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REGULATION NUMBER 193/2025
THE ADDIS ABABA CITY GOVERNMENT
ADDIS '"MESOB' ONE-STOP SHOP DIGITAL
PUBLIC SERVICE PROVISION
ESTABLISHMENT REGULATION

WHEREAS, it has been deemed necessary to establish
a center that meets the demands of customers to
minimize their expenses and time through providing a
fair, modern, and efficient service by enhancing
government efficiency, trustworthiness, and
accessibility, while gradually transforming it into an

integrated digital public service and governance system;

NOW, THEREFORE, in accordance with Sub-Article
(5) of Article 41 of the Addis Ababa city government
civil servants’ proclamation number 8§7/2024, the Addis

Ababa City Cabinet has issued this Regulation.

R8N 126 JonM 7M1 ENOEAE
Addis Negari Gazeta P.O.Box 2445
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PART ONE
GENERAL PROVISIONS

Short Title

This Regulation may be cited as: “Addis ‘Mesob’
One-Stop Shop Digital Public Service Provision
Establishment Regulation number 193/2025.”

Definition
In this Regulation, unless the context requires

otherwise:

. “City” means the Addis Ababa city;

. “City Government” means the Addis Ababa

city government;

. “Proclamation” means the Addis Ababa city

government public servants’ Regulation number

87/2024,

. “Bureau” means the Addis Ababa City

Government Public Service and Human

Resource Development Bureau;

. “Service” means a goal-oriented activity

rendered by the service provider to meet the
needs of the customer and adds value to the
customer by ensuring successful, economical,
and efficient service delivery;

“One-Stop Shop Service” means the provision
of related services of various institutions using a
one-stop shop mechanism by integrating and
making it digitalized;

. “Addis Mesob One-Stop Shop Digital

Service” means a center or institution where
service-providing institutions provide organized
and technology-based services to their
customers easily;

. “Service Providing Mother Institution”

means a private institution, including a public
enterprise, that carries out the provision of
services to customers, undertakes activities
transferred by the government to a third party
through a contract, or activities related to the

provision of public services;
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9. “Director General” means a head who is
appointed by the Mayor, superiorly leads the
Addis 'Mesob’ one-stop shop center digital
public service provision center;

10. “Customers Report Card” means an
established procedure that enables the customer
to give information regarding his satisfaction
level or describe the thereof about the given
service;

11. “Mobile Service” means the provision of
services for customers that enable them to
access the services from their workplace or
residence, and it includes the delivery of
services to the workplace or residence of an
individual;

12. The definitions stated under Article 2 of the
Proclamation shall be applied to this Regulation
as per the context.

Scope of Application

This Regulation shall be applicable to public offices
and organs that carry out public services that are
transferred to a third party through a contract or to
services that are related to the provision of public
services that are transferred to a third party through
a contract.

Objective

To maximize the satisfaction of customers by
integrating public services with technology,
ensuring transparency and accountability, carrying
out extensive activities with limited manpower, and
enabling customers to access information and
services of the government easily.

PART TWO

ESTABLISHMENT, ORGANIZATION

AND DUTIES AND RESPONSIBILITIES

F THE ADDIS MESOB ONE-STOP SHOP
DIGITAL PUBLIC SERVICE

5. Establishment
1. Addis Mesob one-stop shop digital public
service (hereinafter referred to as “Addis
Mesob Service”) is hereby established as
an office of the city administration by this

Regulation having its own legal personality;
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2. The Addis Mesob Service shall be
accountable to the bureau;

3. The Addis Mesob Service may have
branches as deemed necessary.

6. Organization of the Addis Mesob Service

The organizational structure of the Addis
Mesob Service shall have the following:

1. Board,;

Director General;

3. Deputy Director Generals,
necessary; and

4. Necessary departments and employees.

Duties _and Responsibilities of the Addis

n

as deemed

Mesob Service
The Addis Mesob Service shall have the
following duties and responsibilities:

1. Collect services that are identified by the
bureau and approved by the board from the
service-providing mother institutions and
avail it at the Addis Mesob Service;

2. Provide a digitalized one-stop-shop for
social, economic, administrative, and other
necessary services as per the provisions
promulgated under this Regulation through
a study and to be decided by the city
government;

3. Facilitate the provision of services by
collecting payments based on an agreement
to be made with the service-providing
mother institutions in order to make
government services and other related
services efficient;

4. Notwithstanding Sub-Article (3) of this
Article, as per the relevant laws, get decided
and collect service charges for the services
to be provided at the Addis Mesob Service;

5. Provide or cause the provision of
conducive, accessible, comfortable,
digitalized, and customer-oriented service
as per the road map approved by the board;
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6.

10.

11.

12.

13.

14.

15.

