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BUSINESS REGISTRATION AND LICENSING AGENCY

(BRELA)

CLIENT SERVICE CHARTER

Foreword

This Client Service Charter is a ‘social pact’ between the Business Registrations and Licensing Agency (BRELA), a service provider and its clients as service receivers.  It specifies standards for service delivery, which we believe the Agency’s service users have the right to expect.  This service charter also specifies rights, responsibilities of both parties and how clients can access BRELA services.

BRELA is committed to provide high quality and cost effective services in the Companies registrations both local and foreign, Business Names registrations, Trade and Service Marks registrations, Granting of Patents, and issuing of Industrial Licenses to its clients.

BRELA is also committed to report annually to its clients and other stakeholders on its performance against this charter, as a way to have a continuous improvement of its service delivery.

In order to be effective and successful, this charter has to be a living document and be a product of good working relations that BRELA endeavours to build and maintain with all of its clients, partners and staff. 

I therefore urge each and every user of BRELA services to use the mechanisms suggested in this charter to make an open, transparent and constructive dialogue that will help BRELA to achieve its goal.

Hon. Dr. Mary Nagu (MP)                           Date ……………………., 2004

Minister of Industry, Trade and Marketing
BUSINESS REGISTRATIONS AND LICENSING AGENCY

(BRELA)

CLIENT SERVICE CHARTER

1.0
THE PURPOSE OF THE CHARTER

The primary purpose of this charter is to create and enhance public awareness of the availability and quality of services which BRELA delivers to the public and how to access them. 

The charter sets standards of service delivery which will have to be acceptable by all BRELA Clients and other stakeholders.  It also provides for available remedies should the service delivery be below the expected and agreed standards.  Finally the charter provides for the establishment of transparent complaints management systems to enable BRELA properly handle all the complaints from its clients and other stakeholders.

2.0
BRELA functions are:-

a)
To advise the Minister for Industry and Trade and the
Government generally on all matters relating to Corporate and Commercial Laws, Intellectual Property Laws and Industrial Licensing.

b)
To maintain orderly the registries of Companies, Business Names, Patents and Trade and Service Marks and Industrial Licensing.

c)
To process new applications for registration of Companies, Business Names, Trade and Service Marks and granting of Patents, registering and issuing of Industrial Licenses

d) To adopt measures which ensures maximum levels of legal requirements compliance are reached and  maintained

e) To provide information on Companies, Business Names, Intellectual Property and Industrial Licensing to the Public.

3.0
OUR VISION, MISSION AND CORE VALUES

3.1 
VISION

“To be customer focused and internationally recognized business  

regulatory and facilitatory  organization.”

3.2
MISSION OF BRELA

To regulate and facilitate business operations in conjunction with other partner institutions in the country, to ensure that they are in accordance with sound business and commercial principles.

3.3 OUR CORE VALUES

We will be guided by these core values in our pursuit for excellence:-

· The customer is always right

· Value and respect our customers

· Courtesy to all customers who come for services

· Pursuit of excellence in service delivery

· Impartiality in service delivery 

· Loyalty to the Government 

· Respect for Rule of Law

· Proper use of official information

· Diligence to duty 

We commit ourselves with the help of our clients and stakeholders to design on the basis of the above stated values high quality service delivery standards for our clients and other stakeholders.

3.4
OUR CORE MANAGEMENT PRINCIPLES

· Management by facts and process 

· Customer orientation

· Result oriented management

· Honesty and intergrity 

· Professionalism

· Team Work

· Responsibility and Accountability and

· Mutual beneficial alliance and partnerships.

3.5 OUR STANDARDS 

We commit ourselves to:-

1.
Set clear standards of service that users can expect, monitor and review performance, publish the results and receive independent validation wherever possible

2.
Be open and communicate clearly and effectively in plain Language, to help people using our Services, and to provide our clients with full information about our services, their costs (where applicable and how we are performing on annual basis.)

3.
Consult and involve current and potential users of our services as well as the staff and to use the views collected to improve quality services delivery.

4. Endeavour to make service easily accessible to everyone who needs them.  The use of modern technology is essential for efficiency and efficacy, modern technology will be applied as resources permit, and we will offer client choices wherever possible. 

5.
Treat all people fairly, respect their privacy and dignity, be helpful and courteous,  and  pay particular attention to those with special  needs.

6.
Attempt always to put things right quickly, and effectively, learn from complaints and have a clear, well publicised and easy to use complaints procedure, with the possibility of Independent review wherever possible. 

7.
Use resources effectively and provide best value for taxpayers, donors and users.

8. Continually look for ways to improve the service and facilities offered.

4 .0
OUR STRATEGIC OBJECTIVES.

1.
Constant revisit Legislation and service delivery procedures to ensure high-level standard of business compliance.
2.
Strengthen and maintain application of modern business practices to ensure quality service delivery.

3.
Expand customer base to ensure maximum access to BRELA service and improve revenue generation.

4.
Strengthen and maintain proper resource management to ensure optimization of both human and material resource utilization.

