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Dambii lak. 154 /2005

Dambii sirna dhimmoonni
bulchiinsaa, iyyannoo fi komiin
Ummataa Naannoo Oromiyaa
ittiin keessummeeffamu

murteessuuf bahe

Bulchiinsa gaarii
dhugoomsuuf komii fi iyyannoo
hawaasaatiif furmaata
hatattamaa kennuun kenninsa
tajaajilaa ifaa fi haqa qabeessa
sirna

taasisuuf iyyaannoo fi

komiin itti dhiyaatuu fi furmaata

itti  argatu seeraan tumuun
barbaachisaa ta’ee waan
argameef,

Sirna itti gaafatamummaa fi

iftoomina gabu qaamolee
mootummaa Kkeessatti diriirsuun
ol’aantummaa seeraa
mirkaneessuun komiin ummataa
sadarkaa sadarkaan si’oominaan
furmaata akka argatu taasisuun

barbaachisaa waan ta’eef;

Madda komii addaan baasuun
dursanii  sirreesuun miidhaan
bulchiinsaa akka hin uumamne
taasisuun, raawwatamee yoo
argame hatattamaan sirreessuun
akka

dhaggqabamaa fi

sirna

itti

danda’amu

gaafatamummaa qabu diriirsuun

barbaachisaa waan ta’eef

Akkaataa labsii lakk. 163/2003
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Regulation No.154/2013

A regulation Provided to
determine a system of managing
administrative matters, public
complaints and grievances of

Oromia National regional State.

Whereas, it has become necessary
to provide by Law a system by
which the administrative matters,
complaints and grievances of the
public shall be submitted and
managed or resolved to make the
service delivery fransparent and
fair by providing a speedy
solution for the complaints and
grievances of the public so as to

ensure good governance .

Whereas, it has become necessary
to enable the grievances of the
public get aspeedy and effective
solutions step by step by

establishing an accountable and

the

and by

transparent  system in

government organs

ensuring rule of Law;

Whereas, it has become necessary
to establish or extend an

accessible and  accountable
system by identifying the causes
of public complaints and
correcting them in advance with
the

ccommission of administrative

a view to prevent
harms and to take immediate

corrective measurcs where

found committed.

Now Therefore, in accordance




keewwata 65 keewwata xiqqaa

(2) tiin dambiin kun bahee jira.
Kutaa Tokko
Tumaalee Waliigalaa

1. Mata Duree Gabaabaa
Dambiin kun “Dambii sirna
Dhimmootnni Bulchiinsaa,
Iyyannoo fi Komiin Ummataa
Naannoo  Oromiyaa  ittiin
Keessumeeffamu murteessuuf
bahee. Lakk. 154/2005”
jedhamee  waamamuu  ni
danda’a.

2. Hiika
Akkaataan galiinsa jechichaa
hiika biroo kan kennisiisuuf

yoo ta’e malee, dambii kana

keessatti:-

1) “Qaama Raawwachiiftuu”
jechuun qaama
Mootummaa seera

raawwachiisuuf hundaa’e

jechuudha.
2) “Waajjira” jechuun
Waajjira Pirezidaantii

Bulchiinsa Mootummaa

Naannoo Oromiyaa
jechuudha.
3) Godina, Bulchiinsa

Magaalaa,  Aanaa fi
Gandaa” jechuun

caasaalee bulchiinsa
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with article 65 sub article (2) of
Proclamation No. 163/2011,

this regulation is hereby issued.

Part One
General Provisions

Short Title

This regulation may be cited
as “A regulation provided to
determine a system of
managing public
administrative matters
complaints and Grievance of
the public of Oromia
National Regional state No.
154/2013.

. Definitions

Unless the context requires

otherwise, in this regulation:

1) “Executive Body” shall
mean a  government
organ  established to
execute laws.

2) “Office” shall mean
office of the President of
the National Regional
State of Oromia.

3) “Zone, Urban, District
and Kebele
Administration” shall
mean any government
administrative structure
of the regional state
found in their hierardical
levels.

4) “Government




mootummaa Naannoo
Oromiyaa sadarka
sadarkaan jiran
jechuudha.

4) “Mana Hojii Mootummaa”
jechuun labsii  yookiin
dambii Bulchiinsa
Mootummaa Naannootiin
kan dhaabbatanii fi
guutummaan guutuutti
yookiin gartokkeen baajata
Mootummaan
ramadamuun kan bulu
Mana Hojii Mootummaa
yookiin Dhaabbilee
Misoomaa  Mootummaa
jechuudha.

5) Hogganaa” jechuun Mana
Hojii Mootummaa
ol’aantummaadhaan akka
gaggeessu nama seeraan
aangoon kennameef yokiin
muudame, yokiin
ramadame yookiin bakka
bu’ee gaggeessuu
jechuudha.

6) “Hojjataa” jechuun Mana
Hojii Mootummaa yookiin
Dhaabbilee Misoomaa
Mootummaa keessatti
dhaabbataan, kontraataan
yookiin yeroodhaaf
gacaramee nama hojjatu

jechuudha.
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5)

6)

7)

8)

Institution” shall mean

government institution or

public enterprise
established by the
Regional State
Proclamation or

Regulation that is fully or
partially administered by
government budget.
“Head” means a person
who is appointed,
assigned or represented
by law to lead a
government institution.
“Employee” means a
person who is employed
permanently,
contractually or
temporarily to serve in
agovernment institution
or public enterprise.
“Expert” means a person
who is assigned in a
government institution or
public  enterprise  to
provide necessary
remedy  for  public
complaints or grievances
with a view to ensure
good governance.
“Process owner” means
the head of the
administrative  matters,
public complaints and
grievances managing
work process that

manages or decides on




7)“Ogeessa” jechuun Mana

Hojii Mootummaa
yookiin Dhaabbilee
Misoomaa
Mootummaa
Naannichaa keessatti
bulchiinsa gaarii
dhugoomsuuf  komii
yookiin lyyannoo
Ummataatiif furmaata
barbaachisaa ta’e akka
kennu kan ramadame
jechuudha.
8)“Abbaa Adeemsa Hojii”
jechuun Itti
gaafatamaa Adeemsa
Hojii Dhimmoota
Bulchiinsaa, Iyyannoo

fi Komii ummataa kan

dhimmoota  kanneen
irratti murteessu
jechuudha.

9) Adeemsa Hojii”
jechuun sadarkaa
Naannoo, Godina,

Magaalaa fi Aanaa
irratti kan gurmaa’an
caaseeffama hojii

Dhimmoota
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such matters.
9) “Process” shall mean an
operation structure
organized at regional,
Zonal, city
administration and

district levels to entertain

the Administrative,
matters public
complaints and
grievances.

10) “Tip off or acquaint”
means giving
information relating to
administrative harms and
faults of service delivery
committed in
government institution or
public enterprises to the
appropriate public
administrative, complain
and grievance matters
handling structures
found at different levels
through telephones, in
writing, orally and by
other possible meanses.

11) “Grievance” shall mean a
complaint submitted by
the customer
commenting the
unsatisfactoriness of the
service delivery of the
executive organs and by
expressing or indicating
the administrative faults

committed.




Bulchiinsaa, Iyyannoo
fi Komii Ummataa
ilaalu jechuudha.

10) “Eeruu”

tajaajila Mana Hojii

jechuun

Mootummaa  yookiin
Dhaabbilee

Mootummaa Naannichaa

Misoomaa

keessatti kennamu irratti
miidhaa bulchiinsaa fi

balleessaa kenna
tajaajilaa  ilaalchisee
raawwatame  gqaama
Dhimmoota

Bulchiinsaa, Iyyannoo

fi Komii Ummataa

sadarkaa sadarkaan
jiraniif bilbilaan,
barreeffamaan,

jechaan  fi  haala
birootiin odeeffannoo
kennamu jechuudha.

11)“Komii” jechuun itti

quufiinsa kenniinsa
tajaajila gqaama
raawwachiistuu

geequudhaan  komii
abbaan dhimmaa

mana hojii
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12) “Complaint” means an

application about the
administrative harms or
faults committed Dby
government organs to the
concerned public
administration,

complaints and grievance
matters hearing bodies
submitted orally or in

writing.

13) “Appeal” shall mean a

grievance or complaint
submitted by the
customer on the decision
of Public administration
Complaint and grievance
matters hearing organ or
heads  established at
different levels on the
ground that he is not
satisfied by the decision

of such organs.

14) “Decision” shall mean a

remedy given by
concerned  body by
examining or
investigating the
grievance or complaint
submitted to it in

accordance with the law.

