 2

‘uoiewIojul/esuodsal
aysinbal yum 1senbal 0} puodsoy =

Aressooau uaym Bunesw e 1o} }senboy = Alquessy

Sjuswiedaq juens)al ay1 Jo sswwelboid pue

uonensiuIwpy By} WOJ} UOIBWIOJUI MBIABI PUB 8]e[|0)) = sAep SOI}IAI}OB UO UOIBW.IOUI
[BJjuUY) = 1senbal Jo 1diadal abpajMouNOy = Bunjiom g UlIM SI18p|oyaXels apInoId |

IN3NLHVd3d JINVvd4d
319ISNOdS3Y $3SS3004d ANV 3dNd3004dd JINIL J0IAH3S

SAAVANYVLS IDIAYIS ANV SIDIAYIS HNO 0°¢



‘pJed jewsndeq
1o Buiybram ou aney noA aieym
WO} UOIeIR|o8p pue HABPIYY =
pJed [ewsndeg
10 pJeod Buiybiam e yoeny =
w0} e 819|dwod pue }oid =

pJed Buiybiom e yoeny =

(V wiod)
w0} e 819|dwod pue }oid =

92140
yseo ay} woJj 1diedal 109]|0D =
‘A1obaeo ssauisng ayy Aq
paulw.alap pue ‘Buixyy 88} ayy ul
pajels se JuswAied sayew jusl|) =
pals SI ssauIsng 8y}
a1aym Ha ‘uoneoo| ssauisng ‘NIL
‘Alreuoneu jo jooud ‘ssauisng Jo
dWeU :|iejap payoene ue Juagns .
wuoy Auinbua a0 |11 pue o1 =

Nuwed

J1oj 1di9oai uswAed ywagns =
"0)8 Jlodsay Jusuwissassy joedu|
olyjel] ‘uoday [BoIUYI8]08E)
‘Uoday j10S/182160]0IpAH

‘Uoday all{ Hulied Y43 apnjoul
sjuswalinbal [euonippe ‘salljioe}
Jasn 211gnd Jayj0 pue |e1oJawwod
‘sainjonis Aai0}s jnw 104

Ansiboy
Sylee( pue syuig =

Hun @nuanay
Jluswiedaq
SUNOJDY =

panssi pue paubis si 81eolILe) yuig

paJalsibal
pue paAladal Y Wio4 pajejdwon

(e044) @8} ON

panssi pue paubis SI 81eo1}1I80 yuig

paiajsibal
pue paAlgdal iy Wio4 pas|dwo)

HwJad

uoneJtado ssauisng Yim panssi jual|n

uswnoop Buixiy

-89} 8y} woJj palien Alobajeo ssauisng

1digoal

spwgns pue juswAed sayew jusl|)
suibag buissaooid sjuswinooqg
PaOMaINSJ SJUBWINJOP pPaydeny
92INIBS

10} Juswiuedep sjendoidde 0} pajoalIq

wuo} Annbus anleosy

shAep
Bujiom
oL-¢

(sulw 02)
Aep |

shAep
Bujiom g

Jeak (1) suo anoqy
s8lqeq 10j sjedyied yuig -

syuow g|
pue Aep | usemjeq saigeq -
10} 8jed|IeD yuig

(dog) Hwiad Bunesado
ssauIsNg JO 80UeNSS|

v



1diedal
puewap pue uonnjosal buixiy 88}
By}l Ul pajels se Juswhed oye =
Buiusaios
yieay Joj uosiad ui Jussaid
aq pue Jaysibal 1snwi sl =

"20reds Jo uoneooje 1o}
Aisyawad ay) 1e 1disdal ywgng =
1diedal
puewap pue juswAed a)e| =
‘Ansibay
yreaq pue yuig Jo Ayjioey yyesy
B woJj JwJad [eunq apinoid =

‘'sAep / Jaye pasindo0o
yreap aloym juswAed axel) =
91B01}11190
1au0.09 10 yjeap JO 8SNed =
JO 912111480 [BJIpaW HWQNS =

