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ABBREVIATIONS
CDC		  Community/Constituency Development Committee

CRO		  Chief Regional Officer

ERC		  Erongo Regional Council

FCW		  Food/Cash for Work

GRN		  Government of the Republic of Namibia

HIV/Aids	 Human Immunodeficiency Virus

HPP		  Harambee Prosperity Plan

ICT		  Information Communication and Technology

LED		  Local Economic Development

LA		  Local Authority 	

MURD		  Ministry of Urban and Rural Development		

NDP		  National Development Plans

OMAs		  Offices/Ministries/ Agencies

ORAI		  One Region On Initiative

PPP		  Public Private Partnerships

RDCC		  Regional Development Coordinating Committee

RC		  Regional Council
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Honourable Hafeni L Ndemula
CHAIRPERSON

FOREWORD
The Erongo Regional Council (ERC) is established with 
the key objective of planning and developing the region 
in a sustainable manner for the benefit of the people in 
establishing, managing and controlling of Constituencies 
and Settlement areas focusing on the core services.

The Customer Charter sets out the level of service 
customers can expect when dealing with the Regional 
Council. These service standards are developed further in 
the Customer Action Plan.

The Council will monitor performance through the 
use of the management information systems, through 
consultation with customers using a variety of methods, 
including customer panels, customer surveys, meeting 
with customer representatives, employer groups and feedback received through the 
Comments and Complaints system.

The main objective of the customer service charter is to provide a framework for defining 
service delivery standards, the rights of customers, and how complaints from customers 
will be handled.
 
The Customer Charter is displayed prominently in each of the Regional Council’s public 
offices.

…………………………………….	 ………………..
Hon. Hafeni. L. Ndemula	 Date
Chairperson: Regional Council
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Honourable Hafeni L Ndemula
CHAIRPERSON

Ms L.H. Doëses
CHIEF REGIONAL OFFICER

ACKNOWLEDGEMENT
The Regional Council would like to take this opportunity 
to sincerely thank the Office of the Prime Minister; 
Department Public Service Management in particular for 
guidance, at the same time acknowledge with gratitude, 
the collective contribution and efforts made by all staff 
members of the Regional Council throughout the 
development process of this charter.

…………………………………….	
Ms Ludmilla Habate Doëses	
Chief Regional Officer

………………..
Date
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OUR MANDATE
Our mandate is derived from the Namibian Constitution, Chapter 12, Article 103, Section 
28; the Regional Councils Act (Act 22 of 1992): 

•	 Governing, Planning, Coordinating and Implementing socio-economic 
development activities; 

•	 Ensuring environmental protection and sustainable natural resource utilization; 

•	 Making recommendations to Minister of Finance in relation to preparation of 
estimates of expenditure; and 

•	 Advising and/or making suggestions on GRN legislation & policy.

OUR VISION AND STRATEGIC INTENT
To be a leading and prosperous Regional Council in  
socio-economic development.

OUR MISSION
To coordinate, deliver quality and accessible services for the 
(sustainable) upliftment of the livelihood of the community, 
through good governance.

THIS CHARTER -
•	 Outlines the service we provide (What we do)

•	 Defines who are our Customers

•	 Reflects our commitment 

•	 Sets standard of service that you can expect from us at all times

•	 State what we will do if you contact us

•	 Your view count

•	 What we ask of you

•	 Explains how to provide us with feedback and how to make a complaint, if you are 
not satisfied with our service



7

1.	 WHAT WE DO
The mandates of the Erongo Regional Council are primarily carried out by various 
Directorates, Divisions; Subdivision, Sections and Subsection which are established to 
ensure effective implementation of various programmes and projects of the region and 
support services to the Councils and staff members.

DEVELOPMENT PLANNING, MONITORING & EVALUATION 
•	 Plan and coordinate the implementation of socio-economic development 

programmes/projects;

•	 Overseeing Technical and Maintenance of infrastructures and construction in the 
Region and ensuring that work are completed within the required standards of 
quality, cost and time; 

•	 Monitor and evaluate the utilization of natural resources and implementation of 
programmes /projects within the Region;

•	 Facilitate the of economic sustainability through employment creation and skills 
transfer,

•	 Enhance local empowerment and infrastructure development throughout the 
region.