15) “Agreement” shall mean

the consensus reached
between the complainer
and the government
institution against which

the complaint is brought




mootummaa irratti

kaasuu fi  dogongora

raawwatame ibsuun

yookiin agarsiisuun komii

dhiyaatu jechuudha.
12)“Iyyannoo” jechuun
balleessaa yookiin
dogongora bulchiinsaa
qaamoleen  mootummaa
raawwatan qaama

Dhimmoota  Bulchiinsaa,
Iyyannoo fi Komii

Ummataa ilaalutti afaaniin

yookiin barreeffamaan
dhiyaatu jechuudha.
13)“Oliyyannoo”  jechuun
tajaajilamaan murtii
hogganaa yookiin
gaamolee komii

dhaggeeffachuuf sadarkaa
sadarkaadhaan jiranii
kennanitti quufuu
dhabuun irra deebi’amee
akka isaa ilaalamuuf iyyata
nahaagaluu sadarkaa
sadarkaadhaan  Adeemsa
Hojii Dhimmoota
Bulchiinsaa, Iyyannoo fi
Komii Ummataaf yookiin
hoggansa ol’aanaaf
dhiyaatu jechuudha.
14)Murtii” jechuun qaama

dhimmi ilaallatuun komii
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to settle the complaint or

grievance or to reach at

decision through
negotiation.

16) “Customer or Client”
shall mean a person or
an  organization that
come to the government
institution or  public
enterprise in need of a
service from same.

17) “Complained office”
shall meangovernment
institution or  public
enterprise against which
complaint or grievance is
brought by the customer
as a result of the
dissatisfaction of service
delivered.

18) “Administrative harms or
fault” shall mean the

non-implementation,

limitation, delay,
unjustdecision,
obstructing and

prohibiting  fully the
constitutional and other
legal rights and interests
of citizens falling under
the jurisdiction of
executive organs while
delivering administrative
services.

19) “Injured  person” or
“complainer”,

“appellant” shall mean a




yookiin iyyannoo dhiyaate

qulqulleessuun  bu’uura
seeraatiin  fala kennuu
jechuudha.

15)“Waliigaltee”

komii dhiyeeffataa fi mana

jechuun
hojii ~ komiin  yookiin
iyyannoon irratti dhiyaate
jidduutti dhimmicha
waliigalteedhaan  hiikuuf
maree gaggeessuun murtii
irra gahamu yookiin irratti
waliigalame jechuudha.
16) “Tajaajilamaa yookiin Abbaa
dhimmaa” jechuun tajaajila
Manni Hojii tokko kennu
argachuuf nama yookiin

qaama gara Mana Hojii

Mootummaaatti yookiin
Dhaabbilee Misooma
Mootummaatti dhufu
jechuudha.

17) “Mana  hojii  komatame”
jechuun Mana Hojii
Mootummaa yookiin
Dhaabilee Misoomaa

Mootummaa  tajaajilamaan
tajaajila kennametti quufuu
dhabuun  komiin  yookiin
iyyannoon irratti dhiyaate
jechuudha.

18) “Miidhaa yookiin balleessaa
bulchiinsaa” jechuun

kenniinsa tajaajilaa bulchiinsa

qaamolee raawwachiistuu

keessatti mirgoota fi faayidaalee
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citizen or any person
against which
administrative harm or
fault is committed and
submit his grievance or
complaint to the
concerned body.

20) “Service Delivery” means
activities performed by
government organs with
a view to achieve its
objectives for which it is
established or to fulfill
the interests of its
customers or clients.

21) “Person” means natural
or juridical person.

Gender Reference

Provisions of this

Proclamation expressed in

masculine gender shall also

apply to feminine gender.

Scope of Application

This regulation shall be

applicable on the executive

organs of the government
found at different levels and
public enterprises established
by OromiaNationalRegional
State.

Establishment and

Accountability

1) The Public
administration,
Complaints and
Grievance matters

handling and solution




Heeraa fi Seerotaan lammiileen
gonfatan raawwachuu dhabuu,
hangisuu, tursiisuu, murtee
haqummaa hin gabne kennuu,

gufachiisuu fi guutuummaan

guutuutti dhorkuus kan
dabalatu jechuudha.

19) “Miidhamaa, komataa yookiin
oliyyataa” jechuun lammii
yookiin nama dhiibbaan
yookiin balleessaan
bulchiinsaa irratti

raawwatamee komii yookiin
dhimmi

dhyeeffate

iyyata qaama
ilaallutti
jechuudha.

20) “Kenniinsa tajaajilaa”

jechuun Manni Hojii

Mootummaa kaayyoo
dhaabbateef galmaan ga’uuf

isaa
fedhii

maamilaa guutuuf hojjetu

yookiin dirgama

raawwachuuf hojii

jechuudha.
21) “Nama”

uumamaa

jechuun  nama

yookiin  gaama

seeraan namummaan
kennameef jechuudha.

Ibsa Korniyaa

Dambii

kana keessatti

korniyaa  dhiiraatiin = kan
ibsame dubartiis ni dabalata.
. Daangaa Raawwatiinsaa

Dambiin kun Manneen Hojii

Mootummaa Qaamolee
Raawwachiistuu sadarkaa
sadarkaan jiranii fi
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provision to the sources
of problems related with
good governance process
which is part of oromia

Regional state president

office is hereby
established by this
regulation.

2) At a regional level, this

process is accountable to

the regional state
president and shall be a
memeber of the
management  of  the

office.
3) The accountability of the

Process at the Zonal and

Woreda level is to their
respective chief
Administrators and at

Municipal level to their

respective mayors and

shall be a member of the
management of each
office.

4) At kebele level activities
relating to the public
administration
complaint and grievance
matters handling

shall be

the

process
performed by
manager of the kebele
and he shall be
accountable to  the
kebele administrator.

5 In government isstitutions or




Dhaabbilee

Mootummaa

Misoomaa

Naannoo

Oromiyaatiin hundeeffaman

2)

3)

irratti raawwatiinsa ni
qabaata.
. Hundeeffamaa fi Itti
Waamama
1) Qaama Waajjira
Pirezidaantii  Bulchiinsa
Mootummaa Naannoo
Oromiyaa kan ta’e

Adeemsi Hojii Dhimmoota
Bulchiinsaa, Iyyaannoo fi
Komii Ummataa fuudhee
keessummeessuu fi maddi
rakkoo bulchiinsa gaarii
akka

taasisu dambii

furmaata argatu
kanaan
hundeeffameera.
Sadarkaa Naannootti itti
waamamni isaa
Pirezidaantii Mootummaa
Naannoo Oromiyaatiif
ta’ee, miseensa
manaajimantii
waajjirichaa ta’ee hojjeta.
Sadarkaa  Godinaa fi
Aanaatti itti waamamni

isaa bulchaaf yoo ta’u,

sadarkaa bulchiinsa
magaalaatti kantiibaaf
ta’ee miseensa

manaajimantii mana hojii

isaanii ta’anii hojjetu.

Tk AhNTSE40-
A7 07 848
AL PS PR/
PO Sl AOA P
BW:

4) NeNA LLE PPNA®-

GEC  PhHA
ANFSLCT Ak AS
Pl 18T
9100157 P
+Tmért: Adna,

At 884@ LUPGA::

5) Pao vt aoprlf (LA

LI a0t NI
LCEAT @0T PoLeCIr
ChHN AlE379

Pl PTr bl oY,
PP CchHN Alt8L.C
alkg hG Pl 18T
HANTCT LovfOA::

6. 94”1
2v L eolhvkat
AN PF LTI A
1) AUVHA P& PF oo

NIeT PP TACT Y
0TS TS 9°C9°C Navh? 1
ao QY TNPbao T WG
VHO: ¢3S alkd
PoLLePCANT AG aoqTY
CoLeTINET 2 CAT
NeoHC D aophg®

public

complaints and

enterprises, apublic

grievance

entertaining and resolving expert

shall be assigned.

6.

Objectives
This regulation is issued with

a view to attain the following

objectives
1) To ensure good
governance through

identifying the causes of
the public grievances by
conducting research and
studies and providing
solutions and by
extending a system in
which the people submit
their  grievances and
complaints and  get
appropriate remedies:

3) To protect the public
from up and downs and
unnecessary expenses in
search of government
service and to
enablejustified,

quality,expeditious and

accessible services
through applying all
reforms;

Part Two

Powers And Duties Of The Public

Administration,

Complaint And Grievance

Matters Handling Core Process.
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4)

5)

Sadarkaa Gandaatti,
Manaajarri Gandaa hojii
Dhimmoota Bulchiinsaa,
Iyyannoo fi Komii
ummataa kan raawwatu
ta’ee itti waamamni isaa
bulchaa gandaatiif ta’a.