I=RINIET)
3oid pue swAed ayel\ =
"1091100 S| PAPI0IAI UOIBWIOoUI
BulAyeo g, wioj ubis =
g, wio4 uodal
uoneJisibal yreap a10|dwo) =
91e01}11490
1au0409 10 yieap Jo asned
JO 912111480 [BOIpaW HWQNS =

11

wewuedaq
yiyesH pue

HuN YesH
[elUBWUOIIAUT

nun yiesH
[elUBWUOIIAUT

Ansibey
syiesQ pue yuig

podal

1uswAed jo 1diooal anss|
slo|puey

‘sosiwa.d Bunes

[le 1e "0}8 Bulusaios poo} ‘Alojes pooy
‘aualbAH pooJ ‘senssi paje|al-yijeay uo
uoneziysuas o1ignd s3onpuod A|quIassy =

‘9oeds JO uoneoo|e

10} (Jenq Ausjewaa Jo abieyo-ul 4821440)

uOIXas 8y} 0} paseajal s 1disoay
JuswAed Joj 1diaoal anss|
Hwad [elnq o uoneolyLsA

1uaIjo 0} Nwiad [eung anss|
apew

S| JuswAed Jaye ywiad [eunq sse20.d
uodal [eaipaw Jo Aloiuayine ay} AJLISA =

"Pa1Ind20 Yyieap aiaym JoLISIp 8y} apIsino
S| [eunq alaym (898} paquosald e 1oy})
9]1ed1J1118d ylesp J0 yiesp JO JoulsIp 8y}

ul SI [eung aJaym panssi Si jwlad [eung =

uewlopul Ag paubis pue syieaq
‘uona|dwod o}

PaMaIAIBIUI S| JUBWIOJU|

[eoIpaW |NJSS800NS JaYe 8]BIIII8D aNss| =

poo} 1o} Buiusalos [eolpawW 10NPUO)) =

10 J91sIbay 8y} Olul paisjud UoeWIOoU| =

.g, wio4 uodal uonessibal yesp anss| =

shAep
Buppiom g

Aep
Buppom |

Aep
Bunjiom |

suIw 0z
Juejsu|

:Auanoe/ewwesbold
Alqwasse ue sy

91BOILISD YlesH
10pusp poo4 Jo souenss|

aoeds aAelK) JO 8ouUenss|

Jwiad [eung Jo aouenss|

a1BolINe)
yjea( JO aduenss|

9



12

"Jo)SIuUIW papezeb e pue yoinyd pasudll|
B 0} 8)eol}I99 8y} sjuasaid sl D
"9sual| abelseW panssi s Jualo pouad
Aep-|z ay1 Jaye uonisoddo ou s a1y J|

9oud|| abesew dn 3oid = "HNOD
uonN|josal 0} paaoo.d ‘uonoslqo pifeA e sl aiay} §| =
Buixiy-08) 8y} Ul pajels se a91}0 ‘POAISOal S|
yseo ay) 1e 99} buissaooid Aed = uo1oaIqo pifeA ou §i panssi aq ||IM asudl|
sainjoid podssed uoneolgnd abeuew Jo SAep |g JaNY =
18U} UIM 9pIS YoBa WOJ) SSOUIIM (seoed 21jgnd Jayj0 pue pleoq
© Se uone|os Ajlwe) 8S0|0 B S)AU| = doljou uo) panssi s| uofeolignd JO dJ110N =
(Lodsseq JuswAed Joj 1di908l anss| =
10 80UB2I7 S,JeAlIq ‘Pied | Buisseo0id 81eolIua)) =
s,4010/) Aujeuonep jo jooud (‘ulwpy [enuan) (eBeurew jo abe [ebs| oy} ulene)
payYoBNE UNM WO} Uone.)sibal 100110 obeLIep Annaibie oy (psed Qi) yueoldde ssessy « 99I0AIQ
abeLIe) HWANS PUB |1 = pajuloddy uoneoldde uspuUM HWANS/UL Y[BAA = skeq Lz  Joebewsepy jo uonensibey LI

