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TERMS AND DEFINITIONS

Accountability means obligation to explain, justify and take responsibility. 

Benchmark means reference point or standard against which performance or achievement can be assessed.

Charter Standards: means commitment made to users of services against which performance will be measured and the results reported to the clients, customers and other stakeholders. 

Client: means customers or any other person requiring services offered by the Corporation. 

Complaints: means an expression given by a client as a result of dissatisfaction caused by action, lack of action or maladministration by a service provider.

Effectiveness means the extent to which an intervention’s objectives were achieved, or are expected to be achieved, taking into account their relative importance. 

Efficiency A measure of how economically resources/inputs (funds, expertise, time, etc.) are converted to outputs or results.

Feedback the transmission of findings generated through the evaluation process to parties for whom it is relevant and useful so as to facilitate learning. This may involve the collection and dissemination of findings, conclusions, recommendations and lessons from experience.

Monitoring: a continuing function that uses systematic collection of data on specified indicators to provide management and the main stakeholders of an ongoing intervention with indications of the extent of progress and achievement of objectives and progress in the use of allocated funds.

Objective (MTEF Objective), a broad statement of what is to be achieved and the improvements to be made. An objective describes an intended outcome or impact and summarizes why a series of actions have been undertaken. 

Performance, the degree to which an intervention or an implementer operates according to specific criteria/ standards/guidelines or achieves results in accordance with stated objectives or plans.

Performance Measurement, a unit measure that can be used to assess the level of service standard. 

Performance Standard, these are conditions to be met or qualities of the service to be provided to the client.

Process, how something is done or agreed business procedures
STATEMENT OF THE CHIEF EXECUTIVE OFFICER
Client Service Charter is a written service commitment by an institution with its clients. It describes all the services that institution offers, set service standards that we believe our stakeholders have a right to expect, time for processing such services, duties and responsibilities of both clients and Corporation. It also sets out feedback mechanisms including a system of handling public complaints. Client Service Charter is an effect a ‘social pact' between service providers and receivers. They are developed through consultation with clients and employees. 

This Charter is a social contract between TASAC on one hand and its clients and stakeholders on the other. The purpose of this Client Service Charter is to inform our clients, stakeholders and the public at large about the types and standards of services that we provide; the approach that we use in order to meet our clients’ needs and expectations; the relationship that we seek to cultivate between ourselves and our clients; and the rights and obligations with respect to the services that we provide.. 
The concept and implementation of Client Service Charter initiatives has strong impetus in improving the quality of public service. TASAC has, therefore, recognised the potential benefits of using service charter as a tool to drive cultural change towards a more customer-focused approach within the  Corporation. 
We commit ourselves to adhere to working standards set out in the Charter, and to enhance our services to clients. The Charter also helps to measure our performance in delivering services and maintaining focus on our clients’ needs. It provides an opportunity for them to comment on our performance and to advise us on how to improve our services. We are pleased to present our Client Service Charter and looking forward to working with you. 

Emmanuel S. Ndomba

DIRECTOR GENERAL

October 2020.
CHAPTER ONE

1.0 INTRODUCTION

This chapter defines what is a clients’ service charter (CSC) and it explains the purpose of Client Service Charter,  
1.1 What is a Client Service Charter?

 A Clients’ Service Charter (CSC) is a written commitment by an institution with its clients. It describes all the services an institution offers, set service standards, time for processing such services, duties and responsibilities of both clients and institutions. It also sets out feedback mechanism including a system of handling public complaints. Charters are public documents developed by an institution in consultation with its clients, staff, and stakeholders that continually grows with an institution. Charters are living documents, whose use in PIs will be monitored on regular basis and formally reviewed to determine its effectiveness. For it to be live, it will be updated from time to time to respond to the changing environment; This review should occur as part of a programmed cycle or prompted by specific events. reviewing the charter  may either consider using in-house expertise or external consultants. Review of the CSC need to be done in consultation with clients, staff and stakeholders in consideration of the implementation experience based on feedback from both internal and external sources. 

1.2 Purpose of Charter

 The following are the purpose of having CSC in public institutions: 

( Creating awareness on the type, availability and quality of services offered by PIs, ( Creating culture change in the Public services, by instituting the customer focused approach, 

( Improve service delivery to the public  

( Increasing accountability and responsiveness of the public servants, by setting standards of services of which public servants are to work within and if they work against the public should hold them accountable. 