Mana Hojii Mootummaa
Dhaabbilee

Mootummaa

yookiin

Misooma
keessatti ogeessi
Dhimmoota Bulchiinsaa,
Iyyannoo fi Komii
Ummataa dhiyaatu ilaalee
akka

taasisu ni ramadama.

furmaata argatu

6. Kaayyoo

Dambiin

armaan

kun kaayyoo

gadii  galmaan

gahuuf tumameera:

D

2)

Rakkoowwan komii
ummataatiif sababa ta’an
gorannoo fi go’annoon
adda baasuun fala kaa’uu
fi sirna ummanni komii fi
iyyannoo ittiin
dhiyeeffatu fi furmaata
itti  argatu  diriirsuun
bulchiinsa gaarii
dhugoomsuuf;

hundi

oolanii

Riifoormiiwwan
hojii irra
ummanni bu’aa ba’ii fi

baasii hin barbaadamneef

ant82C7T 71017 :

2) U-AI9° LECTCT NAT0(-

24 AL N7IPA
UNLHAN AANLAL @M
@-LLG DR, ASINT
GTURT T LA
PAMS. WAV
NPCN- A75.87%
(S E AV

neEA U-at

ChHN ANTBLCT AlEF AS

Pl 1ECT PG LT
2AMNYS 0

7. ¢ L&k AT TG

ChHN ANHSLCE AkS
hG Pb TECT PE
421 PoLntA@® A2AMNTG
T LG LPN:-

1) Aalkd AG Pod
oo\ (P 18T
AL TG AG 9°CI°C
nN7n'Le: Al.avAn-t@-
angn £PCON
hoo i@~ oG4,
hAr8.LTTH PLLCIN:
h4.90a0F ndTAN::

2) NaAA ANd970. hhAt
NN A AT AL,
PULPCN Al:F PTG
AS PLT LT PMGAE

D

2)

3)

4)

Power and Duties of the
Process
The

Complaint

public administration,
and grievance
matters  handling  work
shall

following power and duties:~

process have the
Undertake research and study
on the sources of public
complaint and grievance
matters and submit to the
concerned body, cause them
get solutions from the very
source; follow up its
implementation.
Undertake a study on
complaints and grievances
submitted against  the
service delivery of executive
organs of the region,forward
the out come to the body
against which the grievances
or complaint is brought,
submit same to the concerned
body

corrective not take corrective

where it does
measures, and follow up its
implementation;

It shall have power to take
and examine evidences or
any kind of documents
necessary to investigate the
complaints and grievances
from any government organs;
It may provide appropriate
decision by approving, or

improving, or reversing the
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otuu hin  saaxilamin PE7 Ak @e9° decisions given at different
tajaajila haqa qabeessa, Pod APLONT AhA levels;

: . : . 5) Work incollaboration with
qulqullinaa fi  saffina SAMA: PO9N-Fhe
qabu dhiheenyatti akka A CFH MADAR concerned body on the issue
argatu gochuuf of creating awareness among

' A7LaeAnt@- Ahé the public regarding the
Kutaa Lama . . .
LPCANQ@ hé.90av-7 mechanism through which
Aangoo fi Gahee hojii . :
L ShHAd:: public complaint and
Adeemsa Hojii Dhimmoota 3) CELNT AES DRI grievances be submitted;
Bulchiinsaa, Iyyannoo fi 6) Work in collaboration with
Kormii Pl ATINGT
omii Ummataa governmental and
7. Aangoo fi Gahee Hojii POLONLANT TINCRLT S nongovernmental
Adeemsa Hojichaa VIO Pyt organizations  that  are
Adeemsii Hojii Dhimmoota A me$ e717VHS involved in activities of
Bulchiinsaa, Iyyannoo fi P HALE (1277 ®NL ensuring good governance
Komii Ummataa aangoo fi CavaoCaoC N7 and enhancing the
S democratic system,;
gahee hojii armaan gadii ni CTLPA::
baat 7) Cause the organization or
abaata. . .
q hi dda i 4) 0PLLE@- 4017 structuring of a body that
1) Dhimma madda iyyannoo O NPT h@f follow up complaints and
. .. , . .
fi komii ta’an irratti N%99%LP: N2904A grievances relating to
qorannoo  fi  go’annoo DRI NaoADT administrative harms in all
ga%gees‘,see ' qaama‘ ALALDT DO government institutions, and
dhimmi  ilaaluuf  ni . work in collaboration with
, ) . Aaom-t AN
dhiyeessa, ka’umsa irraa the same;
fala akka argatan ni 5) alvkd AG Péd 8) Cause the implementation of
taasisa, raawwii isaa ni POLLCANTT LT good governance in
hordofa. AVNEAON 2740, accordance with the practical
2) Tyyannoo fi Komii ATINENT hoLavahta- situation of the particular
. A area and, follow up and
kenniinsa tajaajila ANy IC BWEA:: o .

) support its implementation;
qaamosiee - 6) aean?” AMTARCT 9) Undertake assessment and
Raawwachiistuu ATILITTG PRI evaluation regarding the
Naannichaa 1rrattl NC% 7 Ao 130 service delivery process and
dhiyaatan ni qorata, bu’aa NLweé. av ¥+ P RS submit the result with
argate qaama iyyanni a0V 3P AL recommendations to  the
yookiin  komiin irratti concerned body; follow up
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3)

4)

5)

6)

dhiyaateef ni kenna, kan
hin sirreessine yoo ta’e
gaama dhimmi ilaaluuf ni
dhiyeesa, raawwii isaa ni
hordofa.

Ragaa iyyannoo yookiin

komii dhiyaate
qulqulleessuuf
barbaachisu gaama
Mootummaa  kamiyyuu
gaafatanii argachuu fi
sanadoota adda addaa
fudhatanii gorachuuf
aangoo ni qabaata.

Murtii sadarkaa
sadarkaan kennaman
ilaalanii raggaasisuu,
fooyyessuu yookiin
jijjiiruun murtii

barbaachisaa ta’e kennuu
ni danda’a.

Haala iyyannoo fi komiin
hawaasaa ittiin dhiyaatu
ilaalchisee hubannoo

kennu  irratti = gaama
dhimmi ilaalu wajjiin ni
hojjeta.

Qaamolee Mootummaa fi

Mit-Mootummaa

bulchiinsa gaarii
dhugoomsuuf sirna
dimokraasii  dagaagsuuf
hojjatan waliin

gindoominaan ni hojjata.

ahAk OC NPIET
LW\

7) Moo 3t ao 2l (LA
ONT CantLSLLP
NLAT Alkd AG Pbd
T5T7 PoLhS T
ahi\ A78.PPC
LLLCIN@ C17¢-
DTVTTI LT LPN::

8) aopAh9® ANSLC h7LP
anaN@- e U-s
2é AL RIR.MAN
LLCIN: 74 AL
a PG LhJTAA:
£L146\¢:

9) NAIAINT AONNTG
awe-C AL TS T AS
29°171 £n'186\:
eI o-mt AS
ao QY A%Lavpnta
AN CPCOAN: ¢ AL
AT8.0N \ONT £7¢
AL aoPhT SihdTAN::

10) P22AMSS Pavphg®
aOH8LC 77N,
Thebulen, 188 T7
NtaoAnt haCo1.8
ANA ACNA AS
ao\n9° hO+4L.C N.C
AC N6 LWL\
OAMs A74%.07

same upon its approval,

10) Work in cooperation with
Oromia Civil service and

Good Governance Bureau

regarding the awareness
creation and trainings on the
issue of good governance;
create enabling conditions for
the provision of trainings;
evaluate its outcome;

11) Ensure the establishment of a
system that enable to ensure
good governance in the
government institutions of all
levels;

12) Undertake research and study
on public complaint and
grievances  matters, and
implement its outcome;

13) Undertake a research on laws
and work procedures that
impede the efforts made to
avoid administrative harms;
and recommend its
alteranative views of

correcting them,;

14) Follow up and support the

performances of  public
administration = Complaints
and grievance matters

handling structures of each

level.
15) 1t shall Work in
coordination with  public

institutions and civic societies
with a view to resolve public

complaints and grievance

13




7) Manneen Hojii

Mootummaa keessatti
gaama iyyannoo fi komii
miidhaa bulchiinsaa

hordofu akka gurmaa’u

ni taasisa, walitti
dhufeenya hojii ni
gabaata.

8) Bulchiinsi gaariin haala
gqabatamaa Naannootiin
hojiirra akka oolu ni taasisa,
hojiirra oolmaa isaas ni
hordofa, ni deeggara.

9) Qorannoo fi gamaaggama
hojimaata kenniinsa
tajaajilaa ni  gaggeessa,
buw’aa fi furmaata argame
gaama dhimmi ilaaluuf ni
dhiyeessa, akka hojii irra
oolu yoo murta’ee hojii irra
ooluu isaa ni hordofa.

10) Dhimmoota leenjii fi
hubannoo bulchiinsa gaarii
uumuu irratti Biiroo Siviil
Sarviisii fi Bulchiinsa Gaarii
Oromiyaa waliin
gindoominaan ni hojjata,
leenjiin  akka  kennamu
haala ni mijeessa, bu’aa isaa
ni madaala.

11) Mana Hojii Mootummaa
sadarkaan argamu keessatti
bulchiinsa <aarii
dhugoomsuu sirni
danddeessisu diriiruu isaa ni

mirkaneessa.

