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1. PREAMBLE 
A brief overview of the organisation 

The organization is established through the RDC ACT 29:13. 
Nkayi RDC is made up of 30 wards which are led by elected councillors who 

draw their mandate from both the RDC Act and the people they represent.  
The client’s charter is drawn out through a participatory process taking into 
account client’s needs and expectations. 

 
Purpose 

The aim of our service is to provide to our clients with a clear understanding 

of our commitment to quality service delivery. This defines the obligations of 

the Council regarding the service we render, and the clients’ obligations 

regarding service received. 

The Client Charter demonstrates our commitment to service delivery by listing 

set service standards.  It is our hope that this will encourage all our clients 

and stakeholders to measure our performance against our set service 

standards and to communicate back any deviations and deficiencies. 

 

Our Clients 

● Line ministries  

● Residents and related associations 

● Health sector 

● Schools 

● Business community  

● Development partners 

● Suppliers and Service Providers 

● Civil society  

● General public  

● Councillors 

● Staff members of Nkayi RDC 

The main areas of responsibility for the Council are to deliver the 

following services; 

● Land management  

● Natural resources and environmental management  

● Health facilities and control  

● Education  
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● Road construction and maintenance  

● Social amenities – sports facilities and community halls 

● Public safety and security  

● To enforce by-laws and other statutes  

● To manage finances  

● To levy rates and taxes  

 
 

1.1. VISION  

A vibrant and transformative district by 2030. 

  

1.2. MISSION STATEMENT:  

To deliver inclusive services that support sustainable development & 
improved community wellbeing in Nkayi. 

 

1.3.   CORE VALUES:  

 

Integrity To adhere to good moral and ethical principles 

Transparency To be honest & clear in all actions, decisions & 

communication 

Teamwork  Working together for a common goal 

Accountability Being answerable to our actions 

Inclusivity Leaving no one and no place behind 

Responsiveness  Acting promptly to address the needs of the people. 

 

 

1.4. MANDATE  

Provision of water, infrastructure, social and environmental services 

 

2. DEPARTMENTS IN THE ORGANIZATION AND THEIR CORE 
FUNCTIONS  

2.1 HUMAN RESOURCE & ADMINISTRATION DEPARTMENT 
 

Department’s Vision  
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● A capable workforce and efficient systems for a vibrant, transformative 
Local Authority by 2030. 

 

 
Department Goal 

 
Our goal is to provide distinct service to Council departments and the 
community. 

 

Name of department Role / Functions  Support services  

HRA Department  

 

- recruitment and 

selection 

- staff development  

- policy formulation  

- conducting 

disciplinary hearings 

- administering asset 

register 

- Information systems 

management 

- industrial relations 

- supervision of staff 

- Asset management 

- coordination and 

liaison 

- management of leave 

days  

- compensation of staff 

- health and safety  

- Performance 

Management 

- Procurement of goods 

and services  
- Departmental Budget 

- Small Fleet 
Management 
- Management of 

payroll 
- Management of all 
Committee Meetings 

 

● Answer supplier’s 

queries within 5 

days from the 

date of receipt of 

enquiry  

● Refer all clients 

coming to settle 

their debts within 

10 minutes of 

arrival 

● Respond to 

external audit 

observations and 

recommendations 

within thirty 

working days 

● Advise all 

enquiries about 

job opportunities 

in Council on 

inquiry  

● Attend to 

litigations 

involving the 

council within 7 

days 
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Service Delivery Standards  

 

Item Service  Proposed 
Response 
standards  

1 Answer your telephone call  within 3 rings  

2 Mail/Emails  within 24 hrs  

3 Return your call  within 1 working 
day  

4 Reply to your correspondence  within 5 working 
days  

5 Acknowledge your correspondence if a detailed reply is 
required that may take additional time to research  

within 10 
working days  

6 Respond to complaints  within 3 working 
days 

7 Notify you as soon as practical if there is a delay in our 
service commitments  

1 day  

8 Provide after-hours service for emergencies  100% 

9 Leave a “visit card” with contact details if we call at your 

residence or business operating premises  and you are not 
there 

100% 

10 Endeavour to refer to an appropriate service provider if 
council cannot provide the service you require (referring 
to the relevant department) 

1 hour  

11 Produce an agenda for management meetings 7 days before day 
of meeting 

12 Produce an agenda for committee meetings  7 working days 
before the 

meeting 

13 Produce minutes  Within 5 working 
days 

14 Response to employees queries  within 5 working 
days 

15 Response to external clients queries  within 24 hours 

16 Submission of monthly reports By the 10th of 
every month  

 
 

 

 



6 

 

 

 

 

 

 

 

2.2 FINANCE DEPARTMENT 

2.2.1 Our Commitment 

 
The Finance Department is committed to providing transparent, efficient, 

accountable, and courteous financial services to all stakeholders, in line 

with good governance principles and applicable public finance laws. 