Charter is considered as a major tool for cultural change in delivery of public services, a strong performance measurement and accountability tool that focuses on service outcomes.
1.3 ESTABLISHMENT OF TASAC
The Tanzania Shipping Agencies Corporation (TASAC) was established under Section 4 of the Tanzania Shipping Agencies Act, No. 14 of 2017. The Corporation became operational from 23rd February, 2018 following the Government Notice (GN) No. 53 dated 16th February, 2018. According to Section 68 of the Act No. 14 of 2017, TASAC took-over part of functions and duties including maritime safety and security, port and shipping regulatory functions that were undertaken by the Surface and Marine Transport Regulatory Authority (SUMATRA). In addition, Section 7 of the Act provides for an exclusive mandate to carry out clearing and forwarding functions, shipping agency documentation and ship tallying services. The Corporation is a body corporate, a maritime administration and a regulator of maritime transport services in Tanzania.

1.4 VISION, MISSION AND CORE VALUES

1.5 TASAC’s Vision
“To be a leading maritime administration and shipping agencies Corporation transforming Tanzania into global maritime transport hub”.

1.6 TASAC’s Mission
“Ensure efficient provision of safe, secure, reliable and environmental friendly maritime and shipping business services to contribute to socio - economic development”.

1.7  TASAC’s Core Values
The following are the core values that the Corporation undertakes to uphold in pursuing the attainment of its Vision:

1.8 Professionalism:

Adopting an approach that demonstrates professionalism in competency, character, attitude, and conduct;
1.9 Accountability: 

Being accountable to stakeholders and to the Nation in the execution of the mandate and responsibilities bestowed upon the Corporation;
i. Fairness: 

Being fair in all dealings with consumers, service providers and the other stakeholders and discharge duties with neutrality and impartiality, without fear or favor; 

ii. Integrity:
Being exemplary in behavior and acting with honesty and integrity in all our transactions; 

iii. Transparency:
Being transparent in all activities and dealings and ready for public scrutiny; and

iv. Innovation: 

Always striving to reach out and embrace new technologies and innovative 
methods of executing  our mandates and contributing to national 

development.

CHAPTER TWO
2 TASAC MANDATES AND POWERS

It shall be the underlying objective of TASAC in carrying out its functions and exercising its powers provided for under section 5 of the Act, Cap. 415 to enhance the benefits of maritime transport in Mainland Tanzania by:-

i. promoting effective management and operations of shipping agencies;

ii. promoting effective operations of ports and shipping services;

iii. maintaining cargo safety and security;

iv. promoting and maintaining maritime environment, safety and security;

v. promoting efficiency, economy and reliability;

vi. fostering the development and expansion of the maritime transport sector;

vii. promoting competition in the shipping agency business; and

entering into contractual obligations with other persons or body of persons in order to secure the provision of quality and efficient shipping agencies services, whether by means of concession, joint venture, public, private partnership or other means and to delegate its own functions of providing shipping agency services to one or more parties.  
2.9 Functions
TASAC functions in relation to shipping business, maritime administration and maritime transport services regulations as stipulated in Sections 6, 10, 11 and 12 of the Act include the following:-

2.9.1 As a shipping agent (Section 6), the functions include to:-

a. represent the principal in shipping business services;

b. arrange for arrival or departure of ships;

c. arrange for provision of port services through port operators, customs and other Government or public institutions, firms or private companies or individuals;

d. carry out cargo documentation services including release of bills of lading, delivery orders and lodgement of manifest, cargo loading list or discharge list and stowage plans;

e. carry out ship documentation including inward and outward ship clearance;

f. arrange for procuring and processing of documents including production of bills of lading;

g. perform activities required for dispatch of ships;

h. arrange for provision of services pertaining to crew matters;

i. arrange for provision of stores, supplies, ship repairing and any other related services;

j. arrange for transhipment services and shipment of over landed or short-shipped cargo;

k. arrange for container stuffing and de-stuffing services;

l. procure warehousing and cargo storage services;

m. canvas for cargo and market shipping services of ships on behalf of     ship owners, operators or chatterers;

n. provide information on booked cargo, level of utilization of allotted space onboard the ship and statistics on cargo availability;

o. attend to claims on behalf of principals;

p. provide regular reports to the principal on the position and performance of ship while in port;

q. monitor, truck and coordinate all activities concerning the movement of full and empty containers;

r. keep proper record on any financial transaction in relation to shipping business of the principal including port disbursements;

s. make payments for services and goods on behalf of the principal;

t. collect freight charges and other moneys from shippers, consignees or other parties on behalf of the principal;

u. handle and monitor through bill of lading;

v. keep record for all loaded, discharged, stuffed and de-stuffed cargo items;

w. do or arrange for any other services related to shipping agency business, provided that such services do not contravene the provisions of this Act; and 

x. carry out other activities as necessary, advantageous or proper for the development of shipping industry.