Vs PF7 PavFFN:
O M k7 B1a0 77N

11) oANI° AOHSLCT
NPLLE® OA-
a0 31 290 0T
AZLITT PO1LLeNT AN
Co%T aolNC kT
LLITNAN::

12) P& AG Wk AL
TS+ AS 9°C9°C
L E T W B T1) 3
@M N 7e- AL
LM-AAN::

13) AN8L.L-P AT
NP LG RWrbéT PO
ATT WG AWL-CT7
011G+ Aranthnn
14N LPCAN::

14)NPLLEM®- A~ CchHA
ant8LCANES AS
Pl TACT
DPPCTT e
hEART® BindTAAN:
£L140\::

15) Nao\n9® Al-H8L.C7
A7 AT1LLD AS
PUOHA AlES AS P&
Nooq 31 hvHOP
+&e T AS Alh
0T IC NG
SWiA\::

matters and ensures good

governance.

. The Duties and

Responsibilities of the

Process Owner

1) The process owner at
regional  level  shall
scrutinize the public
complaints and
grievances and submit
the decisive cases to the
president; follow up its
implementation in
accordance  with  the
direction layed down;
cause its implementation;

2) Coordinate and lead the

activities of the process,

submit performance
reports.

3) Scrutinize public
complaints and

grievances applied to the
concerned body so that
corrective measures be
taken; notify the decision
rendered; follow up its
implementation;

4) Create public awareness
on the procedures and
processes of submitting
public complaints and
grievances;

5) Organize keep sufficient
information of public
complaints and

grievances relating to

14




12) Komii fi iyyannoo irratti
go’annoo fi gorannoo ni
gaggeessa, bu’aa argame

hojii irra ni oolcha.

13) Seeraa fi hojimaanni
miidhaa bulchiinsaa
sirreessuuf  gufuu  ta’an

gorachuun akka sirraa’u
yaada ni dhiyeessa.
14) Raawwii  hojii  caasaalee
Dhimmoota Bulchiinsaa,
Iyyannoo fi Komii Ummataa
sadarkaa sadarkaan jiran ni
hordofa, ni deeggara.
15) Bulchiinsa

mirkaneessuu fi iyyannoo fi

gaarii

ummataa  hiikuu
dhaabbilee fi

waldaalee hawaasaa waliin

komii

irratti

gindoominaan ni hojjeta.
Gahee Hojii fi Itti
gaafatamummaa Abbaa
Adeemsa Hojii.
1) Abbaan

sadarkaa

Adeemsa  Hojii

Naannoo,
iyyannoo fi komii ummataa
calalee dhimmoota
barbaachisaa ta’an
Pirezidaantii naannichaatiif
ni dhiyeessa, kallattii
kaa’ameen  raawwatamuu
isaanii  ni  hordofa, ni

raawwachiisa.

2) Hojii Adeemsichaa ni
gaggeessa,

gabaasa hojii ni dhiyeessa

gindeessa, ni

3) Komii fi Iyyannoo Ummataa

8. Pr7e 1L avd P4 &CA

AS DALY

1) NNAAN LLE £A Cr7¢-
4L1 avld hhdAL PP
PUHN AlkS AG P
T8T7 AMCF
NGNS TE PPCAA:
N+Paoma- hdMen,
aow/ -t avlf davy
ShFHAN@ LNEAATIN::

2) Pe 18T £V
PPIEAQ@ Lavi-i @
Pl L77CT PPCOA::

3) PN PUNHAN PLP AS
AlEZDTT  PALA@
Po%.a0Ant® A
PACY> T ACI°H
AT8.0NE PPCAA::
OAMmM@-7 @'
LAD-PN: hd9000-7
SngrAd::

4) PPLI AS abkS
hdé-dl A hwi-Co 18T
AL AVANLTAN D7H0,
LOMAN::

5) PANTSLC NLAT $&IS
AlkZT hdaopnt N4
PV ool PLLBAN:
LOHA::

8) hAIA?NT ANOT DIC
N+2eH PoLPCN Pl

6)

7)

8)

9)

administrative harms.
May order the
production of any
documents or evidences
that help to investigate
public  complaints or
grievances relation to the
service delivery.

Prepare  work  plan;
deliver trainings, perform
awarencess creation
activities on the issue of
good governance;

Follow up the proper
accomplishments of the
activities of the workers
the public administration,
Complaint and grievance
matters work process;

take corrective measures

on the limitations
prevailed.
Perform  activities  of

following wup, support
and evaluation as welas
research and studies on

matters relating to the

sources of public
complaints and
grievances.

10) Scrutinize the grievances

or complaints applied
against administrative
harms or faults
committed by
administrative  organs;
decide that corredtive
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4)

5)

6)

7)

8)

9)

ni  qulqulleessa, gaamni
dhimmi ilaallatu tarkaanfii
sirreessaa akka fudhatu ni
dhiyeessa, murtii kenname
ni beeksisa, raawwii isaas ni
hordofa.

Hojimaata fi adeemsa komii
fi iyyannoon itti dhiyaatu
hawaasaaf hubannoo ni
kenna.

Dhimma komii fi iyyannoo
balleessaa bulchiinsaa
ilaalchisee odeeffannoo

gahaa ta’e ni gurmeessa, ni

gabata.

Sanadaa fi ragaa komii
yookiin iyyata kenniinsa
tajaajilaa wajjin wal-
qabatee qulqulleessuuf
barbaachisan akka

dhiyaatan ajajuu ni danda’a.

Karoora hojii ni qopheessa,

leenjii ni  kenna, hojii
bulchiinsa  gaarii irratti
hubannoo uumuu ni
hojjata.

Hojjettoota Adeemsa Hojii
Dhimmoota Bulchiinsaa,
Iyyannoo fi Komii Ummataa
hojii isaanii sirnaan
raawwachuu  isaanii ni
hordofa hangina mul’ate ni
sirreessa.

Hojii hordoftii, deeggarsaa fi
qorannoo fi go’annoo
madda iyyannoo fi komii

ummataa irratti ni hojjata.

8) PANTSLC :

®eI°  alkd ATINeT
PULLNLAT N12TS
avlBPT h4PCN
TN &TAN::

7) P/l OPL PHIBA:

0ms SAMA:
Nao\h9° ADHSLC AL
20 TINeNem, 26
LGN

alkgq
Pl TERT e 1LT
Wt T LTy
NA290 “ThSOSTFa-7
endtadl: P98
TLATF LOFhAA::

9) OhHN AlAEFG Pl

TECT IO AL
PTG TS 9°CI°C G
AT5.U9° PTG
PLIG e LWEAN:

10) NAN-TSLC AhAT

o4 Aao- A0T5LL-P
NeA ®LI° 1LLAT
AL PULPCN Pl

(07 A 11 % 2 AL TATA
A78.0 AT BONGAE
h4.90a0-79° GnJTAN::

0. P74 18tk Wi tG ere-
&Ch AS AL+
1) NPA PPLNT Pl ®LI°

alkgd oL Advd NoodeC

meansures be taken; and
follow up or monitor its

implementation.

9. Duties And Responsibilities of

the workers in the process
1) Record

written form the

and keep in

grievances or complaints
submitted orally, may
provide his response or
solution to the applicant
in writing where deemed
necessary.

2) Receive client complaints
and  grievances; give
decision or take
corrective measures by
examining and
scrutinizing such cases at
hand.

3) Provide a written
adjournment to the client
taking in to account the
time required to give the
necessary solution for
complaints or grievances
submitted;

4) An

receives

employee who
public
complaints or grievances
shall ensure the
fulfilment of the
following requirements.

(a) Supports the

customer in
filing the
complaint or
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10) Miidhaa yookiin balleessaa

9. Gahee

dhimma bulchiinsaa
gaamolee bulchiinsaa
keessatti raawwataman

irratti komii yookiin iyyata
dhiyaatan ni qulqulleessa,
akka  sirreeffamuuf  ni
murteessa, raawwili isaa ni
hordofa.

Hojii fi Itti

gaafatamummaa Hojjetaa.

1)

2)

3)

4)

Komii yookiin  iyyannoo

adeemsichaa jechaan
dhiyaate gara
qabata, barbaachiisaa ta’ee
yoo argame iyyataadhaaf
barreeffamaan deebii ni
kenna.

abbaa
fuudha,

dhimma isaaniitiis qgorachuu

Iyyataa fi komii

dhimmaa ni

fi qulqulleesuudhaan murtii
yookiin tarkaanfii
sirreeffamaa ni fudhata.

komii

Iyyata yookiin

ummataatiif furmaata
barbaachisaa ta’e kennuuf
yeroo barbaachisu yaada
keessa galchuudhaan abbaa
dhimmaatiif barreeffamaan
beellama ni kenna.

Hojjetaan iyyannoo yookiin
fuudhu

dhimmoonni armaan gadii

komii ummataa

guutamuu isaa

mirkaneeffachuu qaba.

