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FOREWORD

The Equal Opportunities Commission (EOC) is mandated by the
Constitution of the Republic of Uganda to eliminate discrimination and
inequalities against any individual or group of persons, and to take
affirmative action in favor of marginalized groups, with the aim of
redressing imbalances and promoting equal opportunities for all.

In pursuit of the above mandate, and in line with Establishment Nofice
No. 3 of 2011, the Commission has developed its Service Delivery
Standards (SDSs). These standards are anchored in key natfional
frameworks including Vision 2040, the National Development Plans, the
Public Finance Management Act (Cap 171), and the Public Service
Transformation Programme. They set out clear benchmarks for quality,
fimeliness, accessibility, efficiency, and cost-effectiveness in the delivery
of services to our stakeholders.

The SDSs serve a dual purpose. First, they provide assurance to the
public—particularly  vulnerable groups—that the Commission s
committed to equity and inclusion by ensuring fair access, benefit, and
participation in all our programs and services. Second, they provide a
fransparent framework for accountability, guiding both the Commission
and the citizens we serve in knowing what to expect, demand, and
deliver.

Through these Service Delivery Standards, the Commission reaffirms ifs
commitment to fairness, justice, and equal opportunities in national
development. We call upon all stakeholders—government institutions,
development partners, civil society, and citizens—to embrace and
uphold these standards so that together, we may build a more inclusive
and equitable Uganda.

Hon. Safia Nalule Juuko
Chairperson
Equal Opportunities Commission
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1.0 INTRODUCTION

The Equal Opportunities Commission (EOC) plays a critical role in
upholding the principles of equity in access to social services, in order to
promote equitable access to opportunities for sustainable development,
reducing discrimination and inequalities across the life cycle. As part of
the Transformation Agenda, the Equal Opportunities Commission has
infroduced a series of initiatives aimed at enhancing service delivery and
increasing the Commission's visibility, fransparency and accountability to
the public. Among the initiatives have been taking EOC to the people,
mobile legal clinics, Corporate Social Responsibilities and response to
emergencies (disasters).

To further enhance fransparency and accountability, the Equal
Opportunities Commission as a service provider has a legal and moral
responsibility to deliver excellent services to the public. Thus, EOC has
developed Service Delivery Standards (SDS) that will guide its operations.
These standards define the expected level of performance in terms of
time, quality, quantity, process, and accessibility that the citizens must
expect from the Commission and government at large.

1.1 Mission

To give effect to the state's constfitutional mandate to eliminate
discrimination against any individual or groups of persons through taking
affrmative action to redress imbalances and promote equal
opportunities for all.

1.2 The Equal Opportunities Commission Structure

The Equal Opportunities Commission is comprised of departments and
Units, which include.

1.2.1 Departments

a)  Finance, Planning and Administration Department
The finance and Administration department comprised of the
following units;

i. Procurement and Disposal Unit
i. Internal Audit unit
iii. Human Resource unit
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_\ Equal Opportunities Commission

iv. Accounts Unit
v. Planning Unit
vi. Information Technology Unit

b) Compliance and Enforcement Department

c)  Education, Training, Information and Communication Department
The Education, Training, Information and Communication
department has the following Units;

i. Training and Education unit
ii. Communications unit

d) Legalservice and Investigation Department

The following are the Units under Legal Services and Investigations
department;

i. Investigations unit
i. LegalServices unit

e) Research, Monitoring and Evaluation Department
The above department comprises of the following Unifs,

i. Monitoring and M&E Unit
i. Research Unit

1.3 Goal

To promote equitable access to opportunities for sustainable
development, reducing discrimination and inequalities across the life
cycle by 2029/30.

1.4 EOC Mandate

The EOC Act CAP .7, mandates the Commission to give effect to the
State’s constitutional mandate to eliminate discrimination and
inequalities against any individual or group of persons on the ground of
sex, age, colour, ethnic origin, fribe, birth, creed or religion, health status,
social or economic standing, political opinion or disability, and take
affirmative action in favor of groups marginalized on the basis of gender,
age, disability or any other reason created by history, tradition or custom
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for the purpose of redressing imbalances which exist against them; and
to provide for other related matters”.

1.5

Our Services

In the execution of its mandate, the Equal Opportunities Commission
offers the following services;

1.

1.6

The Commission provides Social Justice fo the vulnerable on issues
of land rights, succession, family, property rights, employment rights
among others through fribunal hearing and judgements, to
eliminate discrimination and redress imbalances.

Conduct researches on the state of equal opportunities in different
thematic areas to establish the equalization of equal opportunities
and affirmative action in Uganda

Monitor Government Programs to ensure they comply with Gender
and Equity requirements and affirmative action

The Commission makes recommendations to relevant MDAs on
areas where inequalities exist, thus enabling policymakers to
address specific issues affecting marginalized groups.