Ensure that the services are provided in an
effective, transparent, and in a way that
respects the rights and needs of customers
in a responsible and conducive manner;
Establish a system to provide the services of
service rendering mother institutions in an
integrated and smooth way with trained
professionals through a one-stop shop at the
Addis Mesob Service; implement same
upon the approval of the thereof by the
board:;

Manage employees of the Addis Mesob
Service who are working at the Addis
Mesob Service center; the implementation
details shall be decided through a directive;
Establish a system that helps to collect
comments, complaints, and suggestions of
customers that will be used as inputs;
implement same; collect report cards of
customers and analyze them; take the
relevant corrective measures based on the
findings;

Conduct a study on human resource
deployment, salary, and benefits packages
with the concerned organs and submit it to
the board for deliberation; implement same
upon the approval of the Mayor;

Design an incentive system for employees
of Addis Mesob based on service provision
performance; present it to the board; submit
the decision of the board to the Mayor;
implement same upon approval;

Give training for employees and
institutions that are operating in the Addis
Mesob service for the deployment of
employees that provide customer-oriented
service, understand the needs of customers,
and listen to them;

Make sure that the services that are decided
to be included in the Addis Mesob Service
by the board are up to the standard, fast,
efficient, add value, and effective;

Conduct  supervision and evaluation
activities on the rendered services; take the
necessary corrective measures; prepare
performance evaluation reports; present
same to the concerned organs;

Collaborate and establish agreements with
local institutions regarding the provision of
one-stop shop services; may establish
cooperative relations with mutual foreign
institutions through the permission or
decision of the relevant organ;
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16. Facilitate the availability of service-
providing spaces in the Addis Mesob
Service provision center to render an
integrated and coordinated service by
executive bodies, public enterprises, and
private institutions;

17. Unless contradictory  conditions are
specified in other laws, it implements a
system that helps to use the documents
presented by customers for the services of
the Addis Mesob Service for other service
requests;

18. Enter into a contract to make sure that
service-providing mother institutions are
engaged in the Addis Mesob Service and
provide services;

19. Establish an information security system to
ensure the quality, information safety, and
sustainability of the Addis Mesob Service
together with the concerned stakeholders;
implement the same;

20. May provide the services in a mobile
service provision alternative;

21. Establish a system that receives and

handles grievances and complaints; make
decisions or cause the provision of a
decision as per the relevant laws;

22. Establish a procedure regarding the
dressing code, ethics, and customer
handling of employees; implement same;

23. Carry out other activities to attain its
objective or given by the board.

Duti nd R nsibilities of the Director

General

The Director General of the Addis Mesob

Service shall have the following duties and

responsibilities:

1. The Director General shall act as the chief
executive officer of the Addis Mesob
Service and lead and manage activities;

2. Without prejudice to the general provision
of Sub-Article (1) of this Article, the

Director General shall:
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A. Execute the duties and responsibilities
of Addis Mesob Service specified under
Acrticle 7 of this Regulation;

B. Hire, manage, and dismiss employees
according to the relevant laws;

C. Prepare the annual working plan and
budget and submit it to the board;
implement same upon approval,

D. Effect payments according to the
approved work plan and budget;

E. Prepare work performance and financial
reports and present it to the board
quarterly;

F. Represent Addis Mesob Service in its
dealings with a third party;

G. Prepare internal  procedures and
directives; present it to the board;
implement same upon approval;

H. Carry out other activities given by the
bureau or the board to attain the
objectives and goals of Addis Mesob
Service;

3. The Director General may delegate part of
his powers and duties to other heads and
employees of the Addis Mesob Service to
the extent necessary for the effective
performance of the activities of the Addis
Mesob Service.

9. Duties and Responsibilities of the Deputy

Director Generals

The Deputy Director Generals of Addis Mesob
Service shall have the following duties and
responsibilities:

1. Assist the General Director in planning,
organizing, leading, and coordinating
activities;

2. lin the absence of the General Director,
unless a specific delegation is given, the
Deputy General Director who was
appointed first shall carry out the activities
of Addis Mesob Service; and

3. Carry out other activities that are
particularly given to him.
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10. About Services of Addis Mesob

1. The services of Addis Mesob shall be
given:

A. Digitally;
B. Virtual conference;
C. Mobile; and
D. In-person
2. Customers shall get the services they need

within the specified time upon presenting
the necessary documents to obtain the
relevant service;

3. Electronic boards and signs will be
available at service providing spaces to
facilitate information accessibility for
customers;

4. Services shall be provided beyond office
hours in all days without interruption, as
may be necessary;

5. The necessary service charge payments may

be paid through banking, assigned payment
areas, or using a mobile payment system.
PART THREE

ESTABLISHMENT AND
RESPONSIBILITIES OF THE BOARD

. Establishment

1. A management board that superiorly leads
Addis Mesob Service (hereinafter referred
to as “Board”) is hereby established by this
Regulation;

2. Members of the board are:

A. The Mayor or an individual assigned by
] Chairperson;

B. Head of the Burea----------------- Deputy
Chairperson;

C. Head of the Innovation and Technology
Development Bureau ---------- member;

D. Head of the Trade Bureau ----- member;

E. Head of the Finance Bureau --------------
member;

F. Commissioner of the Investment
Commission ------------- member;
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G. General Director of Addis Mesob
Service  —-m-mmmmmmmememeeo Secretary
without a vote;

