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Members of the Health Service Commission and Staff during a Staff General
Meeting and Team Building at Hotel Africana in August, 2025.

Members of the Health Service Commission and Staff during Support
Supervision Visit at Mulago Specialized Women and Neonatal Hospital in
September, 2025
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FOREWORD

I am privileged to forward the Health Service
Commission Service Delivery Standards as service

commitment to our service recipients.

In developing and documenting these Standards, we are

cognizant of the social contract we have with Ugandans.

The major goal of these Service Standards is to align your expectations of the
services we offer with our promise to you. In doing so, we shall remain focused
and mindful of the service expectations we provide to you to hold the

Commission accountable.

These Standards will provide the basis for the Health Service Commission
Strategic Plan and will be institutionalized in all HSC processes and

management tools, including the annual planning and budgeting processes.

I appeal to all our service recipients and stakeholders to use these standards

to guide your service interactions with HSC and demand what is due to you.

I believe that when the service commitments and standards are fully
implemented, there will be a significant improvement in the service delivery

system in HSC.

™
P

Dr. Henry G. Mwebesa
CHAIRPERSON
HEALTH SERVICE COMMISSION
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PREFACE

Health Service Commission Service Delivery
Standards (SDS) for the period 2025/26 to
2029/30 outline the expected minimum levels of
service delivery in the recruitment of competent
Health Workers in terms of quality, quantity, time,

cost effectiveness, accessibility and coverage.

4
The main objectives of the Service Delivery m
Standards are four-fold:
e Ensure uniformity in service delivery across all the Health Institutions and
the general Public.
e Use Service Delivery Standards to determine budget allocations for
different Service areas across the Commission.
e Empower the service recipients to demand for services offered by the
Commission.

e Measure performance of the Health Service Commission

The Service Delivery Standards are vital for ensuring that government services
meet citizens’ expectationsin various aspects and will be reviewed every five (5)

years to ensure their relevance and effectiveness.

As Health Service Commission, we are committed to implementing and
complying with the set standards as we deliver services to our clients. 1
therefore, call upon all beneficiaries to utilize the Service Delivery Standards to
provide informed feedback on their levels of satisfaction with the services we
provide as a Commission. Compliance to these Service Delivery Standards will
highly facilitate the attainment of our vision “To Build a Fundamentally Strong

and Competent Human Resource Base for Efficient and Effective Health Service

2

Deljvery

Ketty Lamaro
PERMANENT SECRETARY/SECRETARY
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SERVICE DELIVERY STANDARDS FOR HEALTH SERVICE COMMISSION

The Health Service Commission (HSC) derives its legal, functional, and policy
mandates from  Article 169 of the 1995 Constitution of the Republic of
Uganda. The HSC is mandated to advise the President on the appointment of
health workers and to handle matters of recruitment, disciplinary control, and
human resource management for public health workers in Uganda. The
Commission operates in accordance with the Health Service Commission Act
(2001), which defines its structure, roles, and responsibilities in overseeing
the human resource function in the Health Service area.

Vision

"A professional, responsive, and well-governed health workforce delivering
quality health services for all Ugandans."

Mission

To uphold merit-based recruitment, appointment, and disciplinary processes
for human resources in Uganda’s health sector, ensuring the availability of
competent, motivated, and professional health workers to deliver quality
services to all Ugandans.

Goal

“An Effective and Efficient Health Service Delivery System”

Mandate

The mandate of the HSC is to appoint, confirm, promote, and review the terms
and conditions of service, training and qualifications of health workers and to
foster professional and work ethics, and exercise disciplinary control over the
health workers under its jurisdiction.

Core Values and Principles

The HSC is guided by values and principles that align with the Uganda Public
Service Code of Conduct, the HSC Client Charter, and good governance
practices. These include:

(i) Professionalism: Upholding the highest standards of ethics and

conduct in public service.
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(iij Integrity: Ensuring honesty, transparency, and accountability in all
Commission activities.

(iii) Meritocracy: Promoting fairness and competence-based recruitment
processes.

(iv) Equity and Inclusiveness: Ensuring fair representation and equal
opportunity in the health workforce across gender, regions, and special
interest groups.

(v) Efficiency and Effectiveness: Striving for optimal use of resources and
timely service delivery.

(vi Client-Centered Service: Focusing on the needs of the Ministry of

Health, Local Governments, and the public in health workforce services.

Objectives

Over the next five (5) years, the Commission will pursue the following
objectives:

Strategic Objectives

1.
2

S8

4.

Sh

To enhance efficiency in recruitment systems and processes

To carry out advocacy and make recommendations to improve the terms
and conditions of service of the health workers

To recruit qualified and competent human resources for efficient and
effective health service delivery

To provide advice to His Excellency the President in respect to health
human resources for timely decisions

To strengthen institutional capacity within the Health Service Commission

The purpose of the Service Delivery Standards

To promote professionalism, responsiveness, transparency and accountability
in the recruitment of Health workers.