Offers evidence-based suggestions that help guide government
and institutional policies towards promoting equality and
inclusivity.

Core Values

The Equal Opportunities Commission’s strategic direction and result area
are based on its core values that form the basis for all its operations.
These values, which will also guide the implementation of the service
delivery standards, are:

a)

Professionalism: The Equal Opportunities Commission commits to
delivering its mandate efficiently, fairly and within a reasonable
fime.
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b)

c)

d)

e)

1.7

Equal Opportunities Commission

Integrity: The Equal Opportunities Commission in carrying out ifs
mandate shall demonstrate the highest standards of honesty,
fransparency, accountability and impartiality in all action.

Equity: In promoting fairness and justice for marginalized groups,
the Commission shall accord equal freatment to all persons without
discrimination on ground of gender, race, colour, ethnic origin,
fribe, birth, creed or religion, social or economic standing, political
opinion or disability.

Inclusivity: Ensuring participation of all, especially vulnerable
individual and population.

Innovation: Leveraging technology and creative solutions for
efficiency in the delivery of inclusive services.

Functions of the Commission (Functional Areas)

The Commission is guided by four basic functions in the execution of its
mandate as stated in the EOC Act, Cap 7 under section 14 as follows:

i).

i).

ii).

To monitor, evaluate and ensure that policies, laws, plans,
programs, activities, practices, fraditions, cultures, usages and
customs of (a) organs of state af all levels; (b) statutory bodies and
agencies; (c) public bodies and authorities; (d) private businesses
and enterprises; (e) non-governmental organizations, and (f) social
and cultural communities, are compliant with equal opportunities
and affirmative action.

To investigate or inquire into, on its own initiative or on a complaint
made by any person or group of persons, any act, circumstance,
conduct, omission, programme, activity or practice which seems
to amount to or constitute discrimination, marginalization or to
otherwise undermine equal opportunities

The Commission may rectify, settle or remedy any act, omission,
circumstance, practice, fradition, culture, usage or custom that is
found to consfitute discrimination, marginalization or which
otherwise undermines equal opportunities through mediation,
reconciliation, negofiation, settflement or other dispute resolution
mechanism.
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iv).  The Commission may hear and determine complaints by any
person against any action, practice, usage, plan, policy
programme, tradition, culture or custom followed by any organ,
body, business organization, institution or person which amounts to
discrimination, marginalization or undermines equal opportunities.

1.8 The Purpose of the Service Delivery Standards

The purpose of the SDSs is fo promote professionalism, responsiveness,
fransparency, and accountability in the delivery of Equal Opportunities
Commission mandate.

1.9 Objectives of the Service Delivery Standards

a) To document the minimum levels of service that the EOC should
provide and what the public should expect in terms of quantity,
quality, time, process, cost and coverage.

b) To empower the public fo demand for services which are due to
them at the expected standard.

c) To Promote equity for marginalized groups

d)  To provide uniformity and consistence in the provision of services
at the National level

e) To provide a yardstick for developing institutional plans and
budgets, that are inclusive and gender sensitive.

f) To provide a basis for the review of management systems and
processes.

1.10 The National, Legal and Policy Framework

The implementation of the Service Delivery Standards will be guided by
a robust national legal, policy and instfitutional framework as well as
guidelines including: The Constitution of the Republic of Uganda, 1995,
Equal Opportunities Commission Act Cap. 7, the attendant Public
Service Standing Orders, 2021, Employment Act Cap.226, National Youth
Council Act Cap. 114, Children Act Cap. 62, Local Government Act
Cap. 138, National Council on Disability Act, National Council for Older
Persons Act Cap. 112, National Women's Council Act Cap. 113, Persons
with Disabilities Act Cap.115, Public Finance Management Act Cap. 171,
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The planning frameworks to guide the standards will include; the
National Development Plan 1V, the Natfional Planning Authority
Regulations and the Equal Opportunities Strategic Plan. While the
National Policies include; Natfional Equal Opportunities Policy, 2006,
National Gender Policy, National Youth Policy, 2017, National Policy on
Disability, 2023, National Orphans and Vulnerable Children Policy, 2004,
as well as the National Policy on Elimination of Gender-Based Violence.

2.0 IMPLEMENTATION OF SERVICE DELIVERY STANDARDS
2.1 Institutional arrangements

The Equal Opportunities Commission shall frack and report on the
implementation of Service Delivery Standards on a quarterly and annual
basis. Top Management of the Equal Opportunities Commission shalll
review and discuss the report fo ensure compliance and address gaps
and strengthen services delivery performance and take up corrective
measures for performance improvement.

2.2 Roles and responsibilities

The Tables below show the roles and responsibilities of the different
infernal and external stakeholders.