 

2.2.2 Roles and Functions of the Finance Department 

1. Lead revenue generation initiatives and collect all council revenues 

2. Carry out Budgeting, financial management, and produce financial 

reports 

3. Manage the Economic development and planning portfolio of the 

council 

4. Identify and promote investment opportunities of Nkayi RDC 

5. Promoting financial literacy in the organization 

6. implementing finance, planning, and investment promotion through 

the organization's laws, policies, and procedures. 

7. Lead and or facilitate the assets/property valuation programs of the 

council 

2.2.3 The department undertakes to meet the following service 

standards  

A. Revenue Services 
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B. Procurement and Supplier Payments 

 

Item  Service Proposed response time  

1 Payment of supplier invoices Within 7 working days of 
complete documentation and 

availability of funds 

2 Respond to supplier queries Within 3 working days 

 

B. Customer Service 

 

Item  Service Proposed response time  

1 Answer telephone calls Within 3 rings 

2 Attend to walk-in clients Within 5 minutes 

3 Provide requested information Within 7 working days, 

depending on complexity 

4 Acknowledge written correspondence Within 2 working days 

 

2.2.4 Our Expectations from Clients 

● Provide accurate and complete information. 
 

● Pay rates and charges on time. 

 
● Keep payment records safely. 

 

● Submit invoices with all required supporting documents. 
 

● Treat staff with courtesy and respect. 

Ite

m  

Service  Proposed response standard  

1 Receipting of payments Immediately upon payment  

2 Billing of rates and service charges Issued within the first 5 

working days of every billing 
cycle 

3 Responding to billing or payment queries Within 2 working days 

4 Mail/email  Within 24 hours  

5 Processing refunds (if applicable) Within 14 working days after 
verification 

6 Capturing of manual receipts  1 day 

4 Queuing time at the receipting points Within 5 minutes   

5 Receipting of Direct Deposits 1 day 
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2.2.5 Feedback and Complaints Handling 

We value your feedback. Complaints, suggestions, or compliments can be 
lodged through: 

● Finance Office front desk 

 
● Suggestion box 

 

● Email/letters to the Treasurer 
 

● Council website or social media platforms 

 

All complaints will be acknowledged within 2 working days and 

resolved within 7 working days, depending on the nature of the issue. 

2.2.6 Commitment to Continuous Improvement 

The Finance Department commits to continuously improving service 
delivery, strengthening internal controls, and ensuring prudent use of public 
resources in support of community development. 
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2.3 TECHNICAL DEPARTMENT  

Department’s Vision  

● To drive innovation and excellence in infrastructure development and 

maintenance. 

 

Name of department Role / function Support service 

Technical Department  - construct and 

maintain infrastructure 

(roads. bridges, dams,  

channeling of water 

flow, public sanitary 

conveniences, etc.) 

-Road condition 

surveys and 

trafficability 

assessments. 

- traffic control 

- public lighting, 

decorations and 

illuminations 

- storm drains, sewers 

and water works. 

- solid waste removal 

and treatment 

- aerodromes and 

helicopter stations 

- control of public 

construction. 

-providing opinions on 

infrastructure 

proposals. 

-Advising on 

engineering standards 

and compliance. 

-recommending 

appropriate materials, 

technologies and 

designs. 

-providing data on road 

conditions and 

infrastructure gaps. 
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Name of department Role / function Support service 

-Conducting feasibility 

studies and site 

assessments. 

-project monitoring and 

evaluation. 

-Designing and 

maintaining piped 

water schemes. 

-supervision of 

contractors during 

construction projects. 

-Ensuring adherence to 

building standards and 

codes. 

 

 

 

The department undertakes to meet the following service standards. 