2.9.2 In relation to the regulation of maritime administration, marine environment, safety and security (Section 11), the functions include to:-

a. administer the Merchant Shipping Act;

b. exercise port state control inspection of all foreign ships and flag state control of ships registered in Mainland Tanzania;

c. regulate and approve marine services safety equipment and marine service providers;

d. regulate ferries;

e. coordinate maritime search and rescue operations;

f. regulate and coordinate the protection and preservation of marine environment;

g.  disseminate information and create awareness on matters related to marine environment, safety, and security; and

h. perform such other functions as may be conferred on the Corporation by the Act establishing TASAC or any other written law.

2.9.3 In relation to the regulation of maritime transport services (Section 12), the functions include to:– 
a. issue, renew and cancel licenses;

b. establish standards for regulated goods and services,

c. establish standards for terms and conditions of supply of the regulated goods and services;

d. regulate rates and charges;

e. monitor the performance of the regulated service providers;

f. facilitate the resolution of complaints and disputes;

g. monitor and superintend the conduct and practices of shipping lines and other regulated service providers;

h. monitor freight rates and surcharges so as to ensure there is correct application during the period of their validly;

i. call for, register and appraise freight rates, currency and bunker adjustment factors and other charges or surcharges in relation to maritime transport services;

j. require all ships loading or discharging in Mainland Tanzania ports to submit to the Corporation ship particulars, freight rates, copies of freighted manifests and charter parties for import and export, copies of operational or service agreements, notification of any imposition of new charges, conditions of services and any other relevant information;

k. register shippers, shipping agents, clearing and forwarding agents;

l. superintend the conduct of shipping agents;

m. disseminate information about matters relevant to the functions of the Corporation; and

n. perform such other functions as may be conferred on the Corporation by the Act establishing TASAC or any other written laws.

2.9.4  Exclusive Mandate

TASAC shall have exclusive mandate, as provided under section 7(1) of the Act, as amended as to the carrying out of:-

(a) clearing and forwarding functions relating to import and export of minerals, mineral concentrates, machineries, equipment, products or extracts related to minerals and petroleum, firearms and ammunition, live animals, Government trophies, or any other goods as the Minister may prescribe by order published in the Government Gazette;

(b) documentation in relation to shipping agency by receiving from the principal import and export cargo documents including bills of lading and manifests and transmitting such documents to a shipping agent to which representation of a principal has been delegated; and

(c) ship tallying services.

 executing our mandate and contributing to national development.

CHAPTER THREE
2.9.5  PURPOSE OF THE CHARTER
The purpose of this Client Service Charter is to create awareness among our clients and stakeholders on the Corporation’s commitment with regard to the standards of service delivery under a reformed public sector. The public sector reform has re-oriented the Government from its traditional approach in the production of goods and services to a new approach that seeks to enhance private sector and civil society participation in the delivery of goods and services. The Charter also explains the avenues for communication with the Corporation and the feedback mechanisms about the quality of our services.
2.9.6 COMMITMENT TO MEET CLIENTS’ EXPECTATIONS
TASAC Client Service Charter demonstrates our commitment to meet our clients’ expectations, and on the other side, it outlines obligations of our clients to enable us to deliver the quality services. It sets out new culture in service delivery, new ways of accountability to its customers, and invariably, propels the Corporation to continuously improve its services.
 



2.9.7  MAIN OBJECTIVES OF THE CHARTER
The main objectives of this Charter are to:

(i) inform our clients and stakeholders about the services we offer, the standards of the services and the way those services are provided;

(ii) develop and improve service delivery between TASAC, its clients and other stakeholders;

(iii) make sure that there is two way communication between TASAC and its clients, 

(iv) inform stakeholders about the procedures and channels for lodging complaints when service delivery does not meet the expected standards.
2.10 KEY FEATURES OF THE CHARTER
In pursuit of this purpose, this Charter includes the following key features:

(i) Our guiding principles for service delivery; 
(ii)     Our vision, mission and core values; 

(iii)  Our standards of service delivery that clients can expect from us; and
(iv)  How to contact us.
2.11 OUR COMMITMENT TOWARDS SERVICE DELIVERY

We commit ourselves through this Charter to the following:
(i) providing services in accordance with the policies, laws, regulations and rules governing the maritime regulation and shipping business in the country at all times;

(ii) providing services to our clients and stakeholders in a customer-friendly, transparent and impartial manner and ensuring that the services are appropriate to their needs;

(iii) discharging our duties and responsibilities to our clients in a professional and ethical manner at all times;