2)

3) AVHN Ak 0RI° Pl

4)

LLHA: ANdAL UT T
Arao AT NA & ao\D

LATA::
PAAT-5L77 Ak S Pb
SPNAN:  1HELTI°

NlavaoCoo (S  N29Me-
@'y 0L9°  ANdALD?
PACIT CI9°85 LONSA::

ANdALDT aoqY,
Aaotim' PO 004N 1D-7
M n29°1 o-a T
0700 ANATSL NA h-G
+mC SATIA::

CUHNT AR @LI°

Pod PULPON Wit

eoLntat 18T

av YA T @7 71T

hNNT:

(V) P&z @RI Ak
PoLECNNTT PR
n-He- v
ao °A-k7} (\taohn-t
NAT8L7 LLAAT

(A) PPN Pl @LI®
a2 0+oma-
AT 120N @-OT
Py )Nt
ANNT

(ch) ANLALD- TINLE

(b)

©

(d)

©

(®)

grievance
submitting
format properly.
Ensure that the

complaint or
grievance

submitted is
under his

jurisdiction  or
power.

Ensure that the
necessary
evidences or
information is
filled on the
format.

Ensure that the

issue of facts

relating to
complaint or
grievance is
identified;

Ensure that the
submission date
of the complaint
or grievance 1is
registered, and
adjourn in
writing as may
be necessary:

Ensure that the
decision at the
lower level is
attached where
the complaint or
grievance is an

appeal.
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5)

(@) Unki komii yookiin
iyyannoon itti dhiyaatu
haala gaariin guutamuu

isaaf abbootii dhimmaa

ni deeggara.

(b) Komiin yookiin
iyyannoon dhiyaate
daangaa aangoo

kennamef keessatti ta’uu
isaa  qulqulleeffachuu
gaba.

(c) Ragaan yookiin
odeeffannoon
barbaachisaa ta’e Uunka
irratti guutamuu isaanii
ni mirkaneessa.

(d) Jjoon dubbii komii fi
iyyannoo adda bahee
ibsamuu isaa ni
mirkaneeffata.

() Guyyaan dhimmichi itti
dhiyaate galmaa’uu isaa
mirkaneessuun,
beellama kan
barbaachisu yoo ta’e
barreeffamaan kenna.

(f) Iyyaannoo yookiin
Komiin dhiyaate
oliyyannoo yoo ta’e
murtii  jalaa  waliin
qabsiisee dhiyeeffachuu

isaa  mirkaneeffachuu

qaba.
Dhimma komii yookiin
iyyannoo balleessaa
bulchiinsaa ilaalchisee

odeefannoo gahaa ta’e ni

MLI° ool PR AL
ao PN £LITMAN G
(90) P& AS Ak
@6 1C TALT
avl\AT £LITNAN

(w) 182 PLONT +7

aoao’H 7 0270717
+mC YULLNE N1
avrh 0x 9
LAMA:

(&) PPLN@- ANED
LI Pl 1N
a1 ONFT Ahd
nHomo @4t OC
TPeRH av )
TLINT hANT::

5) ahT8LC 182 T4
Pl @LI AlkId
Anao At N oolE
£LLBNT LA

8) ANLAL S D11 Pl
NeL0Nt ol Nt
NANA NooTT T PAL-\:
9°0nC NAhA +CN
A78.00L5 Ame- STAMN::

7) OhHA AlESS Pod AL
N0 NN, 224

5) Organize and  keep
sufficient information
regarding  complaintor
grievance relating to
administrative faults.

6) Examine the case
appearing in person at
the organization against
which the complaint is
brought where it is found
necessary, may also call
witnesses to appear and

give evidence.

7) Perform awareness
creation activities
regarding public

complaints and grievance
matters.

8) Performs the following
up, supporting, research
and studying activities
regarding the sources of
public complaint and
grievance matters.

9) Scrutinize public
complaint and
grievances; submit same
to the concerned body
and cause to take
corrective measures,
notify  the  decision
given, and follow up its
implementation.

10. Power and Duties of Expert
Assigned in  Government
Institution to Receive

Complaint and Grievances.
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10.

6)

7)

8)

9)

gurmeessa, ni qabata.

Barbaachisaa ta’ee  yoo
argame daamaan waajjira
komatamuutti argamuun ni
qulqulleessa, ragaan

akka

ibsu waamuu ni danda’a.

gqaamaan dhiyaatee

Hojii hubannoo uumuu
iyyannoo fi komii ummataa
irratti ni hojjata.

Hojii hordofii, deeggarsaa fi
qorannoo fi go’annoo
madda iyyannoo fi komii
ummataa irratti ni hojjata.
Komii fi Iyyannoo Ummataa
ni qulqulleessa, gaamni
dhimmi ilaallatu tarkaanfii
sirreessaa akka fudhatan
dhiyeessuutfi, murtee
kennames ni  beeksisa,

raawwii isaas ni hordofa.

Aangoo fi Gahee Hojii Ogeessa

Iyyannoo fi Komii Mana Hojii

Mootummaa keessatti
ramadamuu
1) Aangoo fi gaheen hojii

2)

keewwata 9 jalatti tumame
kan gabaatu ta’ee, komii fi
iyyata mana hojii keessatti
dhiyaatuuf fala ni kenna.

Ogeessi  yookiin hojjataan
abbaa

dhimmaa waajjiraa yookiin

komii fi iyyata

irratti
fuudhee

qulqulleessee

hojjataa  waajjiraa
dhiyaatu

gorachuun
kenna

fala ni yookiin

LWiA

8) NehHAN AlkG #ép- oo
B AL PRl
L6 AS TG 9°C°C
Vol AN I L PATARE

9) PehHAN Ak S Pl
£Me-N: Poa00n T
and ANéAL@-7
?oI0-thhe ACISE
AT5.00L CCON
0te?169°  CHOM@-19°
Ol LPCAN: av\ON19°
SngrAad::

10. Mav 3221 avr?éf W
Po9.avA Chlk3S PPl
+P0L ao-f+F 2ANTS
+0C
1) MaA7Pd 9 27C

LI APANIS
+eF ATLAMNE PS
Naosf bk @0
ATLPCAN PLHFS hbkS
ao QY SAMA::

2) Nav 3970 avrdf vk
g MBI° Nao’éf Lk
wits AL PULPCND-7
+oG AkS e NAe
NI~ ooy,
LAMA @L9° hhdALD-
?o0-Hhhe  ACI°E
ATRONE LLCIN::

1) Without prejudice to his

powers and  duties
specified under Article 9
of this
shall

the  complaints

regulation he
give remedy for
and
grievances that arose in
his own institution;
2) Examine and give a
remedy or cause
corrective measures to
be taken on complaints
and grievances
submitted to him against
his institution or
employee of his
institution.
3) Submit

report

performance
regarding the
complaints and
grievance matters to the
head of his institution, to
make that  corrective
measures be taken by

the concerned body,

follow up its
implementation;

4) Order necessary
documents and
evidences fo be

presentedand investigate

the  complaint and
grievance at hand and
submit to the concerned
body.

5 A

unsatisfied by  the

person  who s
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3)

4)

5)

6)

tarkaanfiin sirreeffamaa
akka fudhatamu ni taasisa.
ilaallatu

Qaamni dhimmi

tarkaanfii sirreessaa akka
fudhatu gabaasa hojii komii
fi iyyannoo ummataa
hogganaa mana hojiif ni
dhiyeessa, raawwii isaa ni
hordofa.

Iyyannoo fi komii dhiyaatu
qulqulleessuuf sanadaa fi
ragaawwan  barbaachisan
akka dhiyaatan ajajuun ni
gorata, gaama  dhimmi
ilaaluuf ni dhiyeessa.

Murtii

ogeessa komii

yookiin iyyannoo
keessummeessuun mana
hojii mootummaa keessatti
kennametti kan hin quufne
gaamolee Dhimmoota
Bulchiinsaa, Iyyannoo fi

Komii Ummataa ilaaluuf

sadarkaa sadarkaan
hundeeffamaniitti  ol’iyyata
dhiyeessuu ni danda’a.

Ogeessi komii fi iyyannoo
Mana Hojii Mootummaa
raawwii  hojii  isaa  Itti
Adeemsa Hojii Dhimmoota
Bulchiinsaa, Iyyannoo fi
Komii Ummataa sadarkaan

jiruuf gabaasa ni dhiyeessa.

11.Itti gaafatamummaa fi Gahee

Hojii Mana Hojii Mootummaa

D

Manni Hojii Mootummaa

3)

4)

5)

6)
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decision of the expert
given on complaint and
grievance in the
government institution
or public enterprise may
lodge his appeal to the
same bodies established
at each level to handle
public complaints and
grievance matters:
6) An expert assigned in
government institution
or public enterprise to
receive complaint and
grievance shall submit
performance report to
the head of his
institution and to public
complaint and grievance
matters hearing body

established at each level.

11. Responsibilities And Duties of

a Government Institution

1) Any government
institution or  public
enterprise shall assign
asenior expert whose

accountability is to the

head of the government

institution or  public
enterprise.

2) Assist and support study
and research conducted
regarding the problems
encountered in  the
process of submitting

public complaint and
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Dhaabbanni

Mootummaa

yookiin
Misoomaa
kamiyyuu ogeessa sadarkaa

ol’aanaa itti waamamni isaa

itti  gaafatamaaf  yookiin
hogganaaf ta’e ramaduu
qaba.