H. Addis Mesob Service shall have other
board members assigned by the Mayor
as may be necessary;

3. The board shall be accountable to the

Mayor;

4. Addis Mesob Service shall be used as the
main secretariat of the board.

12. Duties and Responsibilities of the Board

The board shall have the following duties and
responsibilities:

1. Decide a road map to expand the vision and
goals of Addis Mesob Service in the city
administration; control its implementation;

2. Approve the digital transformation service
framework; ensure the implementation of
continuous improvement is conducted in the
utilization of digital technology;

3. Set directions that enable to implement new
procedures and innovations in the service
provision  process; follow up the
implementation of the thereof;

4. Set directions for the integration of

institutions to avail customer information
safety, cyber security, digital technology
infrastructure, and services by the
concerned stakeholders as per the standards
and demands of Addis Mesob Service;
ensure the implementation of same;

5. Evaluate the plan, budget, and performance
report of Addis Mesob Service; approve the
thereof;

6. Consult the Mayor, if such is found
necessary, regarding the preparation of the
Addis Mesob Service provision framework
and the amendments to be made;

7. Approve the organization of internal
departments, emblems, logos, and other
symbols according to the decision and
suggestion of Addis Mesob Service;

8. Approve procedural manuals;
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13.

9. Present allowances and benefits to be paid
for board members to the Mayor and get it
decided;

10. Give ranks for service-providing mother
institutions according to the comments,
satisfaction extent, and level of customers;
gives decisions on service improvement;
presents a report to the Mayor;

11. Approve its own meeting and internal
working procedures;

12. Examine and approve a study presented by
the bureau regarding the establishment of
additional service centers; evaluates its
implementation; sets direction.

Meeting _and Working Procedure of the

Board
The board shall:

1. Convene its ordinary meeting at least once a
month;
2. Hold extraordinary meetings at any time as

may be necessary when the chairperson of
the board announces the presence of an
urgent matter or two-thirds of the board
members call for it;

3. The deputy chairperson shall preside over
the meeting in the absence of the
chairperson;

4. There shall be a quorum where more than
half of the members of the board are present
at a meeting;

5. In the presence of a conflict of interest, any
member or chairperson of the board should
notify the same and exclude himself from a
meeting;

6. The decision of the board shall be passed by
majority vote. In case of a tie, the

chairperson shall have a casting vote.
PART FOUR

RESPONSIBILITIES OF THE
BUREAU AND SERVICE-PROVIDING
MOTHER INSTITUTIONS

14. Responsibilities of the Bureau

For the benefit of Addis Mesob Service, the
bureau shall:

1. Generate policies and revise ideas to
ensure the continuous improvement of
service delivery; makes sure that the board
provides suggestions and presents it to the

concerned organ for approval;
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2. Work in collaboration with the concerned
stakeholders to implement public service
digital improvements in order to ensure the
service delivery is digitally supported,
smooth, and integrated;

3. Set
identifies necessary conditions, and designs

technical criteria and standards,

strategies for the improvement and
digitalization of services provided by
government organs and inclusion of same to
Addis Mesob Service provision; identifies
additional services that were not given
digitally but should be transformed into
digital service through study and submit
same to the board for its inclusion into the

digital service scheme.

15. Responsibilities of Service-Providing Mother

Institutions

Any service-providing mother institution shall:

1. Prepare the services to be provided in terms
of time, quality, quantity, cost, and
accessibility as per the directive issued by
the bureau and submit it to the bureau for
approval,

2. Notify Addis Mesob Service of the
necessary detailed pre-conditions to get
services;

3. Support portals, mobile applications, and
digital technology procedural processes in
order to integrate services to one another;

4. Improve the service delivery by ensuring
the acceptance of the Addis Mesob Service
provision based on the findings of the
service audit;

5. Recruit and sends competent professionals
according to the human resource
deployment criteria of the Addis Mesob
Service;

6. Harmonize new service reforms with the
needs of customers and feedback given to
implement continuous improvement
activities;

7. Provide supports that make Addis Mesob
Service successful.
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16.

17.

18.

19.

20.

Budget
The following are the budget sources of Addis

Mesob Service:

1. The budget allocated by the government;
and

2. Internal revenue collected from service
provision.

Books of Accounts

1. Addis Mesob Service shall keep complete
and accurate books of accounts;

2. The books of accounts and financial
documents of Addis Mesob Service shall be
audited annually by the Auditor General or
an auditor assigned by him.

Issuance of Directives

The board may issue a directive for the

implementation of this Regulation.

Inapplicable Laws

Any Regulation, directive, or customary
practices of the cabinet that are inconsistent

with this Regulation shall have no effect.

Effective Date
This Regulation shall enter into force as of this
4™ day of June 2025.

Done at Addis Ababa, this 4™ day of June
2025.

Adanech Abiebie
Mayor of Addis Ababa City