(iv) setting clear standards of service delivery and publish the details of our performance against the standards each year;

(v) consulting and cooperating with our clients and stakeholders and inviting suggestions and comments as we believe that clients’ comments will help us to improve our services; 

(vi) using available resources in an efficient and cost-effective manner and bind ourselves accountable to the regulated services providers, customer and other relevant stakeholders;

(vii) ensuring that all information and advice provided to our clients and stakeholders is accurate and up-to-date, and that our communications and processes are simple to understand and follow;

(viii) responding to queries and requests for services and information from our clients and stakeholders in a timely manner as set out in our standards of service delivery; and

(ix) co-operating in the provision of services with other ministries, departments and agencies [MDAs], regional and local authorities and other service providers with respect to shipping business, maritime transport, maritime safety, security and environment.

CHAPTER FOUR
3.0 OUR CLIENTS AND STAKEHOLDERS’ EXPECTATIONS
3.1 Regulated Service Providers, Shipping Business Services Customers  and Other Stakeholders
Tanzania Shipping Agencies Corporation has three main strategies related to the core functions  of the Corporation, to enhance maritime transport Services in regulatory role, to improve Maritime Safety, Security and Protection of Marine Environment and Shipping Business Services. Charter is public documents developed by an institution in consultation with its clients, staff, and stakeholders that continually grows with an institution. In this context clients and stakeholders they have the right to expect:

3.1.1 Prompt and efficient services; 

3.1.2 Accurate information and useful advice; 

3.1.3 Ethical and professional behaviour;
3.1.4  Confidentiality; 

3.1.5 Impartiality and promptness in dispute resolution; and

3.1.6 Transparent and fair business practices. 
3.2 Members of the Parliament

             They have the right to expect:

3.2.1 Advance information on matters affecting their constituencies;

3.2.2 Clear notice, orders and procedures;
3.2.3  Prompt services and accurate information;
3.2.4  Timely response to their questions; and
3.2.5  Co-operation and co-ordination in the delivery of services. 
3.3 Government Institutions 

         They have the right to expect:

3.3.1 Clear policies, legal framework and procedures;
3.3.2 Prompt services and accurate information; and 
3.3.3 Co-operation and co-ordination in the delivery of services.
3.4 Media 

      They have the right to expect:

3.4.1 Access to accurate information; 
3.4.2 Clear and simple procedures;
3.4.3 Ethical, impartial and professional behaviour;
3.4.4  Accountability and transparency in the use of public resources; and 
3.4.5 Courtesy.
3.5 Civil Society and Communities

       They have the right to expect:

3.5.1 Accurate information;
3.5.2 Consultation and participation in social responsibilities; 
3.5.3 Ethical, impartial and professional behaviour; 
3.5.4 Accountability and transparency in the use of public resources; and
3.5.5 Courtesy.
3.6 Academic and Research Institutions
         They have the right to expect: 
3.6.1 Accurate information; 
3.6.2 Consultation and participation in projects in the maritime and shipping business;
3.6.3 Ethical, impartial and professional behaviour; and
3.6.4 Courtesy. 
3.7 Development Partners 
         They have the right to expect:

3.7.1 Accurate, simple and clear procedures for execution of programmes and projects; 
3.7.2 “Value for money” in the use of donor funds;
3.7.3  Transparency and accountability in the use of donor funds; and
3.7.4 Prudence in the use of public funds and public property.
3.8 General Public
        They have the right to expect:

3.8.1 Timely access to quality services and in a professional manner;

3.8.2 Timely receipt of relevant, correct and accurate information;

3.8.3 Timely response to all complaints submitted to the  Corporation;

3.8.4 Courtesy;

3.8.5 Fairness and impartiality;

3.8.6 Compliance with legal requirements in discharging our sevices  and;

3.8.7 Consideration of public opinions and comments.
CHAPTER FIVE
4.0 TASAC OBLIGATIONS TO CLIENTS

TASAC Clients should expect high standard service delivery from TASAC employees. In this respect we shall be obliged to:
a) Provide quality services on time and in a professional manner;

b) Provide relevant, timely, correct and accurate information;

c) Institute timely investigation on all complaints submitted to the  Corporation and provide feedback after the completion of the investigation;

d) Serve our clients with courtesy;

e) Treat our clients with fairness and impartiality;

f) Adhere to legal requirements in discharging our duties;

g) Respect our clients’ opinion and comments; and

h) Cooperate with our clients.
4.1 INSTITUTIONAL RESPONSIBILITIES OF PUBLIC SERVICE DELIVERY

TASAC Clients Service Charter observes the Institutional Resposibilities in  service delivery as provided in the Guide of Preparation of Client Service Charter in the  Public Services  2006, as follows: 

4.1.1 Set standards of service (QMS) and business Procedures: We will set clear standards of service that users can expect; monitor and review performance; and publish the results, following independent validation wherever possible. 

