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FOREWORD 

 

As we stand at the threshold of a new era, Northern 

Provincial Administration is proud to present its Service 

Delivery Charter. A testimony to our unwavering 

commitment to excellence, transparency, and the well-

being of our clients. 

In this dynamic landscape of public service, the need for 

a clear, citizen-centric roadmap is more critical than ever. 

The Service Delivery Charter serves as our solemn pledge 

to the people we serve, a promise to deliver services that 

are accessible, efficient, and responsive to the diverse 

needs of our communities 

Our vision is “A highly economically productive and  

Public Service focused Provincial Administration”. This Charter is a crucial step towards that 

aspiration. It encapsulates the principles that guide our actions, the standards we set for 

ourselves, and the expectations our clients can rightfully demand from us. 

In adopting a citizen approach, we recognize that the true measure of our success lies in the 

satisfactory and well-being of our residents. This charter is a living document, not a mere 

formality. It represents our commitment to continuously engage with our community, listen to 

their needs, and evolve our services to better serve them. 

Accessibility is at the heart of our Service Delivery Charter Model. We are dedicated to 

breaking down barriers, ensuring that every resident, regardless of their background or abilities, 

can access the services they need. Timelines and efficiency are not just goals but benchmarks 

against which we will measure our success. We understand that your time is valuable, and our 

aim is to make every interaction with the Provincial Administration seamless and prompt. 

Transparency is the cornerstone of trust, and we commit to providing clear and open 

communication about our services, processes, and decisions. Accountability is the bedrock of 

governance. If we fall short of our commitments, we will own up to it, learn from it, and take 

corrective action swiftly. 

As a dynamic framework for continuous improvement, this charter is not a static document. We 

will regularly assess our performance. Listen to your feedback, and adapt our services to meet 

the evolving needs of our community. 

As we embark on this journey, we invite you, our clients, to, hold us accountable. Your 

feedback is invaluable, and your expectations will guide our actions. Together, let us build a 

province where the administration serves as a catalyst for progress and the well-being of all. 
 

 

 

 

Hon. Leonard Mbao. MP 

Provincial Minister 

NORTHERN PROVINCE.
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1.0 THE PURPOSE OF THE CHARTER 

 

a) To enhance our clients’ awareness of the type of services Northern Provincial 

Administration provides; 

b) To explain to our clients, the standards of service they should expect to receive; 

c) To outline the rights and responsibilities of our clients; 

d) To explain our rights and responsibilities as the service provider; and 

e) To explain how our clients can lodge complaints and make suggestions about our 

service delivery. 

 

2.0 VISION AND MISSION STATEMENT 

 

2.1 VISION 

 

“A Smart and Value-Centred Northern Provincial Administration”. 

 

2.2 MISSION STATEMENT 

 

“To co-ordinate and administer implementation of national policies and programs in 

the Province in order to enhance service delivery and promote sustainable 

development”. 

 

3.0 CORE VALUES 

The operations of the Northern Provincial Administration (NPA) and more specifically, the 

conduct and behaviour of the staff for the NPA will be anchored on the following (Six number) 

(06) core values: 

i) Accountability 

We are responsible and answerable in the utilization and management of public resources 

ii) Confidentiality 

We do not disclose privileged information to unauthorized persons in our day to-day 

operations. 

iii) Honesty 

We execute our duties in a sincere manner 

iv) Impartiality 

We render our services without bias, prejudice and unfair treatment. 

v) Transparency 

We conduct our business in an open manner. 

vi) Professionalism 

We endeavor to provide our services with due diligence, proficiency, care and competence. 



2  

4.0 WHAT OUR CLIENTS SHOULD EXPECT FROM US 

 

In support of the above values, Northern Provincial Administration will strive to continuously 

improve the standards of the services we provide so as to meet your needs and expectations. 

To this end, you, our esteemed clients, have the right to expect timely provision of the following 

services: 

 

i. Community Development and Social Welfare 

ii. Forest Management 

iii. Water Resources Development 

iv. News and Information 

v. Labour and Social Security 

vi. Land Administration 

vii. Youth and Sports Development 

viii. National Guidance and Religious Affairs 

ix. Resettlement 

x. Agricultural 
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5.0 STANDARDS OF SERVICE DELIVERY 

 

In conformity with the Law and our core values, we pledge to provide services in 

accordance with the following standards: - 

 

5.1 COMMUNITY DEVELOPMENT AND SOCIAL SERVICES 

 

Service Type  Standard of 

Service 

Duration 

(i) Committal Order for Foster Care  Within 25 

working 

days 
Clients: 

• Zambian Citizens 

• Residents 

Vital Steps 

Submit application Within 1 
working day 

Attend assessment Within 7 
working days 

Attend court sessions Within 14 
working days 

Collect committal order Within 3 
working days 

Requirements:- 

- Bank statement 

- NRC 

- Medical report 

- Police report 

- Proof of residence 

- Letters of introduction from 2 persons of good standing in society 

- Handwritten application letter 

- Marriage certificate (where applicable) 