2) Sirna adeemsa dhiyeessa

komii yookiin iyyannoo fi
kenniinsa furmaataa irratti
irratti

rakkoo mudate

go’annoo  fi gorannoo

Adeemsa Hojii Dhimmoota

Bulchiinsaa, Iyyannoo fi

Komii Ummataattiin
gaggeeffamu ni deegara, ni
gargaara.

3) Dhaabbilee Mootummaa fi

Miti~-Mootummaa

bulchiinsa <aarii
dhugoomsuuf hojjetan
waliin  gindoominaan ni
hojjata.

Kutaa Sadii

Adeemsa Iyyannoon yookiin Komiin
ittiin Dhiyaatuu fi Qulqullaa’u

12. Ka’'umsa Komii yookiin
Iyyannoo

1) Komii, miidhaa yookiin

balleessaa bulchiinsaa

gaamolee Mootummaa fi
Dhaabbilee
Mootummaa irratti dhiyaatu
abbaa

nama

Misoomaa
dhimmaa yookiin

tajaajila  barbaadu
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12. Causes

grievances and
mechanisms of resolving
them.

3) Work in Collaboration
with governmental and
non-governmental
institutions that operate
to ensure good

governance.

Part Three

Procedures Of Submiting And

Investigatng Complaint Or

Grievance

of acomplaint or

Grievance

1) Any grievance against
administrative harms or
faults committed by the
government institution or
public enterprise shall be
submitted by a customer
or aperson against whom
such administrative harm
or fault is committed.

2) Total or partial denial of
the services which a
customer is
entitled.

3) Maltreatment of the

lagally

clients by delaying the
services which they are
entitled to get.

4) Unable to get transparent
and just services by the

destruction or concealing
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irratti kan raawwatame
ta’uu qaba.

2) Tajaajila akka  seeraatti
tajaajilamaan argachuu
qabu guutummaan
guutuutti yookiin
gartokkeedhaan
dhorkachuu yookiin
dhabisiisuu.

3) Tajaajilamaan tajaajila
argachuu gabu  yeroo
dheeressuudhaan kenniinsa
tajaajilaa harkifachiisuu,
tursiisuu  fi  dedeebisuun
dararuu.

4) Sanada Dballeessuu yookiin
dhoksuun tajaajila
iftoominaa fi haqa qabeessa
ta’e dhabuu.

5) Mirgootaa fi faayidaalee
Heeraa fi seeraan lammiin
gonfate kan dhorkuu
yookiin hir’isuun gochaa fi
balleessaa bulchiinsaa
raawwachuu ni dabalata.

13. Qabiyyee Iyyaanno yookiin

Komii

1)

Komiin yookiin iyyannoon

dhiyaatu barreeffamaan yoo

ta’e dhimmoonni armaan

gadii guutamuu qgaba,

(a) Maqgaa fi teessoo abbaa
dhimmaa

(b) Maqgaa fi teessoo mana
hojii komatamee.

dubbii

(© Tjoo komii

yookiin iyyannoo
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documents.

5) It includes administrative
acts and faults that result
in depriving or limiting
the rights and interests of
citizens guaranteed by

the constitution and

other laws.

13. The Content of a complaint

or Grievance
1) where the grievance or
complaint is submitted
in writing the following
shall be fulfilled:

(a) Name and address of
the customer or
client;

(b) Name and address of
the government
Institution  against

which the complaint
or grievance  is
submitted;

(©) The main issue of
the grievance or
complaint;

(d) The remedy sought

by the client,

(e) Evidences and
documents
necessary to

establish or prove
the case;

(f) The date and place
where the act is
committed.

2) Where the complaint or
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2)

3)

14. Adeemsa

dhiyaatee.
(d) Furmaata abbaan
dhimmaa akka isaa

kennamu barbaadu.

() Ragaa fi sanada
dhimmicha
mirkaneessan yoo
gabaate.

(f) Guyyaa fi iddoo gochi
itti raawwatamee;

Iyyannoo yookiin komiin
dhiyaatu afaaniin yoo ta’e
unka  gophaa’e irratti
keewwata kana keewwata
xigqaa 1 (a-f) qgabxiin jiru
kan guutaman ta’a.
Iyyannoo yookiin komiin
dhiyaatu oliyyannoo yoo
ta’e murtii qaama sadarkaa
sadarkaadhaan kennameef
iyyata  waliin  qabsiisee
dhiyeessuu gaba.

dhiyeessa  komii

yookiin iyyannoo

D

2)

Namni kamiyyuu komii

yookiin iyyannoo ofii
haadha
abbaa

yookiin nama

isaatiin,  karaa
warraa  yookiin
warraa
sadaffaan dhiyeeffachuu ni
danda’a.
Komii

yookiin  iyyannoo

jechaan, barreeffamaan,
poostaan, bilbilaan, faaksiin
imeeliin  fi kan kana
fakkaataniin dhiyeeffachuu

ni danda’a.
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grievance is submitted
orally, the provisions
under sub
article  1(a-f)of this

article shall be filled on

specified

the format prepared for
this purpose.

3) Where the complaint or
grievance submitted is
an appeal the decision
given by lower bodies at
each level shall be
attached  with  such
appeal.

14. Procedures of Submitting a

Grievance Or Complaint

1) Any person may submit
his grievance or
complaint by himself,
through his spouse or

third person.

2) The Grievance or
complaints  may  be
submitted  orally, in

writing, through post
office, telephone, fax, e-
mail or any other
meanses.

3) Any

submit his complaint or

customer shall

grievance by the working
language of the region;

4) Any person, who suffers
any influence or injury
for he has submitted a
grievance or complaint,

may inform such
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3)

4)

5)

6)

Abbaan dhimmaa iyyannoo

yookiin komii dhiheeffatu

afaan  hojii  Naannootiin
dhiheeffachuu qgaba.
Namni kamiyyuu  komii

yokiin iyyannoo dhiyeessuu
isaatiin dhiibbaan yookiin
miidhaan gara biroo yoo
isarratti gahe atattamaan
gqaama ol’aanaatiif iyyachuu
ni danda’a.

Iyyanni yookiin komiin dura
gaama komii yookiin iyyata
dhaga’uuf gqaama
Mootummaa komatamu

yookiin miidhaa geessisee

iyyataaf ka’'umsa ta’e
keessati  komii  ilaaluuf
aangeffameen ilaalamee
deebii kennameen

walqgabatee qaama iyyaanoo
fi komii ilaaluuf sadarkaa
sadarkaan dhaabbatetti
oliyyannii dhiyaachuu ni
danda’a;
Komiin sadarkaa gandaa
irraa ka’'u qaamni komiin
irratti ka’u murtii kennee
komataan murtaa’uu isaa
guyyaa beeke irraa kaasee
guyyaa hojii kudha shan
(15) keessatti Adeemsa Hojii
Dhimmoota Bulchiinsaa,
Iyyannoo fi Komii Ummataa
sadarkaan jiruuf
ol'iyyannoo isaa dhiyeessuu

gaba.

3)
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5)

6)

7)

influence or injury to the
concerned superior

organ immediately.
Any complaint or
shall be
submitted to
body

established at each level

grievance
primarily

concerned

to handle such complaint
or grievance, an appeal

against the decision of

such bodies may be
submitted to the
concerned bodies

established at each level
to hear an appeal.

Appeal against  the
decision rendered at
kebele

the complaint or

level regarding
grievance started at such
level shall be submitted
to public complaint and
matters
bodies

established at any level

grievance

hearing

within 15 working days
by the complainer from
the date he is aware of
such decision.

who is
dissatisfied by the

decision

A customer
given  may
submit his appeal to the
administrator or mayor
within 15 working days
from the date of the
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7)

8)

9)

10) Qaamni

Abbaan dhimmaa iyyata

yookiin komii dhiyeeffate

irratti  murtii  kennametti
kan hin quufne yoo ta’e
murtiin kennamee guyyaa
kudha shan (15)

keessattti itti gaafatamaa

hojii

waajjira bulchiinsaa yookiin
kaantiibaaf ol’iyyaannoo
isaa  dhiheeffachuu  ni
danda’a.

Abbaan dhimmaa murtii
Adeemsi Hojii Dhimmoota
bulchiinsaa, Iyyannoo fi
sadarkaa

kennametti

Komii Ummataa
Naannootiin

kan hin quufne yoo jiraate
dhimmi isaa cuunfamee
akka

dhimmichaa murtichatti hin

gindaa’ee abbaan
quufiin ibsuudhaan murtiin
kennamee guyyoota hojii
soddoma  (30)

Pirezidaantii

keessatti
Mootummaa
Naannoo Oromiyaatiif
dhiyaatee murtiin kennamu
isa dhumaa ta’a.

Sababii gahaan yoo dhiyaate
malee ol’iyyannoon komii
guyyaa ibsame keessatti hin
dhiyaanne fudhatama hin
gabu.