4.1.2 Be open and provide full information: We will be open and communicate clearly and effectively in plain language, to help people using public services; and we will provide our clients with full information and services, and how we are performing on an annual basis. 

4.1.3 Consult and involve: We will consult and involve our present and potential stakeholders in public finance management, as well as our employees; and use their views to improve the services we provide. 

4.1.4 Encourage access and promote choice: We will endeavor to make services easily available to everyone who needs them. We will encourage the use of technology as resources permit, and we will offer clients choices wherever possible.

4.1.5 Treat all fairly: We will treat all people fairly; respect their privacy and dignity; be helpful and courteous; and pay particular attention to those with special needs and vulnerable groups. 

4.1.6 Put things right when they go wrong: We will attempt always to put things right quickly, efficiently and effectively; learn from complaints; and have a clear, well-publicised, and user-friendly complaints procedure, with the possibility of independent review wherever possible. 

4.1.7 Use resources effectively: We will use resources effectively to provide best practices and accountability to taxpayers, donors and other stakeholders. 

4.1.8 Innovate and improve: We will continually look for ways to improve the services and facilities offered. 

4.1.9 Work with other service providers: We will work with the Ministries, Departments and Agencies (MDAs) and other providers to ensure that services are simple to use, effective and co-ordinated, and facilitate MDAs to deliver better services to their end-users where TASAC has responsibility for crosscutting issues.
CHAPTER SIX

5.0 TASAC STANDARDS IN SERVICE DELIVERY

5.1 STAFF ATTITUDE AND RELATIONSHIP WITH CLIENTS
5.1.2 Staff Attitude and Behavior

We shall at all times, while performing our duties, serve and interact with our clients honestly, diligently, fairly, and with mutual respect.

5.1.3 Relationship with our Clients

We shall strive to maintain good relationship with our clients at all times by meeting their expectations.

5.1.3 Fairness and Equality

We shall treat all our clients fairly and equally irrespective of their social status.

5.1.4 Self-Introduction (Phone calls)

On receiving calls from clients, TASAC staff shall introduce themselves by names and organization.

5.1.5 Self-Introduction (other)

In meeting with clients, staff shall introduce themselves before serving them and will at all times wear Corporation identity cards (IDs) while at  Corporation’s premises. Staff will present their IDs or official introduction letter where such letter is required.
5.2 QUALITY OF SERVICES
a) Clarity
We shall provide clear and unambiguous procedures and requirements either in writing or verbal on case by case scenarios to satisfy clients’ needs.

b) Accuracy
We shall strive to provide correct and accurate information to our clients to the best of our knowledge.

c) Responsiveness
We shall respond to enquiries within the response time indicated in this charter.

d) Emergencies
We shall respond promptly and professionally to all emergencies in line with laid down rules, procedures and guidelines.

e) Innovativeness
We shall strive to provide the best services at all times and continue developing user friendly tools and procedures and improve them where needs arise.
5.3 SERVICE STANDARDS
The response time for processing core activities will be as follows:

a) Communication

	Activities
	Time Response

	Responding to telephone calls.
	Within the first four (4) ringing tones.

	Acknowledgement and reply to written enquiries.
	Within five (5) working days from the date of receipt.

	Acknowledgement of official electronic mails (info@tasac.go.tz)
	Within 24 hours during working days.

	Responding to written enquiries including media and all clients.
	Within five (5) working days from the date of receipt.

	Responding to questions from the Parliamentarians.
	Within five (5) working days from the date of receipt.


b) Tariffs Review and Approval

	Activities
	Time Response

	Acknowledgement of receipt of the application
	Within  three (3) working days from the receipt date.

	Preliminary review and issuing acceptance letter of the application
	Within  five (5) working days from the date of receipt complete application.

	Issuance of tariff decision
	Within  60 working days from the date of acceptance of complete application


c) Issuance of License from Directorate of Maritime Transport Regulation

	Activities
	Time Response

	From receiving application for new or renewal of licence, determination, inspection and issuance of licence 

	Port Terminal Operators
	Within sixty (60) days from the date of receipt of such application

	Shipping agent 
	Within thirty (30) days from the date of receipt of such application

	Dry Port
	Within thirty (30) days from the date of receipt of such application

	Miscelaneous Port Services
	Within thirty (30) days from the date of receipt of such application

	Consolidators/De-Consolidators
	Within thirty (30) days from the date of receipt of such application


d) Issuance of Certificates from Directorate of Maritime Transport Regulation

	Activities
	Time Response

	From receiving application for new or renewal of registration certificates, determination, inspection and issuance of certificate.

