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REGULATION No. 583/2026

JHEESTABLISHMENT OF MESOR
SERVICE COUNCIL OF MINISTERS
REGULATION

The Council of Ministers has issued this
Regulation in accordance with Article 44 Sub-
Article (6) of the Federal Civil Servants
Proclamation No. 1353/2025.

SECTION ONE
GENERAL PROVISIONS
1. Short Title
This Regulation may be cited as the “The
Establishment of MESOB Service Council
of Ministers Regulation No. 583/2026”.
2. Definition
In this Regulation unless otherwise context
requires:
1/ “Proclamation” mean Federal Civil
Servants Proclamation No. 1353/2025;
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2/

3/

“Public

services provided primarily on the

Service Delivery” means
MESOB centres to customers by private,
public institutions and enterprises that
enhance the delivery of integrated

services in one roof;

“MESOB Digital Service” means a
digital government and related service
provided by MESOB Service Centers
and refers to the use of modern
Ethiopian services for organized benefit;

4/ “Service Providing Parent Institution”

5/

6/

means a government agency, outsourced
third party or institutions that deliver
services related with public institutions’
service which may include services
provided to a customer, private sectors

or state owned enterprises;

“Mobile Service” means providing
services to consumers at their place of
work or residence, or delivering service
products prepared for this service to an

individual's residence or place of work;

“Service Delivery Standard” means a

system that includes the quality,

quantity, efficiency, and cost-based
service requirements that should be

provided to the consumer;
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7/ “Service Catalogue” means MESOB
providing one roof service that consist
time, expense, service providing

situations and the place of service and

similar requirements;

8/ “Service Level Agreement” means the

agreement sign  between  Service-

providing institutions  and
MESOB Service that provide

under one roof;

parent

service

9/ “Service Fee” means the fee paid by the
customer for the services provided by
the Service providing parent institutions
and the premium service fee paid for
better Service provide by MESOB

Service and MESOB Service Centers;

10/ “Customer Report Card” means a
system of procedures in which a

customer  provides or  expresses
information on the level of satisfaction
with the service provided at the
respective centers;

11/ The definitions provided in Article 2 of
the Proclamation shall also apply to this

Regulation.

. Scope of Application

This shall

government office, tasks outsourced by the

Regulation apply to the

government or tasks related to the

government services transferred to the third

party.
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5.

1/ Digital and accessible;

2/ Fair and transparent;

3/ Accountable;

4/ Efficient and effective;

5/ Customer-centrist and ethical;

6/ Coordinated and collaborative.

SECTION TWO
ESTABLISHMENT.ORGANIZATION

WERS AND DUTIES OF THE MESOB
SERVICE

Establishment

1/ The “One-Stop Shop Digital Public
Service”, hereinafter referred to as the
“MESOB Service”, hereby established
as an independent Federal Government

Office with legal personality.

2/ The MESOB Service shall be
accountable to the Federal Civil Service
Commission.

. Head Office

The MESOB Service has its Head Office in
Addis Ababa and may have MESOB
Service Centres elsewhere, as may be
necessary.
Objectives
The MESOB Service has the following
objective:
1/ Increasing satisfaction and streamline
customers via

service delivery for

simple, transparent, coordinated, and

technologically-enabled approach
afforded by a one-stop shop centre;

2/ Ensuring government services provided
adhere to the principles of transparency,
accountability, thereby becoming free

from corruption;
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3/ Minimizing additional time loss for
increased citizen satisfaction;

4/ Ensuring adherence to ethical standards

towards

and courteous  behaviour

customers;

5/ Increasing the level of professionalism;

6/ Strengthening trust in government
structures;
7/ Promoting broader wuse of digital

services;and
8/ Increasing  the  effectiveness  of

institutional reforms in this area.