Objectives of the Service Delivery Standards

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

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

c) To enforce quality assurance and compliance mechanisms for service
delivery against National and International standards and best practices.

Excellence in Human Resource for Health



IMPLEMENTATION OF SERVICE DELIVERY STANDARDS

Institutional arrangements

Health Service Commission shall track and report on the implementation of
Service Delivery Standards on a quarterly and annual basis. The report shall
be discussed by the Senior Management and Top Management of the
Commission

Roles and responsibilities

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

Table 1: Roles and Responsibilities of Internal Stakeholders

Responsible Centre Roles and Responsibilities in the
implementation of the Strategy

The Health Service e To provide overall policy and strategic

Commission leadership, and oversee and guide the
implementation of the Service Delivery
Standards.

e Safeguard integrity and adherence to the
Health Code of Conduct.

e Enforce adherence to performance
management measures in the Commission.

e Recruit and promote Health Worker high
ethical and professional standards.

e Investigate complaints and take appropriate
action.

e Carry out inspections.

Secretary to the e As Accounting Officer, oversee and guide on the

Commission implementation of the Service Delivery
Standards in the HSC in accordance with
Articles 169 and 170 of the Constitution and
other provisions, Public Finance Management
Act, 2015, Health Service Commission Act
2001, and other relevant laws, policies and
regulations.

e Ensure adequate financing for the
implementation of the Service Delivery
Standards.
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Responsible Centre

Roles and Responsibilities in the
implementation of the Strategy

Heads of Institution and
Head of
Department/Section/Unit

e Implement the Service Delivery Standards at
their respective Health institutions,
Departments and Units in line with their
mandate, and report on progress.

e Ensure adherence to HSC code of conduct and
promotion of ethics and integrity among staff.

e Ensure adherence to performance
management measures among staff.

Planning Unit

Monitor and evaluate the implementation of
Service Delivery Standards.

Human Resource/
Administration Section

e Implement and enforce the Service Delivery
Standards in line with its mandate.

e Ensure adherence to performance
management measures.
Members and staff of e Proactively implement the various

Health Sevice Commission undertakings spelt out under the Service

Delivery Standards.
e Adhere to ethical standards and values of the
Commission.

Table 2: Roles and Responsibilities of External Stakeholders

Responsible Centre

Roles and Responsibilities in the
implementation of the Strategy

Ministry of Public
Service

e Technical support for review, development,
documentation, dissemination, clearance for
approval and application of Service Delivery
Standards.

e Approval of Service Delivery Standards.

National Planning
Authority

To set standards for the National and Decentralized
Planning in Uganda and to ensure that Strategic
Plans are aligned to NDP.

Office of the Prime
Minister

Integration of service delivery standards to the
National Monitoring and Evaluation framework and
to apply National Service Delivery Standards in the
Government Annual Performance Assessments.
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Responsible Centre Roles and Responsibilities in the
implementation of the Strategy

Ministry of Finance, Integration of service delivery standards into
Planning and Economic | program budgeting system, identify and provide
Development funding for implementation of NSDS activities.
Office of the Auditor Undertake value-for-money audits in accordance
General with and in respect to the set standards.

The Public Procurement | Undertake procurement audits.
and Disposal of Public
Assets Authority (PPDA)

Civil Society Sensitize the public on the HSC Service Delivery
Standards.
Development Partners * Participate in the implementation of the Health

Service Commission Service Delivery Standards.
* Propose actions to strengthen service delivery to
the public.

MONITORING AND EVALUATION OF SERVICE DELIVERY STANDARDS

Monitoring and Evaluation arrangements

The Health Service Commission Service Delivery Standards shall be
monitored through:

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

Review of the Service Delivery Standards

The Service Delivery Standards shall be reviewed every five years and in line
with the National Service Delivery Survey, Strategic Direction of the National
Development Plan and the HSC Strategic Plan. The baseline will be used to
develop other service delivery standards.
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Deputy Head of Public Service/ Secretary to Cabinet making remarks during the Launch
of the HSC Strategic Plan and Service Delivery Standards at Kabira Country Club

Signed Dummies of both the Health Service Commission Service Delivery Standards and
the Strategic Plan 2025/26 -2029/30
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HEALTH SERYjcE
COMMISS 10N

STRATEG)p PLAN 2025/25 . 2029/2p3, 0

L — e S ] (| . | .. o .3

ILTATIVE MEETING FOR
ETHE DRAFT HEALTH
ANDING RER

BTH NOVEN]

Deputy Head of Public Service/ Deputy Secretary to Cabinet, Members of the HSC,
Staff and pparticipants during the Launch of the Strategic Plan and the Service Delivery
Standards
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. HEALTH SERVICE
COMMISSION

STRATEGIC PLAN 2025/26 -2029/2030

rofessiona esponsiv nd we (merned
A essiona esp sive, 8
prc =

Deputy Head of Public Service/ Deputy S.ecretary to Cabinet signing the Dummy of the
Strategic Plan of the Health Service Commission

The Chairperson, HSC signing a Dummy of the Strategic Plan for the Health Service Commission
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