SSBOJBD 8Y) U0 Wapow-}sod 1onpuo)

uoleulwexa
‘'sseoJeo/jeaw oy} dn 3oid = Aiojoeysies uodn 1diedal anss| =
Bulieybne|s ‘uad oy 1
pue uonoadsul 1o} asnoy auop sI uonoadsul ‘Bid e si jewiue ayy J| =
Jayybne|s ayy 0} jewiue bulg = ‘lewiue
UOIIBOIJLIBA 10} 1821440 Yljeay By} JO UoIIPUOD Yieay oy} SSassy =
[eluswuoliAug 0} 1diaoal Jwgns = Hun yiesH asnoy Jayybne|s 10adsu| = sasnoH Jaybne|s ul jeaw
901JJ0 ysed ay} 1e JuswAed axe|\ = [eluswuoliAug 1dieoal anssi pue JuswAed oAI908Y = Aep | 9|qewWwNSsuU09 Jo uonoadsu| ‘0L
1di808) puewWaSpP pue uoN|0Sal
Buixiy @8} 8y) Ul paiels se 89110
yseo ayj 1e uswAhed aye\ =
‘BUIua.S Joda.
yieay Joj uosiad uil Jussaid [edlpaW [NjSS820NS J8)je 81edlyllus8d enss| =
aQ pue Jajsibal 1snwi udlD = Buiuseios
S10B1U0D INOA 10} JudI|D YHM Juswiulodde ue axeyy
yum passaippe Ajgrendoidde 1disoal JuswiAed anss| =

J1o)19] 1senbai e ywagng = Jano| 1senbai sanl@08) A|IqWassy = :}senbai uodn A



13

"901}J0 Yseo
Alquiassy ayi 1e wuswAhed ayel =
"UOI}ed0| puUE }0BJUOD ‘SSaIppe
asnoy ‘aweu ||n} 9pINOId =
9JIAJISS -Ul -[[BD 10 UI-Y[EM\ =

‘S|ielsp

yueg pue ‘10eluo) ‘ssaippy

PIeA ‘©1edlIa0 Ydd ‘91ediilad

1VA ‘e1eoiiuao uoneJlsibal

Auedwon) sjuswnoop
Auedwoo Aressaosu Hwgng =
uoneoldde uspum HWgNS =

‘Aliwey ayy Aq
UBAIb SI JUBSUOD UBHLIM B Jaye
esald aq 1snw saied yjoq
‘92J0AIP YUM Inqg abeLew 1oy}
Se awes ay] S| Juswalinbal ay] =
uoneoldde
USIILIM LGNS 1O Ul Y[BpA =

uoneos0| 0] payoredsip Jendws udssan

19010 YiesH
[ewuswuoliaug Aq apew si [eaosddy

192110 Y)esH "Bale ay} JO Juswssasse 1o} pabieyosip
[EJUSWIUOJIAUT S| JoAlp B pue Jainoge| Aoueaiasuo)
pue 120110 papJ09al Jual|d JO Ss|ieled
podsuel| poAIaoal }senbay

‘wiope|d SINLID 8yi uo
Japinoid aoinias/ia1ddnsy/i010eu09 04U
suoleuawnoop Alessadau aAlgdaYy