Dhimmoota
Bulchiinsaa, Iyyannoo fi

Komii Ummataa simatee
furmaata kennuuf sadarkaa

sadarkaan dhaabbate komii

7)

8)
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decision.

8) Where the costumer is
dissatisfied by the
decision given by the
public administration

complaint and grievance

matters handling process
at the regional level,
such adecision may be
submitted to the

President of the region

within 30 working days

having the summarized

and organized complains

and dissatisfaction of the

customer. The decision
given by the regional
state President shall be
final.

9) Except in the production
of sufficient grounds any
appeal that is not
submitted within the
specified time shall not
be accepted.

10) Public

complaint and grievance

administration,

matters handling bodies
established at any levels
shall have a duty to give
in writing the decision
they have rendered.

IDA
submits his appeal shall

complainer  who

attach the decisions of
public  administration,

complaint and grievance
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abbaa

dhimmaa ilaachisee murtii

yookiin  iyyannoo

murteesse barreeffamaan
kennuuf dirqama qaba.

11) Komataan yookiin iyyataan

oliyyata yoo dhiyeeffatu
murtii  jalaa  sadarkaan
kenneef waliin qabsiisee
dhiyeesuu qgaba.

12) Dhimmi addaa akka
mootummaatti
murteessaadha  jedhamee
ilaalamu qgaba yoo ta’e

malee, ol’iyyannoon

miidhaa bulchiinsaa qaama

sadarkaa sadarkaan
hundaa’etti dhiyaatee hin
ilaalamiin qaama ol’aanuun
hin ilaalamu.

15. Adeemsa

iyyannoon itti qulqullaa’u

komiin  yookiin

1) Komii yookiin iyyannoo

dhiyaate haala ulfinaa fi

ariifachiisummaa isaatiin
adda baasuu.

2) Tjoo dubbii komii dhiyaatee
fi deebiin Mana Hojii
Mootummaa komatame

kenne seerotaan waliin
ilaaluu.
3) Akka

isaatti

barbaachisummaa
abbaa

waliin mar’iachuu.

dhimmaa
4) Qaamolee dhimmichi
ilaallatu, nama dhuunfaa fi
barbaachisaa  yoo  ta’e

dhimma ragaa ta’u hunda
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matters handling bodies
rendered at any level.
12)No appeal shall be
submitted to the superior
body where it does not
entertained by the public
administration complaint
and grievance handling
bodies established at each
levels unless the case is
considered to have a
special nature and need
to be entertained by the
government.
15. Procedures of Investigating
acomplaint or Grievance.

1) Identifying the grievance
or complaint submitted
according to its graveness
and urgency.

2) Examine or evaluate the
issue of the grievance
submitted and response
delivered by the
institution against which
the complaint or
grievance is submitted in
line with the law;

3) Discussing with  the
customer as it may deem
necessary;

4) Taking explanations of
evidences orally or in
writing from concerned
bodies, individuals and

sources of

other

evidences as it may deem

26




5)

6)

7)

barreeffamaanis ta’ee
jachaan ibsa fudhachuu.
Mana  hojii  komatame
bilbilaan yookiin xalayaan
gaaffachuu.

Iddoo komiin irraa ka’etti

yookiin Mana Hojii
komatameetti Jaamaan
argamuun gorachuun

dhimma qulqulleessuu.

Adeemsa komii
qulqulleessuu keessatti
bulchiinsa <aarii
mirkaneessuuf jecha
ogeessonni komii

qulqulleessan dhiibbaa
gaama komatee fi
komatame irraa walaba
ta’ee dhimmicha

qulqulleessuu gaba.

16. Akkaataa deebiin komii yookiin

iyyannoo itti kennamu

D

2)

3)

Komii yookiin iyyannoo
tajaajilamaa irraa
dhiyaatuuf gqaamni
Dhimmoota  Bulchiinsaa,
Iyyannoo fi Komii
Ummataa sadarkaan jiran
murtii kenne abbaa
dhimmaaf ibsuu gaba.

Murtiin  kennamu  akka

barbaachisummaa  isaatti

barreeffamaan ni
kennama.
Deebiin barreeffamaan

kennamu kamiyyuu;

(a) Magqgaa fi teessoo abbaa
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5)

6)

7)

necessary;
Requesting information
from the government
institution against which
the complaint is brought
through telephone or in
letter;

Investigating the case
appeareing  in person
in the  government
institution or the place
where the case is
occurred;

Experts  assigned to
investigate ~ complaint
shall be free of any
influence of the
complainer and the
organ against which the
complaint is brought in
Investigating the case so
as to ensure good

governance,

16. Procedures to Respond to

Complaints or Grievances

1)

2)

3)

Any Public complaint
and grievance matter
hearing body established
at each level shall explain
its  decision to the
customer.

The decision may be
given in writing as it may
deem necessary.

Any response given in
writing shall include:

(a) Name and address of
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4)

dhimmaa.

(b) Maqgaa fi teessoo mana
hojjichaa komiin irratti
dhiyaatee.

(¢) Gaaffii abbaa dhimmaa

dubbii

yookiin  ijoo

komii dhiyaatee.

(d) Deebii komatamaa
yookiin seekterri
Mootummaa

komatamee kenne.

(e) Argannoo bira gahame
yookiin bu’aa
xiinxalaa.

(f) Fala yookiin furmaata
kenname.

(2) Qaamni murtii

kenname irratti komii

qabu mirga
oliyyannoo gaafachuu
gabachuu isaa ibsamuu
gaba.

Iyyannoo yookiin komii
dhiyaataniif sababii
humnaa ol yoo ta’een alatti
buwuura dambii kanaatiin
guyyoota hojii kudha shan
keessatti deebiin
kennamuufii qaba.

Kutaa Afur

Iyyannoo Kaasuu, Murtee fi

Raawwii

17. Iyyaannoo yookiin Komii

dhiyaate kaasuu

D

Iyyataan yookiin komataan

komii yookiin iyyannoo
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4)

(b)

©

(D

©

®

©

the customer;

Name and address of
the institution against
the complaint is
brought;

The request or relief
soulght the customer
or by the main issue
of the case at hand,;

Response given by the

body or the
government  sector
against which the

complaint is brought;

The outcome or the

finding of the
investigation;

The solution or relief
given;

Nither of the

aggrieved party shall
be informed of his
right to lodge an

appeal against the

decision given.

Unless there is a force

majeure, the necessary

response or solution shall

be given to the complains

or grievances submitted

within 15 working days

in accordance with the

provisions of

this

regulation.

Part Four

28




sadarkaa kamittuu
dhiyeesse murtiin
kennamuun dura

barreeffamaan kaasuu ni
danda’a.

2) lIyyataan yookiin komataan
iyyaannoo yookiin komii
isaatiif ragaa adda addaa
gabaachuu isaa erga ibsee

booda dhiyeessuuf guyyaan

hojii kudhaan (10)
kennamee kan hin
dhiyeessine yoo tae fi

kanaan alatti dhimmicha
furmaata

hin
danda’amne yoo ta’e fedha
akka  dhiiseetti

lakkaa’amee

gorachuun

kennuun kan

isaatiin

iyyannoon
isaa ni cufama.

3) Iyyannoon yookiin komiin
akkaataa keewwata kana

keewwata xiqqaa 2 jalatti

tumameen ragaa
dhiyeessuu dhabuun
cufame sababiin gahaan

yoo dhiyaate malee yeroo
biraa ilaalamuu hin
danda’u.
18. Murtii raawwachiisuu
1) Murtii iyyaannoo yookiin
komii  dhiyaate irratti
kennaman gqaama dhimmi
isaa ilaallatu
barreeffamaan erga
dhaqqabee guyyoota hojii

kudhan  (10)  keessatti
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Revocation Of Complaint,

Decision And Execution

17. Revocation of a complaint or
Grievance submitted
1) Any

revoke

complainer may

in writing his
complaint or grievance
submitted at any level
before the decision is
rendered.

2) Where the complainer
after declaring that he
has evidences to produce

such

fails to produce

evidences  within 10
working days and where
it is impossible to
investigate and resolve
such case, it is presumed

that he has revoked his

complaint in his own
consent and
consequently the
complaint  shall  be
barred.

3) The case which is barred
in accordance with sub
article 2 of this article for
failure to produce

evidences shall not be

entertained unless
sufficient  reason  is
produced to this effect.

18. Execution Of Decision
1) The decision given on a

submitted complaint or

29




raawwachuu gaba.
2) Qaamni Mootummaa

dhimmi isaa  1ilaallatu

murtii kenname kan hin
ta’e

raawwanne Yoo

tarkaanfiin bulchiinsaa fi

seeraa kan irratti
fudhatamu ta’a.
19. Dirgama Murtii Tarkaanfii

Bulchiinsaa Raawwachiisuu.

1) Balleesaa bulchiinsaa kan

raawwate hojjataa
mootummaa yoo ta’e
gqaamni  murii kenne

hogganaa mana hojichaatti
gabaasa gochuudhaan
koree naamusaatiin
qulqullaa’ee murteen akka
itti kennamu ragaan wal-
gabsiisuudhaan ni

dhiyeessa, raawwii isaatiis

ni hordofa.