. ies of :

The MESOB Service shall
following Powers and duties:

have the

1/ Establish a system enabling the Service-
providing parent institutions to provide
service at the MESOB Service Centres in
a coordinated, transparent manner and
implement it upon approval by the
Board,;

2/ Manage MESOB Service Centres in a
coordinated manner, prepare procedures
and guidelines;

3/ Manage, control, monitor and evaluate
the MESOB Service Centres and the
Service-providing

parent institutions

employees that provide services to

customers;
4/ Establish a system for customer
grievance handling and improvement

inputs;
5/ Collect and analyse customer report
cards and take appropriate corrective

action based on the finding obtained,;
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6/ Submit a study to the Board about the
structural organization of the MESOB
Service Centres human resource, salaries
and benefits and implement upon on
approval the same;

7/ Prepare a study about MESOB Service
Centres staff performance-based
incentive schemes, and submit for the
decision of the Board and implement
upon approval;

8/ Provide training to all employees of the
MESOB Service Centres and entities that
provide MESOB digital services, thereby
ensuring the professionals engaged in the
work have the capacity to attend to the

needs of customers;

9/ Ensure that the service delivery
procedures at the MESOB Service

Centres are standardized and effective;

10/ Monitor and evaluate the services
provided at the MESOB Service Centres
and take necessary improvement
measures on a regular basis, while
preparing performance evaluation reports
and submitting them to the Board,;

11/ Submit to the commission, MESOB
Service Head and the centers real time
dash board reporting of the service
response time, performance rating,
resolved complaints and grievances, and
customer satisfaction rate;

12/ Conduct study and research for ensuring
robust digital transformation and

innovation of the MESOB Service

Centres;
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13/ Organize and Facilitate service delivery
through the MESOB Service Centres by

federal  executive  bodies, public
enterprise organizations, regional
executive bodies and private

organizations;

14/ Provide technical support and capacity-
building activities for the Regional and
City Administrations that establish the
MESOB Service;

15/ Unless prohibited by court decision or
other laws, a system shall be established
to ensure that the basic information

provided by customers shall be utilized

for other service requests;

16/ Enter into service level agreement with
the Service-providing parent institutions
to create a mechanism for providing their

services at the MESOB Service Centres;

17/ Collect the service fees that paid by the
service provider in accordance with the
relevant law, this fee will be sent to the
relevant parent institutions;

18/ Ensure the

continuity of the

quality,
MESOB Service

Centres in collaboration with relevant

security and

stake holders;
19/ Establish and implement, in cooperation
with relevant bodies, a data protection
MESOB Service

Centres to protect the security of the

system under the

information collected;

20/ Ensure that the services provided at the
MESOB Service Centres are accessible
to persons with disabilities;

21/ Determine the provision of services

provide via mobile means;
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22/ Submit to the decision of the Prime
Minister Office about the remuneration
and benefits payable to the members of
the Board,;

23/ Own property, enter into contracts, sue
and sued;

24/ Collect premium service fee from the
customers as per Council of Ministers
Regulation;

25/ Develop a system and take corrective
measures concerning employee uniform

ethics and

customers handling of the MESOB

cloth wearing, personal

Service Centres;

26/ Perform
assigned by the Board and perform other

related powers and duties

legal functions that help to carry out its

objectives.

9. Powers and Duties of MESOB Service

Centers
1/ provide the Federal government social,

economic, administrative and other
sectors’

digital system at the MESOB Service

essential services through a

Centres in accordance with the provisions
of this Regulation.

2/ Provide convenient, accessible, user-
friendly, digital and customer-oriented
services in accordance with a legal
documents.

3/ Ensure that services are provided as an
efficient, transparent, accountable and in
a convenient manner, while respecting

the rights and need of customers.
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services
provided at the MESOB Service Center
accessible to persons with disabilities.

4/ Take measures to render

5/ Collect service charge fees for services
provided by the MESOB Service Centres
in accordance with Regulations approved
by the Council of Ministers.

6/ Facilitate related government services
and provide services by collecting service
fees in accordance with an agreement
made with the service providing parent

institutions.

10. MESOB Services Organs
The Organs of the MESOB Service shall
comprise the following:

1/ The Board;

2/ The Chief Executive Officer;

3/ Deputy Chief Executive Officers, as
necessary;

4/ Necessary staff.