FINANCE AND ADMINISTRATION
•	 Provide prudent financial management services to the Council;

•	 Provide Policy guidance, Planning, and advisory services on issues pertaining to 
Human Resources Management; 

•	 Provide support services through Information Communication Technology (ICT), 
Public Relations; Transport; Registry services and all logistics and administrative 
support to the activities of the Councils and its constituencies;

•	 Ensure appropriate coordination with all stakeholders to mitigate disasters 
impacts on vulnerable communities in our region.  

INTERNAL AUDIT
•	 Assist the Council and its Management in accomplishing its objectives, by bringing 

a systematic and disciplined approach to evaluate and improve the effectiveness of 
organizations risk management, control and governance processes.
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2.	 OUR CUSTOMERS
•	 Erongo Regional Council
•	 Councilors 
•	 ERC Management and Staff members
•	 OMAs, RCs & Local Authorities 
•	 Community Development Committees

•	 Suppliers /Service Providers
•	 Media
•	 Researchers
•	 Constituencies
•	 Settlements 

3.	 OUR COMMITMENT TO YOU
•	 We commit to regular communications with you as customers through meetings, 

correspondence/reports and information sharing.

•	 We strive to execute our duties within the following guiding.

VALUES:

INTEGRITY:	 We will demonstrate adherence to ethnical principles while 
carrying out professional duties. Perform duties with integrity.  
Ensuring systems and procedures are in rule complaint.

COMMITMENT:	 We shall be committed to the ERC’s objectives of providing 
accessible equitable and quality service for all.

TEAMWORK:	 We shall exercise teamwork as the modus operandi for achieving 
strategic objectives.  Ensuring Team building.

PROFESSIONALISM:	 We shall exercise high levels of professionalism. Sharing 
knowledge of best practices with colleagues at all levels, and 
enhancing the quality of service

TRANSPARENCY:	 We shall carry out our activities in an open and most acceptable 
manner that bears scrutiny to the customer/stakeholders we 
serve without jeopardizing the ERCs strategic interest.
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4.	 OUR SERVICE PROMISE/STANDARDS

4.1 DIRECTORATE DEVELOPMENT PLANNING, 
MONITORING & EVALUATION 

DIVISION REGIONAL PLANNING 

We will:
•	 Continuously interpret and ensure implementation of policy frameworks at 

regional level with relevant legislations

•	 Facilitate the development of the Council Strategic Plan three months prior to 
the expiry of the preceding Strategic Plan and according to approved framework;

•	 Facilitate the development of the Council Annual Plan before the end of February 
every fiscal year according to approved frameworks

•	 Facilitate the development of Performance Agreement prior to the first month of 
the next financial year;

•	 Ensure performance review is done within two weeks after end of each quarter;

•	 Facilitate quarterly RDCC consultative meetings;

•	 Conduct community need assessment annually;

•	 Facilitate the establishment of Community /Constituency Development 
Committee (CDC) after every three years;

•	 Train CDC members within two weeks after appointment

•	 Recommend for the approval of funding of Income Generating Activities annually

•	 Continuously create awareness for income generation programmes through 
various platforms

•	 Provide evidence based planning annually

•	 Monitor and evaluate activities of planned programmes/ projects monthly;

•	 Compile monthly, quarterly and annual reports on regional planning activities;

•	 Continuously conduct public awareness on HIV/AIDS.