Table 1: Roles and Responsibilities of Internal Stakeholders

Responsible center Roles and Responsibilities in the implementation of the
Strategy

Secretary fo the % As Accounting Officer, oversee and guide on the

Commission implementation of the Service Delivery Standards in

Equal Opportunities Commission in accordance with
Articles 32(3) and 32 (4) of the 1995 Constifution of
the republic of Uganda, Public Finance Management
Act, 2015, the Equal Opportunities Commission Act.

% Ensure adequate financing for the implementation of
the Service Delivery Standards

Planning Unit % Monitor and evaluate the implementation of Service
Delivery Standards

[ Service Delivery Standards 2025/26 - 2029/30
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Responsible center Roles and Responsibilities in the implementation of the
Strategy

Human Resource Unit < Implement and enforce the Service Delivery
Standards in line with the Commissions mandate

% Ensure adherence to performance management
measures

Members of staff of Equal| < Proactively implement the various undertakings spelt
Opportunities out under the Service Delivery Standards

% Adhere fo ethical standards and values of the equal
Opportunities Commission

Table 2: Roles and Responsibilities of External Stakeholders

RESPONSIBLE CENTER ROLES AND RESPONSIBILITIES IN THE IMPLEMENTATION
OF THE STRATEGY

Ministry of Public Service | » Technical support for review, development,
documentation, dissemination, clearance  for
approval and application of service delivery
standards.

» approval of SDS

National Planning » To set standards for the national and decentralized
Authority planning in Uganda and fo ensure that strategic
plans are aligned NDP.

Ministry of Gender » To set standards and guide on policy, coordination
Labour and Social and oversight

Development

Office of the Prime » Integration of service delivery standards to the
Minister National Monitoring and Evaluation framework and

to apply National Service Delivery Standards in the
Government Annual Performance Assessments.

Parliament of Uganda » Budget appropriation
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RESPONSIBLE CENTER ROLES AND RESPONSIBILITIES IN THE IMPLEMENTATION
OF THE STRATEGY
» Oversight function on budget execution and
application of service delivery standards.
Office of the Auditor » Undertake value-for-money audits in accordance
General with and in respect to the set standards.
Civil Society » Sensitize the public on the Equal Opportunities

Commission  Service Delivery Standards and
increase advocacy

Development Partners

» Participate in the implementation of the Equal
Opportunities  Commission ~ Service  Delivery
Standards

» Propose actions to strengthen service delivery to
the public

3.0 MONITORING AND EVALUATION OF SERVICE DELIVERY STANDARDS

3.1 Monitoring and evaluation arrangements

Service delivery against the Equal Opportunities Commission Service
Delivery Standards shall be monitored through:

a) Compliance inspections
b) Performance audits
c) Client satisfaction surveys

3.2 Review of the service delivery standards

The Service Delivery Standards shall be reviewed for both mid-term and
end of term in line with the strategic plan after every five years. The
review shall be guided by the National Service Delivery Survey findings
and the, Strategic output in the Strategic Plan/policy statement to take
into account new priorities in the environment.

3.3 Dissemination Mechanism of the SDS

The Commission will disseminate these SDS through the following

channels:
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1) Print  Media: This will involve both internal and external
communications through newspaper supplements and policy
briefs, such as the Equity Voice newsletter, that are disseminated
to the clients on a quarterly basis.

2) Radio falk Shows: These will inform the public about the
Commission’s mandate, and the service.

3) Sensitization: The Commission will carry out quarterly sensitization
about the Service Delivery Standards in order to ensure that the
stakeholders know the contents of the Standards.

4) The Commission will use Informatfion, Education and
Communication (IEC) Materials, (e.g. brochures, T-shirts and flyers)
as a display mechanism for publicity of the SDS.

4.0 DOCUMENTED SERVICE DELIVERY STANDARDS FOR EQUAL
OPPORTUNITIES COMMISSION

The Equal Opportunities Commission shall document its SDSs in line with
the strategic objectives that are aligned in the Strategic plan, PIAPS and
departmental work plans.

4.1 Strategic Objective

The Service Delivery Standards for the Equal Opportunities Commission
are structured on five strategic objectives below.

1) To provide social justice to the marginalized and discriminated
groups on violations of development, economic, social, and
cultural rights.

2) To promote civic education and public awareness on the
principles of equal opportunities and affirmative action

3) To strengthen compliance with equal opportunities and affirmative
action in public and private institutions for more inclusive and
sustainable development.

4)  To promote gender and equity responsive planning and budgeting
in the allocation and utilization of public resources.

5)  To strengthen and sustain the growth and development of the
Equal Opportunities Commission for improved service delivery for
all.
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The Equal Opportunities Commission
Plot 31A, Nile Avenue, 1st Floor Kingdom,
Kampala Building
Website: http:/www.eoc.go.ug
Telephone: General Line 0414223234
Toll Free Line: 0800100440
Email: info@eoc.go.ug