11. Establishment of the Board
1/ The supervisory body of the MESOB

Services (hereinafter referred to as the
“Board”) is hereby established by this
Regulation.

2/ The Chairperson and Members of the
Board shall be appointed by the Prime
Minister up on the recommendation of
the Commissioner.

3/ The MESOB Services shall

Secretariat of the Board.

be the
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12. Powers and Duties of the Board
1/ Approve the
framework of the MESOB Service
the
in the use of digital

digital transformation

Centers,  ensure continuous

improvements

technology and confirm its
implementation.

2/ organize issues that require coordination
between more than one institution in the
provision of MESOB digital services.

3/ Provide direction for the implementation
of new practices, innovations in the

MESOB Service Centres.

4/ Provide direction in order to coordinate
institutions that ensure personal data
protection, cyber security and digital
technology infrastructure should align
with the MESOB Service Centers.

5/ Ensure a system of financial
arrangement and financial allocation that
enables the MESOB Service to fulfil its

expected role.

6/ Determine incentive payments shall be
paid to employees in accordance with the
Directive, based on the annual planned
performance of the Service Centres and
the amount of service fee revenue
collected.

7/ Determine the road-map that is useful
for expansion of the vision and goals of
the MESOB Service Centres throughout

MESOB Service and

monitor its implementation.

the Regional
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8/ Provide
recommendation to the Prime Minister
about the MESOB Service national

advice and makes

framework and reform implementations.
9/ Establish Sub-Committees that are

helpful for achieving its mission.

13. Working and Meeting Procedure of the
Board
The Board:

1/ Holds regular meeting at least once in
every three month;

2/ An emergency meeting may be called by
the Members of the Board or at the
request of the Chairman;

3/ In the absence of the Chairman, the
Deputy Chairperson shall act in his place;

4/ A quorum shall be established if more
than half of the members are present at
the meeting;

5/ Any member, the Chairperson or the
Deputy Chairperson of the board who has
a conflict of interest must inform the
members and withdraw him from the
meeting; and

6/ The committee shall follow a majority
vote system; in the event of a tie, the
chairman's vote shall be the decision of
the Board.

14. Powers _and Duties of the Chief

Executive Officer

1/ The Chief Executive Officer direct and
administer the MESOB Service.
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2/ Subject to the general provisions of Sub-
Article (1) of this Article, the Chief
Executive Officer shall exercise the

powers and duties of the MESOB service

as specified in the following:

a) recruit employee, manage and dismiss
employees of the MESOB service
based on the Directive issued by the
Commission;

b) Prepare a work program and budget
plan and implement it when approved
by the Commission;

c) Effect expenditure in accordance with
the approved budget and in
accordance with the Ethiopian laws of
financial matters and procurement;

d) Represent the MESOB Service in all

its dealings with third parties; and

e) Prepare and submit performance and
accounting reports to the relevant

bodies.

3/ The Chief Executive Officer may, to the
extent necessary for the efficiency of the
work of the MESOB service delegate
part of his powers and duties to Deputy
Chief
employee of the service.

15. Powers and Duties of the Deputy Chief

Executive Officer

The Deputy Chief Executive Officer shall

Executive Officer or other

have the following Powers and duties:
1/ Assist the Chief Executive Officer in
planning,

organizing, directing and

coordinating activities;
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2/ In the absence of the Chief Executive
Officer
delegated the Deputy Chief Executive

unless  otherwise

expressly
Officer who have priority on appointment
Perform the duties on behalf of him; and

3/ Perform other duties assigned by the
Chief Executive Officer.
ECTION THREE
MESOB SERVICE DELIVERY AND
TYPES OF SERVICE

16. Service Catalogue Content
The MESOB Service at one roof shall have

the following service catalogue:

1/ Types of service delivery;

2/ The Service providing parent institutions;

3/ Customer related

pre conditions and
testimonials evidence;
4/ Service delivery conditions such as per

head or online service;