Phone:   	 +264 64 410 5718
Fax:       	 +264 64 410 5703
E-mail:  	 info@erongorc.gov.na
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DIVISION RURAL SERVICES

We will:
•	 Facilitate the:

•	 Implementation of rural sanitation facilities in the Region after allocation by 
the RTB within 3 months;

•	 Provision of equipment’s to project beneficiaries within a month from the date 
of approval;

•	 Provision of tailor made services aimed at improving food security within a 
month after approval;

•	 Implementation of One Region One Initiative (OROI). 
•	 Conduct project pre-briefing meeting with beneficiaries 1 week prior to 

commencement of the project;
•	 Pay Food/Cash for Work (FCW) beneficiaries monthly for the duration of the project;
•	 Continuously conduct community meetings with Councillor;
•	 Ensure skill transfer  through rural developmental activities at all times; 
•	 Monitor and evaluate projects monthly.

Phone:   	 +264 64 410 5716
Fax:       	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na

DIVISION TECHNICAL SERVICES 

We will:
•	 Facilitate the appointment of consultants/ contractors within 3 months;
•	 Facilitate the construction of new and upgrading existing government 

infrastructures annually;
•	 Approve designs and drawings within 2 weeks;
•	 Conduct monthly inspection on progress of constructions; 
•	 Attend to emergency maintenance within 3 hours;
•	 Attend to minor maintenance within a day and major maintenance within 14 days; 
•	 Attend emergency maintenance requests within two hours;
•	 Verify contractors and consultants’ invoices within a day after submission of 

payment certificate;
•	 Conduct weekly inspection on infrastructures. 

Phone:   	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na
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4.2 SECTION: INTERNAL AUDIT 
We will:

•	 Send out Scope letters three (3) days before the audit work commences;

•	 Send out the audit report to management within two (2) days after the audit is 
complete;

•	 Present the audit reports in the next management meeting following/after it are 
presented to the Audit Committee;

•	 Conduct follow-up on recommended implementations regularly prior to the 
agreed time;

•	 Evaluate the effectiveness of the internal controls on quarterly basis; 

•	 Update the Issue Tracker on a weekly basis; 

•	 Continuously facilitate the implementation of an effective risk management 
process; 

•	 Acknowledge receipt for investigations within 2 working days;

•	 Conduct investigation within a week upon receipt of notification;

•	 Attend to Ad hoc queries within five (5) working days after preliminary 
investigation is done by management.

Phone:	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na

4.3 DIRECTORATE FINANCE AND ADMINISTRATION

DIVISION HUMAN RESOURCES

We will:
•	 Update your Personal file as per your request within two (2) working days;

•	 Update VIP system daily;

•	 Ensure that delegated vacant positions are filled within two (2) months, and 
undelegated within three (3) months;

•	 Attend to request for leave credit days within one working day; 

•	 Attend to misconduct cases within one month of their occurrence;

•	 Respond to your grievances within five (5) working days;

•	 Process applications on medical aid, social security, Home loan, and GIPF within 
one (1) working day provided all required documents are attached;
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•	 Process employees benefit and Social Security claims within 1 working day 
provided all documents are attached;

•	 Process staff benefits upon termination of service within 15 working days provided 
all required documents are submitted Conduct wellness session on quarterly basis; 

•	 Terminate service within 1 working day upon receipt of notification;
•	 Interpret policies on request by staff members right away or within two working 

days if we cannot provide an answer instantly;
•	 Facilitate financial assistance within 15 working days after approval has been 

granted.

Phone:	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na

DIVISION FINANCE 

We will:
•	 Prepare and submit the Council Budget within the deadline given;
•	 Monitor and control the Council expenditure on a monthly basis;
•	 Prepare monthly, quarterly and annual reports on budget execution;
•	 Prepare monthly financial management reports within 10 working days after 

month end.
•	 Ensure adherence to legal frameworks that guide or regulate procurement at all times;
•	 Process all payments within 5 working days once all relevant supporting 

documents are submitted to the finance office.
•	 Ensure the collection, safekeeping, banking as well as reporting of different sources 

of Revenue collected by the Council daily;
•	 Request for the release of funds by the 10th of each preceding month for spending;
•	 Prepare and submit the annual financial statements within 3 months after the 

closure of the financial period.
•	 Respond to audit queries within 7 days. 
•	 Provide feedback to staff member on S&T claims within 3 days after receipt of the 

claim in the finance office, 
•	 Follow up on outstanding invoice to customers within 30 days.