UM JUBWAIN00.Y uoneoidde uspum aA1808Y

9]1eo1JILI80 92I0AI( JO doUBNSS|
uolreoyiou algnd

‘'sainjoid

uodssed yoepe pue ) wio4 a18|dwo)
saljiwe} (g) om) 8yl JO 1UBSU0D Y88S
‘Arewo}sno sem

abeliew ayy JI 82101 JO Buissadold

("uiwpy [enuan) JuswAed Joj 1disoal anss|
1921110 esald aq isnw saijed (g) omy ay |

obeue pajuioddy 1senbali anleoey
‘pareniul

-21 8q 0] sey ssa204d uoneoldde ayy
‘Joyyealay ebeluew JO 82130U JO d1ep 8yl
woJ} (syuow aaiy}) sAep 06 uiyum aoe|d
aye] 10U saop abeliew ay} JI plieAul

pue pPIOA S8Wwo02aq 821j0u abeulew ay |

shep ¢

shep
Bujiom g

Kep |

s90IN8S Jandwg ydssan

sJaiddng
/S1010BIU0Y) JO uoielsiboy

9210AIQ JO uoneJisiboy

Vi

€l

<l



14

ssauisng
90UBWIWOY) 0} 81RO =
1oNpuo) jo apo) Auedwo) «
91eo1II9Y) [BIBUSK) JelSIBoY u
‘sjuswiyoene Buimoj|o}
9y} yum Jeys| uoneoljdde Hwagns

9SUBIIT OAI909Y =
sjuswAed aye| =

22l110u [eAnosdde aA1e08Y =
uoneoldde ue ywgns =

"1dieoal
109]|00 pue 92140 YSeo ay} 1e
sAep g uiyum juswied aye =
‘Aladoud jJo asn ayj 40} us)ul

ayl Aes|o buness (jleH Algwassy
pue ajjua) Ayunwwo) yied
29|Ign ‘“Yied S,uos)oer) paiy
aq 0] Auadoud papusiul 8yl

10} J8)19| 1senbal e yugng =

991JJ0 Ysed ayj 1e JuswAed aye|\ =
92IAIBS -Ul -[|BD 1O UI-Y|EAA =

ao®¥mMsda

HUN UiesH
[elUBWIUOIIAUT

uoljesiuwpy
[esua)

90140 1090}0.d

201JJO Modsuel |

aoeMmsda sui
9lp 01

SJUBWINJ0P PaYdeNe JO UOIBIIIIA
paAlgoal Ja)ia| uoneolddy

panss! sl 80uaoI

DOY 9y} WOy uonedyiou Joyy
‘lenoidde Jayuiny

10} DOY 8y} 0} papJemioy si Jodey
Jualo 0} }diI8dal anss|

[enosdde Jaye a9} panoidde Jo JuswAey

9SIMIBY]0 10 |eroiddy
sosiwald sy} Jo uonoadsu|
uoIB20| YIM yainyd

By} woJj uoneoljdde usium aAleo8Yy

‘'shep

2 UIYIM 1UBI[D WOJ) paAladal si JuswAed

Jua1D 0} pajesiunwwod [eaosdde

pue juswabeuey Aq apew SI uoisioaq

Aressaoau
uaym Bunsaw e 10y jusl|) dlAU|
Jane| uonealddeisenbal aAlgo9Yy

S92INISS Wiopad 0] payoredsip yona |

wawAed Jo 1dieoal anss|
paAlgoal 1senbay

10 9211JO [euoifay 0] paiiajel Sl HWidd

J9A0 papury SI UONEBPUSLIWOISI JO 181107 =

shep
Bujiom 2

yluow |

shep
Bunjiom g

shep g

suonesiuebiQ [BlJUBWIUIBAOKL)
-UON JO uoneusibay

Bumezeb
1o} sayaInyo Jo uonelisibey

seluadoud
papue| Alqwassy Jo BuuiH

S92IAIBS Monu| Jaddi|

8l

Ll

91

gl



‘Alenuue
MBUBJ pue gD OAI909Y =
1di9d81 ule}qo pue ad1jo yse) =
oy 1e 99] ajeldoidde ay) Aed =
(sydeiboioyd
9zI1s Jodssed g yoene) wuoy
9SUd2I| S,JOALIP [BIDJ8WIWOD
1o} uoneoo|e 819|dwo)) =