	Clearing and Forwarding
	Within thirty (30) days from the date of receipt of such application

	Gross Mass Verifier


	Within thirty (30) days from the date of receipt of such application


e) Issuance of Certificates (COC) (DMSE)
	Activities
	Time Response

	From receiving application for Certificate of Competency (COC), Processing, and issuance of Certificate of Competency (COC). 
	Within 5 working days from the date of receipt and payments.


f) Issuance of Certificates (CDC)

	Activities
	Time Response

	From receiving application for Continuous Discharge Certificate (CDC), Processing, and issuance of Continuous Discharge Certificate (CDC).
	Within 5 working days from the date of receipt and payments.


g) Issuance of Certificates (COP)

	Activities
	Time Response

	From receiving application for Certificate of Proficiency (COP) Processing, and issuance of Certificate of Proficiency (COP)
	Within 5 working days from the date of receipt and payments.


h) Replacement for a lost certificate

	Activities
	Time Response

	From receiving a letter regarding a loss of certificate, reapplication for Certificate, Processing, and issuance of another certificate.
	Within 7 working days from the date of recipt and payments.


i) Issuance of recognition endorsement

	Activities
	Time Response

	From receiving application for endorsement, Processing, and issuance of endorsement.
	Within 5 working days from the date of receipt.


j) Issuance of Certificates (Seaworthiness) 

	Activities
	Time Response

	From receiving application letter requesting annual survey, conducting survey and issuance of Seaworthiness.
	Within thirty (30) working days from the date of receipt.


k) Issuance of Certificates (Certificate of Tanzanian Registry) 

	Activities
	Time Response

	From receiving application for Ship registration, Processing, and issuance of Certificate of Tanzanian Registry.
	Within Fourteen (14) working days from the date of receipt.


l) Licensing of small vessels

	Activities
	Time Response

	From receiving application for local safety certificate and license, conducting inspection, Processing, and issuance of local safety certificate and license.
	Within One (01) working day from the date of receipt.


m) Review and approval of ship plans and drawings

	Activities
	Time Response

	From receiving ship plans and drawings, review and issuance of approval.
	Within ten (10) working days from the date of receipt.


n) Approval of life saving appliances and arrangements service stations

	Activities
	Time Response

	From receiving lifesaving appliances, evaluation and tests, test results and issuance of approval.
	Within five (05) working days from the date of receipt.


o) Licensing of foreign vessels

	Activities
	Time Response

	From receiving application for unregistered vessel license, conducting inspection and issuance of unregistered vessel license.
	Within Fourteen (14) working days from the date of receipt.


p) Resolution of Complaints and Disputes

	Activities
	Time Response

	From receiving application for complaint, determination and issuance feedback 
	Within thirty (90) working days from the date of receipt


q) Resolution of Complaints and Disputes
	Activities
	Time Response

	From receiving application for complaint, determination and issuance feedback 
	Within thirty (90) working days from the date of receipt


r) Monitoring Performance of Regulated Sectors

	Activities
	Time Response

	Provide feedback on the findings of inspections conducted in the regulated supplies. 
	Within 30 working days after the date the inspection was conducted.




s) Dissemination of Information
	Activities
	Time Response

	Publication of complaint resolution in the public register.
	Within 21 working days 

	Submission of Board Orders to Chief parliamentary Draftsman (CPD) for gazetting.
	Within 3 working days after Board approval.


	Gazetting tariff Orders, Rules, and Notices.
	Within 21 working days after submission to the Chief Parliamentary Draftsman (CPD).

	Publication of TASAC annual report.
	Within 180 days after the end of financial year (but this also depends on Controller and  Auditor General (CAG) signing of the audited annual financial statements).


SERVICE STANDARDS OF CLEARING & FORWARDING OPERATION.
The response time for processing Import & Export Cargo activities will be as follows:             
(a). Carryout clearing and forwarding services for import cargo effectively and efficiently. 
	Activities
	Time Response

	Receiving of a complete set of shipping documents and Verifying Documents
	Within 12 working hours

	Opening up File in (Shipping Business Management System (BMS) 
	Within 12 working hours

	Classification/Customs Nomenclature
	Within 24 working hours

	Submit Declaration to TRA (TANCIS & TESWS) and receiving pre-assessment from TRA
	Within 24 working hours

	Attend any query if from (TANCIS & TESWS)
	

	Accept final assessment From TRA and send duties and taxes to client for payment
	Within 12 working hours