2) Hogganaan seektara
Mootummaa komatame
murtii tarkaanfii
bulchiinsaa  hojii  irra

oolchuuf dirqama gaba.

3) Murtiin  Adeemsa  Hojii
Dhimmoota  Bulchiinsaa,
Iyyannoo fi Komii
Ummataa seektarri
komatame  guyyaa isa
dhaqgabe irraa kaasee
guyyaa  kudhan (10)

keessatti hojii irra oolchuu

yoo baate, gajeelfama

fudhachuu diduun seera
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shall be
the

concerned body within

grievance

executed by

10 working days from
the date of the decision is
notified to it in writing,.
2) Administrative and legal
measures shall be taken
the

government organ where

against concerned
it fails to execute such
decision.

19. Obligation to

Administrative Measures or

Execute

decisions
1) Where

administrative fault is

the

committed by a civil
servant, the organ that
passed the decision shall
report to the head of the
concerned

attach

institution;
evidences and
submit the case to be
entertained by  the

discipline committee of

such institution; and
follow up its
implementation;

2) Head of the government
institution against which
the complaint is brought
shall have the duty to
execute decisions

relating to

administrative measures.

3) Where the institution
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4)

yakkaatiin kan himatamu

ta’a.
Qaamni  seecraan  yakka
gorachuu fi  himachuuf
aangoon kennameef

dhimma kana qulqulleessee

seeratti dhiyeessuuf dirqama

gaba.
5) Balleessaan raawwatame
yakkaan  yookiin  seera

siviiliitiln kan gaafachisu
yoo ta’e, qaamni murtiii

kenne tarkaanfiin seeraa

akka fudhatamuuf
dhimmicha gaamolee
haqgaa sadarkaa

sadarkaadhaan jiraniif ni
dhiyeessa, raawwii isaatiis

ni hordofa.

20. Dhimmoota Aangoo Adeemsa

Hojii Dhimmoota Bulchiinsaa

Iyyannoo fi Komii Ummataa

tiin ala ta’an

1)

2)

3)

Dhimma Abbaa Taayitaa
Galiiwwaniitiin, taaksii fi
gibiraan walgabatee
ilaalamaa jiruu fi murtaa’e

irratti angoo hin qabaatu.

Dhimma Komishiinii
Naamusaa fi Farra
Malaammaltummaatiin

gabamee ilaalamaa jiruu fi
murtaa’e irratti aangoo hin
gabaatu.

Dhimma Mana Murtiitti
dhiyaatee ilaalamaa jiruu fi

murtaa’e irratti

4)

5)
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fails to execute within

10 days after receiving

the decision of the
publiccomplaint and
grievance matters

handling body, it shall
be liable in accordance
with the Criminal Law
for its failure to accept
an order.

4) An organ which has the
power o conduct

criminal  investigation
and to frame criminal
charge shall have a duty
to investigate and bring
the case before law.

5) Where the committed
fault entails criminal or
civil liability, an organ
which has passed the
decision shall order the

the justice

established

at all levels to enable

case to

institutions

that legal measures be

taken and follows up its

implementation;
20. Matters Out of the
Jurisdiction of the
PublicComplaints and

Grievance matters process

1) This regulation shall not
be applicable on matters
pending and decided by
the Revenue Authority
related with tax and
custom duties.

2) Those matters pending
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4)

5)

raawwatiinsa hin gabaatu.

Murtii Mana Mareetiin
murtaa’e irratti aangoo hin
gabaatu.
Dhimma  Mana  Hojii
Oditara Muummichaatiin
gabamee fi qoratamaa jiru

irratti aangoo hin gabaatu.
Kutaa Shan

Tumaalee Adda Addaa

21. Dirgama deeggarsa kennuu

D

2)

3)

Manneen Hojii
Mootummaa fi Dhaabbilee
Misoomaa Mootummaa
tajaajila kennan

kamiyyuu ajajaa fi murtii q
aamolee Dhimmoota Bulch
iinsaa, Iyyannoo fi Komii U
mmataatiin kennaman
raawwachuu fi
raawwachiisuuf deeggarsa
kennuuf dirqgama qabu.

Ittigaafatamaan yookiin
hojjataan hojii irra oolmaa
murtii  komii  yookiin
iyyannoo irratti kenname
hin

gufachiise yookiin sochii

deeggarre, kan

bulchiinsa <aarii
dhugoomsuuf naannicha
keessatti taasifamu
gufachiise fi  miidhaa

geessiseef seeraan kan itti

gaafatamu ta’a.

Manni Hojii Mootummaa
yookiin Dhaabbilee
Misoomaa Mootummaa
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21.

and decided under the
jurisdiction of Ethics and
Anti-Corruption

Commission.

3) Matters pending and
decided by courts.

4) Those amatters decided
by the administrative
council.

5) Those matters being

entertained by and are
under investigation by
Auditor General.

Part Five

Miscellaneous Provisions

Obligation to Support
1) Any government
institution and public
enterprises that deliver
public services shall have
a duty to execute and
cause to be executed the
order and decision of the
public  administration,
complaint and grievance
matters handling bodies.
2) Any head or civil servant

who obstruct, fails to
support the execution of
the decision passed on
the

grievance

complaint or
matters,or
obstruct and affect the
efforts to ensure good
governance in the region
shall be responsible in
accordance with the law.
3) Any

institutions

government

or public
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22. Gabaasa,

kamiyyuu iyyannoo
yookiin komii isaan irratti
dhiyaatuuf
akka

gaafataman xalayaan isaan

ibsa  yookiin
ragaa kennaniif
gaqqabee guyyoota hojii
shan(B) keessatti Hogganaa
yookiin Itti Aanaa
Hogganaa yookiin nama
bakka

mirkanaa’ee

xalayaan bu’een
deebiin
kennamuu gaba.

Hordoffii fi

Deeggarsaa

D

2)

3)

Adeemssi Hojii Dhimmoota
Bulchiinsaa, Iyyannoo fi
Komii Ummataa sadarkaa
sadarkaan jiran dambiin
kun Manneen Hojii
Mootummaa fi Dhaabbilee
Misoomaa Mootummaa
hunda keessatti hojii irra
ooluu isaa hordofuu fi
deeggaruuf itti
gaafatamummaa qgaba.

Qaamni Dhimmoota Bulchi
insaa, Iyyannoo fi ~ Komii
Ummataa sadarkaa
sadarkaan gabaasa raawwii

hojii ni dhiyeessa.

Ogeessi Dhimma
Bulchiinsaa, Iyyannoo fi
Komii Ummataa Mana
Hojii Mootummaa yookiin
Dhaabbilee Misooma
Mootummaa keessatti
ramadame gabaasa

raawwii hojii isaa Mana
Hojii keessatti hojjatuu fi
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enterprises required to

give  explanation or
produce evidence
regarding the complaint
or grievance against
them shall have a duty to
give  such  response
within 5 working days
after receiving a letter for
this purpose by the head
or vice head or other
authorized representative

of the institution.

22. Report, Follow Up and
Support
1) Any public
administration,

complaint and grievance
matters handling body
established at any level
shall have a duty to
follow up and support
the implementation of
this regulation in all
government institutions
and public enterprises.
2) Public

complaint and grievance

administration,

hearing body established

at any level shall submit

its performance report.
3) Any

administration

public

complaint and grievance
matters handling expert
assigned in any

government institution
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Adeemsa Hojii Dhimmoota
Bulchiinsaa, Iyyannoo fi
Komii Ummataa sadarkaa
isaatti jiruuf ni dhiyeessa.
23. Seerota  Raawwatiinsa  hin
Qabaanne:
Dambiileen, Qajeelfamoonni fi
barmaatileen  hojii ~ dambii
kanan wal faalleessan
kamiyyuu dhimoota dambii
kana hammataman irratti
raawwatiinsa hin gabaatan.
24. Aangoo Qajeelfama Baasuu

Waajjirri Pirezidaantii
Bulchiinsa Mootummaa
Naannoo Oromiyaa Dambii
kana  hojii irra  Oolchuuf

gajeelfama baasuu ni danda’a.
25.Yeroo Dambiin Kun Hojii Irra

itti Oolu

Dambiin kun Amajjii 17,

2005 irraa eegalee hojii irra

oola.
Alamaayyoo Atoomsaa

Pirezidaantii Mootummaa

Naannoo Oromiyaa
Amaijjii 17, bara 2005
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or public
shall

performance report to

enterprises

submit his

his institution and to the
same organs established

at his level.

23. Inapplicable Laws

Any regulation, directives
and custommary practices
with this

shall not be

inconsistent
regulation
applicable on matters

covered by this regulation.

24. Power to Issue aDirective

OromiaNational Regional
State President Office may
issue a directive for the
implementation of this

regulation.

25. Effective Date

This regulation shall come
into force as of January 25,
2013.

Alemayehu Atomsa,

President of OromiaNational
Regional State

Finfine
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