9sudl| pue 1dI908) BAI900Y =
Buixiy 884 8y} Ul pajels

Se s19xoNs 10} sjuswAed oxel =
s|iejep |euosiad pue

SJUBWINOOP JBD JUBAS|S) HWANS =

Aljenuue mausay =
Buixiy 9] Jod
Se S19)011S 10} sjuawAed aye =
s|iejap [euosiad pue
SJUBWIND0P JBD JUBAS|DJ HWANS =
sainjoid
uodssed g yum payoeje wlioj
e s919|dwoo pue syoId Judl|D =

‘(uoneipaw yyum
paljSies jou usym) me| Jo SN0
oy} Je ssalpal yoss Aew Aued
paisnessip 1o [eadde ue a)e|\ =
SONSS| JO 90UBPIAS YoBNY -
‘Juswiedap ayy 01 urejdwod
USNIIM IO [BQJOA B D). -

15

spseny Ao

spsenn AjD

(‘ulwpy [enua))

spsenn AjD

aosemsda

‘opew si JuswAed

Jaye panssi S| Ja)o1s 10481uN0Y)
JaAup 0} 1D anss|

1d1908. anss| pue juswAed aAleooY
w0y} 1QD ssao0.1d

wJo} (@) asua|

S,JOALID [B10J8WWOD IO} UONBIO0|[e 8Nnss|

19])00Qq 8sua9|| 10} awAed saxyew jusiD

PaAIBdal JBALIP JO S|ie1ep [euosiad

19)011S YlIM passoquuid a|0IyaA
w10 Ag spew si juswiAied
s|relep

SjUBWINOOP BJoIYaA ‘Ba 8joIysA

9SeI SJ9|llos/Salelpawl

"99]}ILIWOD © 8.10}8(q

Jeadde 0] Juepuajep pue 1ueuie|dwod syl
yi1og 0} suowwns sanssi juswyedop ay] =

"JusI|o 8y} WoJj

/UOIBWLIOUI S JOALIP SBAIS08) A|quIassy =

1NOQgE UOIBWIOJUI S8AIB08) A|qUISSSY =

pue 8SBd 8y} UO S}IS 981ILIWO0D 8y =

e dwod syl seAlgoal Juswpedap ay] =

Aep |

Aep |

Kep |

shep
Bujiom 2

90U89I7 S,JoAL( [eloJaWwwWwo)

SO|0IYaA
[B10JOWIWOD JO 8SUSIIT

NI
pue JusWSSOqua IXe|

aJlej|a/\\ @ouUBULBIUIRIA PIIYD

'¢c

‘¢

‘0¢

6}



\O
o
SalUNWWO 8y} ,

UIYIIM S10}08.I( [BUOZ 10BIUOD

G/991%€0%20 10 02SLEBY S0
—1eue)al09g [edioiuniy
auipoy
LI [e1g 1snp ‘|[eD ssausiq =

Z2810ve6620 1equnu eloy O
ev/0ve6620
Jaquinu BjjoL) Wooiyodjei)
6/8c6c-cr€0 Jequinu uolijels
‘saul Aouablaw3g ali4 BnpLOJOY =
auljjoy
Zll |eligisnr ‘e ssasnsig =

¥¥620c6620
652¢08¢c620
7990206620
'saunn
Aousbliawg 991j04 BNPLIOJOY] =
chieligisnfa
[|leD SsaJ1sIQ =

uolneoo|
INOA uo uonew.Iojul BPINOI- =
G88¥71910S0
9 15.€6620
€8%98.9150
‘saul|
90IAI8S 8ouUB|INqWY BNPLIOJOY =
"90IAI8S douBINqUIY
Bo a4inbai noA ao1nIes
Aouabiawa yoiym ayeoipu| =
asuodsal
Aouabiswae 10} SyIoMiBU
dllqow [e uo g [eigisnr=
[1eD SsoSI( =