5.0.
OUR CLIENTS AND STAKEHOLDERS’ EXPECTATIONS 

Our strategic plan identifies our main clients and stakeholders who comprise several types of persons or groups and their expectations as follows:

(i)
The Business Community

Have the right to expect:

-
Timely processing of registrations and licenses

-
Efficiency and improvement in service delivery 

-
Value for money for service delivered, and

-
fairness and transparency

(ii)
Information seekers (police and other State Organs researchers, journalists investors, innovators, artists, etc)

Have the right to expect:

-
Timely provision of accurate information

-
 Effective and transparent communication system.

(iii)
Partners and Institutions (the judiciary and counterpart offices of other countries.)
Have the right to expect:

-
Good governance and transparency 

-
Efficiency and effectiveness in service delivery

-
Effective communication systems.

(iii)
International and Regional Organizations
Have the right to expect:

-
Good governance and transparency 

-
Efficiency and effectiveness in information communication 

-
Effective and proper use of resources if any from such institutions 

(vi)
The Government and Parliament 

Have the right to expect:

-
Improved management capability and efficiency in public service delivery.

-
Enhanced public service morals and ethics

-
High standards of Public accountability.

-
Improved human resource development and gender equality.

6.0
OUR RELATIONSHIP WITH OUR CLIENTS AND STAKEHOLDERS.

Our Relationship with and our Responsibilities to our Clients

-
Advice.  We will always endeavour to provide consistent, accurate and impartial general advice on registrations, licensing processes and other services, which we deliver.

-
Staff Manner.  We will train and require our staff to be friendly, helpful, respectful, action oriented and sensitive to the clients’ individual needs.

-
Information sharing.  We will provide our stakeholders with necessary information to enable them to participate effectively in our business endeavours.

7.0
OUR QUALITY OF SERVICE STANDARDS
We are continuously striving to improve the quality of our service provision with regard to the following: -

-
Responsiveness.  We will deal with all referrals as promptly as possible.

-
Clarity.  We will ensure that all letters, financial reports and publications, processes and other information are as clear as possible.

-
Accuracy.  We will monitor the accuracy of advice, information on Business Registrations, Licensing processes and other services that we offer.

-
Appropriateness.  We will ensure that our services fit clients’ needs, special attention will be available particularly to the special needs of the disabled or other disadvantaged groups.

-
Information Technology.  We will maintain IT standards in line with international best practice.

· Response times for client contacts.  We will deal with letters, e-mails and phone messages as quickly as possible and always within 5 working days from the date of receipt.

· Appointments.  We will ensure that all appointments are promptly dealt with, the service will be delivered without prejudice, favoritism within 10 minutes from the time appointment is sought.  We will do our best to avoid any inconvenience, and regret with apology if an inconvenience is caused.

· Telephone Services.  We guarantee to shorten the time to get through individual staff for response to outside calls and vice versa within minimum time not exceeding 10 minutes.  We therefore promise to interact diplomatically and value others through effective communication.

· Complaint resolution. We guarantee to respond and acknowledge all complaints as soon as they are received. Furthermore, we guarantee that response, suggestions solutions, or progress report will be provided as soon as possible but not exceeding 60 days from the date of receipt of the complaint. 

7.1
TIMELINESS – RELATED STANDARDS FOR PROCESSING CORE ACTIVITIES 

These cover the speed and efficiency of the administration of our service delivery process.  We will pursue opportunities for continuous improvement in the following areas:-

Processing of Applications for Registrations.

(a) Companies Registration

The span of registering company and any other changes will be reduced from unspecified time to 3-5 working days if all documents are properly filed and comply with the law.

(b)
Business Names Registrations

The span of Registering a business name and any other changes will be reduced from unspecified time to 1-3 working days if the forms are properly filed and comply with the law.

(c)
Intellectual Property.

(i) Trade and Service Marks.

The time of Registering of Trade Service work  will be  at least  90 days if  all requirements  are met and the clients are responsive to the  correspondences put to them quickly.

The 90 days include two weeks of processing the application and examining it before  publication,  60 days statutory period within which the application has to be published, two weeks  after expiry of statutory period in which the applicant  has to pay Registration  fees and be issued with a Certificate.

(ii)
Renewal

Renewal of Trade and Service Marks will take 5 working days
(iii) 
Assignment /change of Names/Change of Address/ Registered user merger will take 5 days.

(iv)
PATENTS
Grant of patent will take 5 months, 2 weeks on receiving application to publication, 4 months statutory time for publication and 2 weeks after publication.

(d)
Industrial License

Registration of industrial License will be reduced from previously 90 days to 1-2 days.
8.0
RIGHTS AND OBLIGATIONS OF CLIENTS 

We have promised in this chapter what we believe you have the right to expect in terms of our standards.  Secondly, we believe    that you have certain responsibilities to abide to help us provide good services to you.  To ensure our successful ongoing relationship we look forward to having appropriate co-operation from all our customers, in meeting promptly their statutory obligations to access our services.