 

Item Operations  Proposed 

response time  

1 Pothole patching  1 month 

2 Replacement of a broken road sign 2 weeks 

3 Repair of eroded road 1 month  

4 Repair of storm water drains and culverts 1 month 

5 Attending to reports of all kind to assess the 

extent of the damage  

3 hours of 

reporting  

6 Storm drain cleaning  Twice yearly  
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2.4 SOCIAL SERVICES DEPARTMENT 

Department’s Vision  

● A community empowered by transparent, inclusive and quality health, 

education and social services. 

Name of department Role / function Support service 

Social Services 

Department  

-Facilitation of the  

establishment of 

schools and rural 

health centres 

- Allocation of 

Residential stands  

- provision of burial 

sites/ cemetery 

- provision of 

recreational facilities 

-Coordination of NGOs 

within the district 

-Maintaining 

classrooms and 

laboratories 

Communicating with 

parents 

 

Working with School 

Development 

Committees and other 

school authorities 

 

Building partnerships 

with the community 

Encourage 

communities to accept 

full responsibility for 

their projects. 

-Constant reminders to 

clients to commit to 

finishing payments for 

residential stands.  

-Monitoring of projects 

being implemented in 

the District. 

-Assisting health 

workers to fill out 

assumption of duty 

forms as well as 

submission of leave 

forms and returns 
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Name of department Role / function Support service 

 

- Hiring health workers 

(nurses, clinical 

officers, support staff) 

Working with health 

center committees 

-maintenance & control 

of the department 

budget 

-registration of clinics 

and schools 

- 

 

The department undertakes to meet the following service standards; 

Service  Type of infrastructure 
/service 

Proposed response 
time  

Allocation of land  Educational facility  two weeks after paying  

the pegging and siting 
fee 

Allocation of land  Health facility  Within a month 
following resolution by 

Council 

Allocation of Land  Residential stands  within a week following 
resolution by Council 

and full payment by the 
clients. 

Allocation of land  Vegetable/Flea Market  Within a month 
following resolution by 

council 

Application for 
Certificate of 

registration 

Educational facility  Within 7 days upon 
certified complete by 

the engineering 
services 

Application for 
Certificate of 

registration 

Health facility  Within 7 days upon 
certified complete by 

the engineering 
services 

Application for adoption  Educational facility  Respond within 7 

working days 

Application for adoption  Health facility  Respond within 7 

working days 

Application to enter into 

an MOU  

NGOs Respond within 7 

working days 
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Signing of  MoUs NGOs Within a month 

following resolution by 
council 

   

Servicing of fire 
extinguishers  

Educational and Health 
facilities  

Within 2 weeks of due 
date of service 

Submission of monthly 
reports 

Educational and health 
facilities  

By the 10th of the 
following month 

Capturing of new 
applicants  

Waiting list Within 10 minutes 

Capturing of allocation 
of stands into system   

Residential stands  Within 10 minutes 

Communication of 
planned service 

interruptions 

 1day 

Communication of 
unplanned service 

interruptions  

 Within 2days 

2.5 ENVIRONMENT DEPARTMENT 

Department’s Vision  

● A clean and sustainable environment where natural resources are 

preserved for future generations. 

 

Name of department Role / function Support service 

Environment 

Department  

- monitor and protect 

natural resources to 

ensure conservation  

- empower 

communities with 

knowledge on the 

utilisation of natural 

resources in a 

sustainable manner 

(Trainings and 

Awareness).  

- land reclamation 

- Collect Refuse 

around the township 

- Street Cleaning  

- Organize for 

problem animal 

control services 

- manage the hunting 

quota 

- Advise all enquiries 

about the 

procedures to follow 

when utilizing 

natural resources   

- providing valuable 

insights into 

sustainable 

practices that 

support both 

environmental 

conservation goals 

and business 

objectives 

- Respond to 

complaints on 

environmental 

issues.  
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Name of department Role / function Support service 

- Organize and 

monitor stray 

animal sales.  

- enforce 

environmental 

bylaws  

- assist in the 

enforcement of 

government policies 

and acts designed to 

protect the 

environment by 

ensuring 

compliance  

 

 The department undertakes to meet the following service 

standards; 

Item  Operations  Proposed response 

time  

1.  Refuse collection  Three times a week 

at the shops and 

once a week at the 

residential area. 

2. National Clean-up Campaigns Every First Friday of 

the Month from 

0800hrs-1000hrs. 