OWAVN

S4AND

90IAI9S 921|0d

80IAI8g @ouBRINquIy

(OINAVN) Aousbe Aousbiswe
ajendoidde ay) 0} pajoalIp |[eo Ssaisiq = Jesy|

(s@a1n1ag a414) Aouabe Aouabiawa

a1eudoidde ay) 0} payoalIp [[ed sSasIq a jueIsu|
sauljoy
211 “4aqunp Aousbiew3 |eisuan)
[euone |[e Joj swes ayj sl sseo0id 8y = JueISu|

uaye} SI Uoijoe ajeipawwl| =
"1senba. s 19|1ed ay) uo Buipuadep
90IAI9S 8ouB|NqWY [euolleN Jo QINAVN
‘90INI8S 99I1|0d eukyL) 8y} ‘92IAI8S all4
[euoneN eueyn) be Jepinoid Aousbe
Aousbiswse eienidoidde ay; 0] painol pue
911U PUBWILIOD By} 1B PaAISdal S|[e) =
‘2L 4equinN
Aouabiaw3 [eiouax) [euoneN ayl ybnoayy
1uI0d [BJJUBD B 1B PBAISJal S|[BD ||V = juelsu|

(-019 WuO}S ‘spooyy) Jeisesiqg

S80IAIBS Bl

S92IAI8S 921|0d

S80IAI8S douRINqUIY

'9¢

'Ge

Ve

‘€¢



17

4.0 SERVICE STANDARDS YOU CAN EXPECT FROM OUR EMPLOYEES
IN GENERAL

+ We will respect our clients

+ We will provide prompt, friendly, courteous and efficient service, while at all times
remaining professional

* If you are making a request, we will provide you with a reference number to quote, if
applicable, should you need to re-contact us

+ We will take ownership of all your enquiries, follow up and keep you informed of progress
to completion

+ We will respect your privacy in your transactions with us and the confidentiality of
information discussed

+ We shall provide client with all the information they need to access our services;

+ We shall make available clear, adequate and timely information to our clients;

* Provide information in a prompt, open, supportive and transparent manner;

+ We make available Clients Service reception and suggestion and feedback boxes to
elicit information from staff and clients for action and to receive feedback on our services
to ensure we meet your needs;

* Provide avenues for effective flow of information to the general public;

* Information counters are made available at our CSU.

« Clients Service survey will be conducted twice a year and the results published.

+ All doors are clearly labeled for ease of identification.

In writing, we shall:

* Respond to all client requests appropriately addressed to the Assembly within 3 working
days on receipt. When we are unable to respond to your request within that time, we
shall give you feedback in writing, and/or by telephone when to expect a full response.

« If your enquiry requires in-depth follow-up that will take longer than 3 working days, we
will acknowledge your correspondence, and where possible provide a completion date
and the employee responsible for the response.

« Treat email correspondences which are duly signed as official documents.

By telephone, we shall:

+ Answer the phone promptly

+ Identify ourselves by; name, organization/department and position

+ Inform you when to expect full response in case, we are unable to answer your enquiry
immediately

* Redirect you to the appropriate quarters if the matter in question is not in our area of
competence

On appointment, we will:

+ See you within 10 minutes of the agreed time.

+ Answer your questions immediately, but if we cannot, we will let you know why and when
you can expect an answer from us.
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5.0 WHAT WE EXPECT FROM OUR CLIENT

To assist the New Juaben South Municipal Assembly to effectively

perform its functions expeditiously and meet our commitments, you can

help us by:

+ Being courteous and polite to our staff

+ Comply with our Rules, Guidelines and Regulations

* Ensure that all forms are properly completed

* Adhere strictly to the procedures for lodging documents and secure
official receipts for our services.

+ Expeditiously reply to our letters and enquiries.

* Protect the property, equipment and machinery of the Assembly

* Respond to requests for information accurately, thoroughly and
promptly.

6.0 FEEDBACK MECHANISM

We welcome feedback on our performance so we can improve our
standards of service. If you have any comments, including suggestions
for improvement or complaints, kindly let us know.