	Initiate Charging   for TASAC Agency Fee 
	Within 12 working hours

	Confirmation on payment of duties and taxes and tracing for cargo Arrival (ETA/ATA )
	Within 12 working hours

	Manifest Compared and sending wharfage to client for payment
	Within 12 working hours

	Lodge required set of shipping document to OGD for permit application or approval  
	Within 24 working hours

	Attend query if any, receive invoice from OGDs and sending to client for payments 
	Within 24 working hours

	Requesting invoices of local charges from shipping agencies and cargo consolidators. Consignee arrange for payment
	Within 24 working hours

	Preparing documents and lodge for collecting Delivery Orders from shipping agencies or consolidators
	Within 12 working hours

	Collecting Delivery Orders and Storing order for FCL from consolidators or shipping agencies
	Within 12 working hours

	Compile file and book for cargo physical verification 
	Within 12 working hours

	Receiving verification charge and send them to client for payment 
	Within 24 working hours

	Conduct cargo physical Inspection and follow up for approval from OGDs
	Within 24 working hours

	Collecting Custom Release Order from TRA 
	Within 12 working hours

	Application of terminal and ICD charges and send the invoice to client for payment
	Within 12 working hours

	Truck announcement and follow up for truck get in permission
	Within 12 working hours

	Loading and releasing cargo from terminal or ICD
	Within 24 working hours

	 
	14 Days


(b). Carryout clearing and forwarding services for export cargo effectively and efficiently. 
	Activities
	Time Response

	Receiving of a complete set of shipping documents and Verifying Documents
	Within 12 working hours

	Opening up File on (SBMS) shipping business management system
	Within 12 working hours

	Request Booking from Shipping agency
	Within 24 working hours

	Receive Shipping Order from Shipping agency
	Within 12 working hours

	Classification/Customs Nomenclature
	Within 12 working hours - depending on the number of items

	Submit Declaration to TRA (TANCIS & TESWS) and receiving pre-assessment from TRA
	Within 12 working hours

	Collecting of approved containers from shipping agency container depot
	Within 48 working hours - depending on the number of containers

	Stuffing processes.
	Within 24 working hours - depending on the number of containers

	Approval /acquire relevant Permits, 
	Within 12 working hours

	Receiving final assessment and Obtain Custom Release Order
	Within 24 working hours

	Preparing bill for TASAC Agency Fee and sent to client for payment
	Within 12 working hours

	Preparing and submit Loading list to shipping agency
	Within 24 working hours - depending on the number of containers

	Application for terminal charges and sending invoice to client for payment
	Within 12 working hours

	Application of get in permission 
	Within 12 working hours

	Follow up of Scanner process and carry in at terminal
	Within 12 working hours - depending on the number of containers

	
	11 Days


5.4 CLIENTS’  RIGHTS AND OBLIGATIONS
a) Clients’ Rights

TASAC clients have the right to: 

(i) Seek and obtain accurate information and services appropriate to their needs;
(ii) Privacy and confidentiality; 

(iii) Receive quality services; 
(iv) Provide feedback on the Corporation’s services; and 

(v) Lodge complaints and seek alternative remedies if dissatisfied.

b) Client’s Obligation

TASAC clients have an obligation to: 

(i) Comply with legal requirements, guidelines, procedures and directives in order to be eligible for services; 

(ii) Provide complete, timely and accurate information in respect to services needed from the  Corporation;

(iii) Treat Corporation’s staff with courtesy;

(iv) Timely pay levies and fees;

(v) Not to offer gifts, bribes, favors or inducements to our staff; and

(vi) Attend scheduled meetings and keep appointments and fulfil other undertakings as agreed. 

5.5 CLIENTS’ FEEDBACK AND COMPLAINTS HANDLING
a) Receiving Feedback 
TASAC employees are committed to provide quality services to all our clients. However, we expect to receive comments and feedback on the quality of services provided. Therefore, we welcome opinions, comments, proposals and complaints depending on your perception. In case of complaints we will respond promptly to them. 
TASAC encourages all clients to identify themselves by name and address when they lodge a complaint or give us feedback. We value the feedback that our clients and stakeholders give as it helps us to improve our services. Your comments and feedback will be treated with the utmost confidentiality. 