5/ Service delivery standard such as time,
expense, quantity and quality; and
6/ Service providing places.
17. Service Delivery Process Mapping
The MESOB Service at one roof shall have
the following service delivery process
mapping:

1/ Customer

and obtaining  service

identification No;

2/ National identification No,

3/ Service identification;

4/ universal service document capture;

5/ processing the service delivery through
concerned institutions;

6/ decision for obtaining the service;

7/ Payment made for service provided; and

8/ Obtained Service.
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18. Types of Customer Service

1/ MESOB  Services delivery  ways
comprise the following:
a) Digital,

b) Call Centre,
c) Mobile, and

d) In person.

2/ Customers shall submit the documents
required to obtain the appropriate service
to the service desk and receive the
service requested within the time limit set

for the service.

3/ Electronic boards and signs shall be
installed at the service area to facilitate

customer access to information.

4/ The service must be open to the public
for work hours on all days.

5/ Payments of service charge fee may be
made through banks, payment places or
at mobile service lines.

6/ The walls of the service area must be
clearly visible and the service must be

video

continuously  recorded by

surveillance cameras.

19. Staff Management of the MESOB

rvi ntres

1/ In accordance with the recruitment
criteria and Directive approved by the
Board, the staff of the MESOB Service
Centres shall be recruited from the

Service-providing parent institutions.
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2/ Subject to the provisions of Sub-Article
(1) of this Article, the MESOB Service
may recruit employee that are necessary
for MESOB Service Centres operations.

3/ The MESOB Service Centres shall fill
the performance appraisal of the staff and
notify the
institutions.

20. Responsibilities of the Commission

The Commission shall have the following

Service-providing  parent

responsibilities:
1/ Develop policies and proposals in order
to encourage continuous improvement in
service delivery; submit to the relevant
body for after

approval receiving

feedback from the Board;

2/ Work in collaboration with relevant

bodies to implement digital
improvements in government services
and enable service delivery be supported

with digital technology integration;

3/ Develop standards, identify necessary
conditions, and develop strategies for
improving, transforming government
services;

4/ ldentify services that are not provided by
digital means, the government service to
be transformed to the MESOB digital
services and be submitted to the Board

for decision;
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5/ Develop a performance measurement
system of service delivery; submit it to
the Board and

implementation upon approval,

monitor its

6/ Monitor, conduct regular audits and
evaluates whether centres are being
operated in accordance with applicable

submit

laws and standards and

recommendation to the Board for

improving service delivery;

7/ Coordinate and promote service delivery
through a one stop shop among Federal
Executive Bodies, Regional Government
s and City Administrations;

8/ The Regional MESOB Service Centres
shall be support and coordinate by the
MESOB Service

national services standard:;

through  designing

9/ Facilitate and support relationship with
international and foreign institutions in a
manner that helps to achieve the mission

of the “MESOB Service”;

10/ Organize and submit performance
plans and budget utilization reports to
relevant bodies;

11/ Issue Directive for the implementation
of incentives and benefit packages

decided in consultation with the Prime

Minister Office for the MESOB Service

Centres.
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SECTION FOUR
POWERS AND DUTIES OF THE

ERVICE-PROVIDING PARENT
INSTITUTION
21. Power: nd Duti f _th rvice-
idi .

1/ Integrate and provide the services that
can be provided at the MESOB Service

Centres.

2/ Prepare and approve the service in terms

of time, quality, quantity, cost and
accessibility in accordance with Directive

or Guidelines.

3/ Clearly communicate the prerequisites
that expected from customers to access
the service.

4/ Utilize portals, mobile applications or
digital  technology = processes  to

communicate services with the MESOB

Service Centres.

5/ ldentify institutions with similar service

delivery characteristics through study to
collaboration,
detail
information to the MESOB Service after

provide  services in

coordination and send the
approval by the Head of the government
office.

6/ Ensure the acceptance of the services
provided by the MESOB Service Centres

and adjust based on the audit findings.
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7/ Assign

certified person, possessing the skills of a

a competent and ethically
responsible, professional communicator,
to the MESOB Service centres.