Issues on feedback and recommendations should be channelled;
* Through our CSU and PRCC

+ On our website

* Into our suggestion box at our reception

* Through frequent public engagements with the stakeholders

* During our community sensitisations/engagements

* During the conduct of survey
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7.0 COMPLAINTS PROCEDURE
You may lodge your complaint or make enquiries through our:

Client Service Unit
Post Office Box KF 199
Koforidua. E/R

When lodging complains, we would like you to:

* Identify yourself

* Be clear on why you are not satisfied with our service
+ Indicate what you expect us to do

+ Keep a record of events

* Follow up if possible, on relevant officers.

Where you are still not satisfied with the way your complaint was
handled you may write, phone or call personally at the PRCC office via:

The Chairman

Public Relations & Complaints Committee
New Juaben South Municipal Assembly
Koforidua.

We will investigate your grievances and respond within five (5) working
days on the receipt of your grievance. If still not satisfied you may send
your complaint to:

1. The Municipal Co-ordinating Director,
New Juaben South Municipal Assembly
Koforidua.

Tel:0362290131

2. The Head of Service,

Office of the Head of the Local Government Service (OHLGS)
P.O.Box 396

Ministries-Accra.

Email: ohlgs@Igs.gh

Tel: 0302677929
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3. The Commissioner,

Public Services Commission

P.O. Box GP1618

Accra.

Email: info@psc.gov.gh

Tel: +233(0)3026663047
+233(0)302667470

4. The Director,

The New Charter Office

C/o Office of the President

Ministry of Public Sector Reforms Accra
Tel: +233-030221001-4

As a last resort you may appeal to:

The Commissioner,

The Commission on Human Rights and Administrative Justice
Box Ac 489

Accra

Tel: 0302 - 662150/664267.

8.0 CONTACTS

8.1 Physical Location
Located along the Ministries road, adjacent the central market, opposite
the Ghana Post Office in Koforidua.

8.2 Our Mailing Address:

The Coordinating Director
Post Office Box 199
Koforidua. E/R

Tel: 0362290131

Ghana Post GPS: EN-010-4770
Website: www.Newjuabensouth.com
Email: njsma2011 @gmail.com
Facebook:Newjuabensouth
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COMPLAINTS PROCEDURE

You may lodge your complaints or grievances through the Client Service

Unit by;

+ Walking-in,
Phone calls,

+ Text messages,
* E-mails,

* Field observations,

+ CSOs reports.
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8.3 WHERE TO FIND US, PHYSICAL LOCATION
S/N INSTITUTION OFFICE LOCATION POSTAL ADDRESS
1- New Juaben South Municipal Assembly Ministries road, adjacent the central P.0.Box KF199, Koforidua
market, opposite the Ghana Post GPS Address: EN-010-4770
Office, Koforidua.
2% Physical Planning Department Opposite NIB, Koforidua P.O.Box KF732, Koforidua
No. 10 Residency Street, Koforidua GPS Address: EN-010-1766
3} Births and Deaths Registry Ministries  adjacent the National | P.O.Box 477, Koforidua
Service Secretariat
4. e Finance Department Within the New Juaben South | P.O.Box KF199, Koforidua
e Revenue Unit Municipal Assembly Administration | GPS Address: EN-010-4770
* Environmental Unit Block
*  Works Department
¢ Central Administration
* Procurement Unit
¢ Transport Department
* Department of Social Welfare and Community Development
* City Guards
5. NADMO Department Located within New Juaben South | P.O.Box 2372
Community Centre Adjacent New | Koforidua
Melcom
6. Fire Service On the same lane with Linda Dor Plaza | P.O.Box 247, Koforidua
GPS Address: EN-010-1714
7. Ghana Police Service Opposite Koforidua Central Market P.0.Box 200, Koforidua E/R
GPS Address: EN-026-2660
8. Ambulance Service Within the Eastern Regional Hospital, | GPS Address: EN-011-7001

Koforidua