Phone:	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na
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SUBDIVISION: AUXILIARY SERVICES

We will:
•	 Avail transport and issue trip authority within one (1) day;

•	 Collect and distribute license disc within five working days after the expiring 
month;

•	 Forward request to the Bank for new and replacement of lost fuel cards within a 
day and provide a new card within seven working days;

•	 Prepare and deliver an order for servicing and repairs within a week after the 
request was received;

•	 Scrutinise fuel consumption and kilometre returns monthly;

•	 Verify and submit invoices to procurement within a day after receipt

•	 Inspect vehicles before and after handover;

•	 Ensure that correspondence are posted, sorted and delivered on a daily basis;

•	 Record data on Electronic Document Record Management System (EDRMS) daily;

•	 Provide requested file within 2 days;

•	 Process purchase order within two (2) working days upon receipt of the approved 
Internal Requisition Form; 

•	 Distribute Procurement Committee (PC) minutes 2 days before PC meeting;

•	 Maintain offices hygiene daily;

•	 Carry out general stock taking once a year and as need arise.

•	 Issue and control stock on a daily basis;

•	 Conduct office inspection once a week.

Phone:	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na

SECTION: PUBLIC RELATIONS AND MEETINGS 

We will:
•	 Produce ERC publications, newsletters, annual reports, information leaflets and 

education newsletter;

•	 Respond to media queries within a day;

•	 Continuously update the council website;

•	 Invite media to cover Council events when required; 

•	 Monitor media reports about the Council on a daily basis;
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•	 Provide feedback through various media platforms on reported cases regarding 
the Council within five working days;

•	 Arrange official engagements or meetings of the Regional Council three days 
before the event;

•	 Attend all official engagements or meetings of the Regional Council at all times;

•	 Distribute Council agenda 72 hours prior to the meeting date;

•	 Render secretarial service during meetings; 

•	 Produce minutes five days after the meeting;

•	 Submit Council minutes to the line Ministry within 5 days after approval;

•	 Promote a two-way communication to inform, educate and collect information 
from public to policy markers.

Phone:	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na

SECTION: DISASTER RISK MANAGEMENT UNIT 

We will:
•	 Supplier claims are paid within 14 days

•	 Notification of OPM/ Regional Council on the actual emergencies within a day.

•	 Mobilise and provide personnel, equipment, safety and security and materials to 
assist affected areas according to the identified needs within 2 days

•	 Impact assessment of stricken areas within 23 days 

•	 Conduct need assessment within 2 days

•	 Conduct lessons learned of emergency after 12 weeks

•	 Compile a report to Regional Disaster Risk Management Committee  within a 
week 

•	 Attend to stakeholder /customer /suppliers needs daily (08h00- 17h00)

•	 Post Disaster Review report within 3 months after natural disaster.

Phone:	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na
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SUBDIVISION: INFORMATION TECHNOLOGY (IT)

We will:
•	 Handle all requests and enquiries within a day;

•	 Carry out anti-virus health check daily;

•	 Monitor network infrastructure daily;

•	 Respond to hardware failures/needs within 30 minutes;

•	 Replace damaged hardware components within 2 working days;

•	 Manage all licenses on a yearly basis or upon expiration; 

•	 Ensure that backup of data at constituency offices is done quarterly and at head 
office on a daily basis;

•	 Create IT usage awareness to staff members on a quarterly basis;

•	 Provide day to day helpdesk support.