8.1
CLIENT RIGHTS
In addition to the right to high standards of service delivery, we consider you have the right to:-

· Get adequate and affordable Services,

· Be treated with courtesy,

· Lodge a complain or advise.

· Privacy and confidentiality,

· Access facilities and test procedures in a manner, which meets your needs.

8.2
CLIENT OBLIGATIONS
Similarly, we believe that you have certain obligations, to abide by certain codes of conducts and behavior to help us to provide good service to you and to ensure our mutually acceptable lasting relationship. 

You are expected to: -

· Treat our Staff with courtesy.

· Attend schedule meetings punctually

· Respond to our requests for information accurately, thoroughly and in a timely manner.

· Abide by any legal requirements and other obligations that you are required to meet in order to be eligible for accessing the services sought.

· Respond to our questionnaires, which seek to improve our services to you. 

· Not to offer gifts, favours or inducements to our Staff, or to solicit the same.

· Make timely payments of all statutory fees.

· Have good conduct

· Have reasonable patience

· Provide good and necessary co-operation.

9.0
FEEDBACK AND COMPLAINTS HANDLING MECHANISMS

We welcome constructive criticisms and feedback about our services just as we also welcome compliments and suggestions on how we might improve the quality of their delivery.  Furthermore, we promise that complaints and suggestions will be taken seriously and dealt with as quickly as possible by officers of appropriate seniority.

9.1
HOW TO SUBMIT A COMPLAINT.
Complaints may be made by post, telephone, fax or e-mail, or in person by contacting the following.

The Chief Executive Officer,

BRELA

P.O. Box 9393, Dar Es Salaam, TANZANIA.

Telephone: +255 22 2180113, 2181344, 2180141

Fax: +255 22 2180371

E-Mail:  info@brela-tz.org or ceo@brela-tz.org
Website: www.brela-tz.org
Also attention is drawn that there is a “Suggestion Box”.

We are located at:

The Tanzania Federation of Co-operatives Building, 4th floor, Lumumba Street,

Dar Es Salaam.

9.2
HOW TO GIVE FEEDBACK ABOUT THIS CHARTER

We welcome feedback about this Client Service Charter.  We would like it to be a living document.  It is about our services and the standards we aspire to provide, but also how users can contribute to setting them.  Comments and suggestions should also be addressed to:-  

The Chief Executive Officer,

BRELA

P.O. Box 9393, Dar Es Salaam, TANZANIA.

Telephone: +255 22 2180113, 2181344, 2180141

Fax: +255 22 2180371

E-Mail:  usajili@cats-net.com
Website: www.brela-tz.org
9.3
RECORDS OF COMPLAINTS.
We will record all complaints, compliments and suggestions.  They will be used for our internal monitoring and evaluation process; they will form the process of annual self-assessment and benchmarking.  The information will assist BRELA to identify areas for improvement and be included in the Plans.  Whilst we expect and require that complainants identify themselves, we guarantee that all information, including personal names and details will be treated with utmost confidentiality.

10.0
EXTERNAL DISPUTE HANDLING AND APPEAL MECHANISMS. 

Our internal complaints handling system does not prevent clients from using external dispute handling and appeal mechanisms or in any way reduce their rights of appeal to the Executive Agencies Regulations on Arbitration and Reconciliation Procedures.

11.0
MAINTAINING AND REVIEWING THE CHARTER

11.1
The purpose of review.

This charter as a living document shall be continuously reviewed to take on board changes that occur in the society, in Business registrations and Licensing processes as a whole, that affect our clients.  We wish to ensure its ongoing relevance and effectiveness and it will regularly be revisited for proposes of ensuring that:-

-
The charter continues to reflect the correct approach to our clients and if there are any significant new initiatives, particularly through the process of the Reform Programme.

-
The service commitments and standards are still aligned to the needs and priorities of clients and other key stakeholders. 

-
The charter continues to meet your service principles and core values, 

-
The current content is accurate,

-
The format, design and availability meet your needs,

-
We are maintaining reliable and effective data collection on client feedback, service standards and complaints,

-
Changes should be made to our complaints handling processes for purposes of maintaining its efficacy and effectiveness. 

11.2 Consultation in review

In order to be open and accountable we will consult appropriate clients and stakeholders during our review process.  We will also consult external sources such as our parent ministry and the Public Service Management, as well as service delivery surveys and customer focus groups.  

11.3
Reporting Performance Against Standards.

We will continue to make ourselves publicly accountable for our performance and operations by publishing our Client service Charter information on our level of compliance to promises, and to commitments and guarantees we have made.  In addition we will regularly monitor the level of client awareness of the charter.  Data and information obtained will be included in the process of annual self Assessment by using the Business excellence Model.

BUSINESS HOURS:- 

We operate from 7.30 am to 3.30 pm from Monday to Friday.

PAGE  
10