Feedback received from the clients will be recorded with a view to measure and improve our services delivery and performance and assist in our annual self-assessment.

b) Dispute Handling and Alternative Remedy
TASAC shall strive to resolve disputes in case of misunderstanding and inconveniences that might arise between suppliers and consumers of services. Addition to that, in case a client is dissatisfied with the services rendered by us, he/she is at liberty to seek remedy in other avenues which include but not limited to the following: 

i) The Courts; 

ii) The Ethics Commission; 

iii) The Public Procurement Regulatory  Authority - PPRA; and 

iv) The Prevention and Combating of Corruption Bureau - PCCB. 

c) Complaints Handling Procedures 

Complaints for regulated services will be handled as per TASAC complaint handling mechanisms as established and reviewed from time to time.
d) Means of Filling Complaint with TASAC 

The  Corporation welcomes feedback on the quality of our services by means of letters, verbal communication, telephone, e-mail and fax. Written feedback and comments should be addressed to the Director General, at the address given on the last page. We will respond to all feedback received and undertake to investigate all client queries and complaints. 

(i) By Letter
You can lodge your complaint in writing through TASAC contact provided in this Charter explaining the aspect of the services you are dissatisfied with. 
(ii) By E-mail

You can e-mail us your complaint to info@tasac.go.tz 
(iii) By Website

There is a complaints form on the website www.tasac.go.tz . All you need to do is to fill in your details and the information shall be received by TASAC instantly.

(iv) By Telephone

We can also be reached through our Hotline Numbers: 0800 110 019 and 0800 110 020.

(v) Via Social Media

You can further lodge your complaint through our social media pages: Facebook (tasactz), Twitter (@tasactz) 
(vi) In Person

If you prefer to visit TASAC offices in person, our office is located in all Regions in Tanzana Mainland.

e) The following information is required when lodging your complaint:

(i) Name of the Complainant;

(ii) Contact details;

(iii) Details of the complaint;
(iv) Signature and date.

f) When TASAC receives your complaint, the following is done:

We acknowledge receipt of your complaint and may request you to submit more information if necessary TASAC will investigate your complaint so that we have all the facts from you against the allegated person or group of persons or business entity regulated by the Corporation. We will give both sides the chance to comment on the information provided and keep you informed up-to the point of resolution.

TASAC may also arrange for a hearing if necessary after which a decision is reached and communicated.

CHAPTER SEVEN
6  MONITORING AND REVIEWING OF THE CHARTER 

6.1 MONITORING

TASAC believes that regular monitoring and reporting on the extent to which we are complying with the level of standards we have set in this Charter will help us achieve efficiency in the provision of the regulated services.

Having a Charter is one thing and follow-up to ensure that services are delivered in accordance with the charter commitments is another. Public institutions should establish a system to monitor how services are delivered in accordance with standards set in the charter. Each individual at TASAC has the responsibility of delivering services to clients and must develop and maintain a system or systems of capturing information about how services are being delivered, such as when the service was requested, when it was delivered, quality, quantity of the service, etc. Such information is important when reviewing the charter. 

6.2 REVIEWING
The review process of this Client Service Charter will be carried out on a participatory basis with our stakeholders.

 Review is an important element of the charter to ensure its ongoing relevance and effectiveness. TASAC management review plan for the charter that will be in every three years or when deemed necessary. 
6.3 TASAC WORKING HOURS AND CONTACTS 

(i) WORKING HOURS

Working Days:

Monday to Friday (HQ)
Working Hours:

8:00 am to 5:00 pm,    

                                     1:00 pm to 2:00 pm lunch break,



 

The TASAC operation offices will be open twenty four hours from Monday to Sunday including Public Holidays.

(ii) CONTACTS
HEAD OFFICE 

P. O. Box 989, Dar es Salaam

E-mail:dg@tasac.go.tz
info@tasac.go.tz
Website: www.tasac.go.tz
REGIONAL OFFICES /CENTRE

1) MWANZA REGIONAL OFFICE

P.O BOX 2465,

MWANZA

2) TANGA REGIONAL OFFICE

P.O.BOX 35,

TANGA

3) RUKWA REGIONAL OFFICE

P.O. BOX 736,

RUKWA

4) MTWARA REGIONAL OFFICE

P.O. BOX 1072,

MTWARA

5) GEITA REGIONAL OFFICE

P.O. BOX 594,

GEITA

6) KAGERA REGIONAL OFFICE

P.O. BOX 677,

KAGERA

7) KIGOMA REGIONAL OFFICE

P.O. BOX 1256,

KIGOMA

8) MARA REGIONAL OFFICE

P.O. BOX 1317,

MARA

9) KYELA DISTRICT OFFICE

P.O. BOX 221

KYELA

10) UKEREWE DISTRICT OFFICE

P.O. BOX 149,

NANSIO-UKEREWE

THE UNITED REPUBLIC OF TANZANIA


MINISTRY OF WORKS AND TRANSPORT
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