3. Street Cleaning Every working day. 

4. Response to poor waste 

management complaints. 

Within 7 days. 

5. Response and Reaction to 

complaints on environmental 

issues. 

Within 48 hrs. 

     6. Conduct Stray Animal Auction Sale Bi-annually during 

the second and 

fourth quarter.  

    7. Response to Human and Wildlife 

Conflict reported cases.(PAC) 

Within 1 week. 
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2.6 AUDIT DEPARTMENT 

Department’s Vision  

● A catalyst  in championing integrity and building resilience through risk 

management, continuous improvement, and evidence-based assurance 

services. 

Department Goal 

 
● To provide independent, objective assurance and advisory services that 

strengthen governance, enhance operational performance, safeguard 
public resources, and support the Council in achieving sustainable 
development outcomes in line with Vision 2030 and NDS2 

 

Name of department Role / function Support service 
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Audit department The Internal Audit 

Department exists to 

provide independent, 

objective assurance and 

advisory services 

designed to add value 

and strengthen the 

NRDC’s capacity to 

deliver on its Vision. Its 

core role is to enhance 

governance,accountabili

ty, and service delivery 

through the following 

key functions: 

 

1 Assurance on 

Governance, Risk 

Management & Controls 

2  Safeguarding of Public 

Resources 

3 Fraud Prevention, 

Detection & 

Investigation 

4 Advisory and Value-

Addition Services 

5 Monitoring 

Implementation of Audit 

and Risk 

Recommendations 

6 Enhancing 

Institutional Integrity & 

Ethical Conduct 

7 Supporting Effective 

Service Delivery 

Provide strategic 

advice on 

strengthening internal 

controls, processes, 

and governance 

systems. 

 

Offer guidance during 

policy formulation, 

budget preparation, 

and development of 

new procedures. 

 

Help departments 

interpret financial 

regulations, audit 

standards, and 

statutory 

requirements. 

Assist departments in 

identifying, assessing, 

and documenting 

risks in their 

operations. 

 

Facilitate updates of 

departmental risk 

registers and promote 

risk awareness. 

 

Help departments 

prepare for external 

audits (e.g., Auditor 

General). 

 

Facilitate access to 

required 

documentation and 

ensure readiness for 
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audit queries. 

 

Follow up with 

departments to 

ensure correction of 

issues from external 

audit reports. 

Offer guidance on 

fraud risk assessment 

and internal fraud 

control frameworks. 

 

Educate staff on red 

flags, reporting 

channels, and ethical 

responsibilities. 

 

Assist in establishing 

a whistleblowing 

mechanism that 

protects staff and 

promotes 

transparency. 

 

 

 

The department undertakes to meet the following service standards; 

Item  Operations  Proposed response 

time  

1 Timely Delivery of Audit Reports Draft audit report: 
Within 10 working days 

after completing 
fieldwork 

 
Final audit report: 
Within 5 working days 

after receiving 
management responses 

 

2 Professionalism and Ethical Conduct Adherence to 
standards: Continuous 
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and ongoing 

 
Ethical compliance: 
Immediate and 

continuous in all 
assignments 
 

3 Responsive Communication Acknowledgement of 
correspondence: Within 

48 hours 
 

General 
communication/feedba
ck: Within 5 working 

days depending on 
complexity 
 

4 Evidence-Based Findings Submission of 
evidence-supported 

findings: During 
reporting stage, within 

the same timeframes as 
draft and final reports 
(10 and 5 working days) 

5 Client Engagement and Courtesy Notification before 
audits begin: At least 7 

working days prior to 
the commencement of 
fieldwork 

Responses to courtesy-
related concerns or 

queries: Within 3 
working days 
 

6 Confidential Handling of Information Protection of 
documents and data: 

Immediate and 
continuous 
 

Response to 
confidentiality 

concerns: Within 24–48 
hours 

7 Risk-Focused Audit Planning Annual Audit Plan 

preparation: Submitted 
by 30 January each 

year 
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Review of risk registers: 

Within 10 working days 
of receipt from 
departments 

8 Timely Follow-Up on Recommendations Initial follow-up on 
audit 

recommendations: 
Within 3 months of 
report issuance 

 
Subsequent follow-ups: 