Phone:	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na

SUBDIVISION: CONSTITUENCY AND SETTLEMENT SUPPORT

We will:
•	 Provide relevant information and referrals at all times

•	 Plan and prepare logistic for community meetings two days prior to meeting date;

•	 Render secretarial services at all times during meetings;

•	 Monitor the progress of community development programmes implementations 
on a monthly, quarterly and annual basis;

•	 Asses and appraise  all income generating projects two weeks before funding

•	 Submit developmental proposal to the council within five days after CDC meeting

•	 Produce minutes three days after the meeting

Phone:	 +264 64 410 5700
Fax:	 +264 64 410 5703
E-mail: 	 info@erongorc.gov.na
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CONTACT DETAILS OF THE CONSTITUENCY OFFICES

No. Constituency Councilor 
Control 

Administrative  
officer 

Tel Fax 

1. Arandis 
Constituency

Hon. Cllr B. 
Imbamba

Mr S. //Areseb +264-64-510 786 +264-64-510 787

2. Daures 
Constituency

Okombahe 
Settlement

Uis Settlement

Hon.Cllr J.K. 
!Haoseb

Mr E. Haipinge

	
Mr E. Besser

Mr A. /Honneb

+264-64-570 577

+264-64-570 590

+264-64-504 006

+264-64-570 576

+264-64-570 591

+264-64-504 139

3. Karibib 
Constituency

Otjimbingwe 
Settlement

Hon. Cllr M. 
Ndjago

Mr F. Kangumba

Ms K. Shikongo

+264-64-550 346

+264-64-551 045

+264-64-550 347

+264-64-551 046

4. Omaruru 
Constituency

Hon. Cllr J.T. 
Hamutenya

Ms L. Gawases +264-64-571 240 +264-64-571 260

5. Swakopmund 
Constituency

Hon. Cllr J. 
Kambueshe

Mr V. Mashawu +264-64-463 799 +264-64-403 561

6. Walvis Bay 
Rural

Hon. Cllr J. 
Nangolo

Mr S. Gariseb +264-64-271 250 +264-64-271 255

7. Walvis Bay 
Urban

Hon. Cllr H.L. 
Ndemula and 
Chairperson of the 
Erongo Regional 
Council

Mr C. Neidel +264-64-200 763 +264-64-200 764
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5.	 WHEN YOU CONTACT US

WHEN YOU COMMUNICATE WITH US, PLEASE PROVIDE 
THE FOLLOWING INFORMATION:

•	 Your full name, postal address and telephone and / or fax number and email 
address.

•	 Provide a clear description of your particular concern or requirements.

•	 Indicate what kind of response you would expect.

•	 Keeping a record of the issue at stake and the person who deals with the issue, as 
well as the date and the time of the communication can improve our services

IF YOU VISIT US:
•	 We will attend to you within 5 minutes, if you have an appointment.

•	 We will respond to your questions immediately.

•	 But if we cannot, we will let you know why not and when you can expect an 
answer from us.

6.	 YOUR VIEWS COUNT
•	 We strive to render a service that will meet your needs and expectations. We 

therefore need to know your views on the quality of the service we provide in 
comparison to what you expect from us.

7.	 WHAT WE ASK OF YOU
The quality of service we can provide to you depends on various issues including input and 
co-operation we receive; 

WE THEREFORE REQUEST YOU TO:
•	 Be honest and timely in providing required information to the Council. 

•	 Comply with existing Legislations, Regulations and Procedures.

•	 Treat our staff members with the necessary respect and inform us if you are not 
satisfied.

•	 Give us your comments so that we can improve our service.
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8.	 FEEDBACK, COMMENTS AND COMPLAINTS 
If you have any comment, suggestion or a request about the activities or services of the 
Erongo Regional Council should contact:

The Chief Regional Officer
Erongo Regional Council 

Corner of Tobias Hainyeko & Nesser Street
Acacia Building
Private Bag 5019
SWAKOPMUND

 
Phone:   +264 64 410 5729
Fax:       +264 64 410 5702

E-mail:    info@erc.gov.na
Website: www.erc.na
Twitter:  @ErongoRC

Facebook: @ErongoRC
Or

Public Relations Officer
Phone: +264 64 410 5752
Fax:      +264 64 410 5702

Email: info@erongorc.gov.na

And if you are still not satisfied with the response from the Chief Regional Office 
you may approach the office the Minister: Ministry of Urban and Rural Development. 
Should you still not be satisfied you may take the matter up with the office of the 
Prime Minister or the Office of the Ombudsman.
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