8/ Continuously improve new service
reforms and services provided in line

with customers need and feedback.

9/ Carry out any activities that are helpful
to the MESOB Service Centres.

10/ Continue to provide service of the
service provider parent institution offices,
if problems happen at the MESOB
Service Centres.

ECTION FIVE
RIEVANCE AND MPLAINT

BMISSION PROCEDURE

22. The Purpose of Grievance and
Complaint Procedure

1/ To establish accessible grievance and
Complaint submission channels in order
to provide quick solutions; to provide
feedback and resolve problems in a
timely manner; and

2/ To correct weaknesses and errors in
service delivery, to induce improvements

for maximizing citizen satisfaction.

23. Establishment of Grievance and

Complaint Unit

The MESOB Service shall comprise the

following:

1/ Establish a modern and technologically
support

grievance and  complaint

handling system;
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2/ Grievance and Complaint Unit will
receive and process customer grievance
and complaint; and

3/ Cause appeals to be submitted to the
employee in accordance with customer
grievance; complainant submission and
handling Directive; prompt decision shall
be made on the appeal submitted.

24. Grievance and Complaint that Submit
| . . .

1/ Any customer may submit compliant
and grievance regarding a process he
deems in appropriate to the immediate
supervisor of the employee who provide
the service, or through the accessible
compliance service channels establish by
the MESOB service, in order to receive a

response, correction or remedial action.

2/ A customer who is not satisfied with the
decision of immediate supervisor of the
employee may appeal to grievance and
complaint unit.

rievan mplain

1/ Pursuant to the provisions of Article 24
of this

complaint petition may be filed on the

Regulation, grievance and
following grounds:

a) Failure to receive service in
accordance with the service standard;
b) Due to discrimination, intentional

harm or conflict of interest,
corruption, employee misconduct or

other grounds of grievance.
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2/ An appeal may be lodged with attaching
evidence to the Complaints and Appeals
Unit through the form prepared for this
purpose.

26. Decision Making

1/ The Complaints and Appeals Unit shall
promptly investigate the complaint
submitted to it within two working days,
issue a decision and notify to the Chief
Executive Officer.

2/ A grievance and complaint petitioner,
who is not satisfied with the decision
made in accordance with the provisions
of Sub-Article (1) of this Article shall
submit the matter to the Chief Executive
Officer within two working days; The
Chief Executive Officer shall consider
the matter submit to him and issue a
decision within three working days.

3/ A grievance and complaint petitioner,
who is not satisfied with the decision of
the Chief Executive Officer may bring
the case to the Court authorized to
adjudicate the matter within 30 (thirty)
consecutive days from the date of the
decision provided.

SECTION SIX
MISCELLANEOUS PROVISIONS
27. Budget
1/ The budget of the MESOB Service shall

be drawn from the following sources:

a) The budget allocated by the
government;

b) The service fee collect by the
MESOB Service Centres;

c) Financial and material support

provide by partner organizations.
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2/ The MESOB service Shall use its
income, in accordance with its approved
business plan; The implementation shall
be determined in accordance with the
Directive to be issued through joint
agreement of the Commission and
Ministry of Finance.
28. Book of Accounts

The MESOB Service shall have:

1/ Keep complete and accurate books of
records;

2/ The book of accounts and financial
documents shall be audit annually by the
Auditor General or an Auditor designate
by the Auditor General.

29. The Power to Issue Directives
The Commission may issue Directives
necessary to implement this Regulation.
30. Inapplicable Laws
Any Regulation, Directive or Customary
Practice that is inconsistent with this
Regulation shall not be applicable to the

matters covered by this Regulation.

31. Effective Date
This Regulation shall come into force on the
date of its publication in the Federal Nagarit

Gazettee.

Done at Addis Ababa, on this 28" day of
January, 2026

ABIY AHMED (Dr.)
PRIME MINISTER OF THE FEDERAL
DEMOCRATIC REPUBLIC OF
ETHIOPIA