Quarterly 

9 Continuous Improvement and Capacity 
Building 

Review and update of 
methodologies: At least 

annually 
 

Staff training and 
development activities: 
Conducted quarterly or 

as opportunities arise 
 

10 Stakeholder Feedback Integration Collection of 
stakeholder feedback: 
Within 10 working days 

after completing each 
audit engagement 

 
Integration of feedback 
into improvements: 

Within 30 working days 
 

2.7 PLANNING DEPARTMENT 

Department’s Vision  

● A sustainable and resilient environment for future generation by 2030 

 

Name of department Role / function Support service 

Planning department -provision of spatial 

planning services and 

development control 

-proper identification 

and allocation of land 

-planning district’s 

development 

-conducting regular 

inspections 

-designs layouts 
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-conducting geographic 

surveys 

-Siting 

-Approval of building 

plans  

 

 

The department undertakes to meet the following service standards. 

Item Operations  Proposed response 
time  

1 Pegging  within 1 day 

2 Pegs identification Within 2 days 

3 Evaluation of submitted construction plan 
and drawing 

within 1 day 

4 Re-pegging within 3 days 

5 Stage inspections  during construction  within 1 day 

6 Inspection of sewer for connection  within 1 day  

7 Attend to walk-in clients within 5 minutes 

 
3. SERVICE COMMITMENT AND STANDARDS/ WHAT TO EXPECT 

FROM THE ORGANISATION 
Our service standards describe the level of service excellence we aim to deliver 
to our clients and stakeholders.  We are committing ourselves to meet 

minimum delivery of our services: 

- Answer telephone calls promptly within 3 rings. 

- Acknowledge all correspondence within 7 days and respond within 21 
working days. 

- All applications for development will be determined by decision 
communicated to clients within 120 days from date of receipt of 

application. 

- All members of the public who call at our offices will be attended to within 
30 mins of arrival. 

- All stands will be allocated and pegged within 30 days from the date of 
payment of pegging fees.  

- Treat you with courtesy, respect and professionalism 

- Be sensitive to diverse views 
- Be accountable and adhere to sound business ethics 

4. OBLIGATIONS AND RIGHTS  

Nkayi RDC obligations to clients 

- We are accountable to our rate payers. 

- We shall conduct our business within the confines of the law. 

- We do not tolerate corruption, favouritism and discrimination. 

- We are here to serve and we are open to suggestions, criticisms and advice.  

- We shall carry out duties professionally, diligently and courteously. 



21 

 

- We shall clearly explain the procedures. 

- We promise to handle your information with strict confidence and maintain 

your privacy. 

- We shall carry or wear proper identification all times as we carry out our 
duties.  

 

5. Client’s obligations  

- To treat our employees fairly with courtesy. 

- To pay Council dues on time. 

- To be open and honest in providing any information that may be requested. 

- To be fully cooperative with any business dealing with Nkayi RDC. 

- To report and refrain from corrupt tendencies in all dealings with Nkayi 

RDC. 

- It is your right to see the next senior member of staff on duty or the head 
of the station if you are not satisfied with the level of service delivery from 

any staff member.  

- To suggest or make comments. 

- To adhere to Council rules, Laws and regulations. 

- To attend all development meetings.  

6. REVIEW OF CLIENT CHARTER  
The Client’s Charter will be reviewed annually through stakeholder’s 

participatory purpose.  

7. FEEDBACK/HOW TO CONTACT THE ORGANIZATION  

We value your compliments, complaints and suggestions.  These could 
be; 

● About a positive experience you have had 

● A comment or suggestion on how we can improve our service to you. 

● If you are not satisfied with the service you have received, or feel you 
have not been treated fairly and reasonably by our staff members or by 

someone delivering services on our behalf. 

You are free to raise these queries in writing to the below communication lines 
and to address all correspondence to the office of the Chief Executive Officer.  

 
THE ORGANIZATION’S CONTACT DETAILS: 
 

Email address: nkayirdc@yahoo.com 
Facebook Page https://www.facebook.com/nkayirdc 
Website Page http://www.nkayirdc.co.zw/ 

Telephone No: 0558-314/273 
 

Contact Addresses 
Physical address: Nkayi RDC Stand No. 557, Nkayi 
Postal address:  

Nkayi Rural District Council 

mailto:nkayirdc@yahoo.com
https://www.facebook.com/search/top?q=nkayi%20rdc
http://www.nkayirdc.co.zw/
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Box 20 
NKAYI 

 

 