- Birth record (where applicable) 

- Death record (where applicable) 

- Disability Registration Card (where applicable) 

 

Service Type Standard of 

Service 

Duration 

(ii) Adoption Order (Local)  Within 78 

working 

days 
Clients: 

• Zambian Citizens 

• Residents 

Vital Steps 

Submit application Within 1 
working day 

Undergo supervision Within 60 
working days 

Attend court hearing Within 14 
working days 

Collect Adoption Order Within 3 
working days 
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Requirements: - 

- Bank statement 

- NRC 

- Medical report 

- Police report 

- Proof of residence 

- Letters of introduction from 2 persons of good standing in society 

- Handwritten application letter 

- Marriage certificate (where applicable) 

- Birth record (for an application from family) 

- Death record (where applicable) 
- Proof of Consent from the parent or guardian of the child 

 

Service Type Standard of 

Service 

Duration 

(iii) Adoption Order (Inter-Country)  Within 177 

working 

days 
Clients: 

• Non-Zambians, 

• Zambians living 

abroad 

Vital Steps 

Submit application Within 1 
working day 

Undergo counselling Within 14 
working days 

Receive feedback on 

eligibility 

Within 120 
working days 

Obtain feedback on matching Within 14 
working days 

Travel and attend Court 

Sessions 

Within 14 
working days 

Collect Committal Order Within 3 
working days 

Submit duly completed form 

1 

Within 1 
working day 

Collect effective date of 

notice 

Within 7 
working days 

Collect Adoption Order Within 3 
working days 

Requirements: - 

- Bank statement 

- NRC/ID Documentation 

- Medical report 

- Police report 

- Proof of residence 

- Letters of introduction from 2 persons of good standing in society 

- Handwritten application letter 

- Marriage certificate (where applicable) 

- Birth record for an application from family (where applicable) 

- Death record if the parents are deceased for the child (where applicable) 

- Proof of Consent from the parent or guardian of the child 

- Assessment report from country of origin 
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Service Type Standard of 

Service 

Duration 

(iv) Shelter for survivors of Gender Based 

Violence (GBV) / Human Trafficking 

Within 1 

working day 

Within 1 

working day 

Clients: 

• Survivors of 

GBV/human 

trafficking 

• The General Public 

Vital Steps 

Submit notification of 

suspected GBV/Human 

trafficking 
Undergo Assessment 

Re-locate to provided 

shelter 
Requirements:- 

- Referral from any of the following; 
i. Police 

ii. Health facility 
iii. Public or private institutions 

 

Service Type Standard of 

Service 

Duration 

(v) Bursary Recommendations  Within 5 

working 

days 
Clients: 

School leavers 

Vital Steps 

Submit request Within 1 
working day 

Undergo assessment Within 3 
working days 

Collect the feedback slip Within 1 
working day 

Requirements: - 

- Grade 12 school certificate 

- Parent/guardian and school leaver identity card 

- Acceptance letter from school 

- Proof of vulnerability/socioeconomic status, e.g. death record or death certificate 
of parent or guardian/payslip/Disability Certificate, etc 

 

Service Type  Standard of 

Service 

Duration 

(vi) Social Assistance  Within 36 

working 

days 
Clients: 

• Persons aged 60 

years and above 

• persons with 

disabilities 

• child headed 

households 

• female headed 

households 

• the chronically ill on 

palliative care 

Vital Steps 

Submit request Within 1 
working day 

Undergo assessment Within 5 
working days 

Collect social support Within 30 

working days 
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• victims of minor 

disasters 

• abandoned children 

• stranded persons 

   

Requirements: - 

- Referral from any of the following; 
i. Police 

ii. Health facility, public or private institutions 

- Proof of vulnerability /social economic status 

 

Service Type  Standard of 

Service 

Duration 

(vii) Skills Training  Within 161 

days Clients: - 

Women and Youths 

Vital Steps 

Submit Application Within 1 
working day 

Receive acceptance letter Within 10 days 

Attend Training Within 90 days 

Receive Certificate Within 60 days 
Requirements: - 

- National Registration Card 

- Academic Qualifications (where applicable) 

 

5.2  NATURAL RESOURCE MANAGEMENT – FOREST 

MANAGEMENT 

 

Service Type Standard of 

Service 

Duration 

(i) Forest Produce Permit (Tree Felling, 

Domestic and Cordwood) 

 Within 1 

working 

day Client: Individuals 

(Zambian citizens) or 

Organisations 

Vital Steps 

Submit application 

form 

Within 1 working 

day 
Pay prescribed fees 

Collect permit 
Requirements: - 

- NRC (Individuals) 

- Company Certificate (Organizations) 

- Consent letter from the Chief (for charcoal production) 
- Copy of forest concession licence (for timber production) 

 

(ii) Forest Product Conveyance Permit Standard of 

Service 

Duration 

Clients: Individuals or 

Organizations 

Vital Steps  Within 7 

working days Submit application 

forms 

Within 1 working 

day 

Attend inspection Within 3 working 

days 
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 Collect permit Within 3 working 

days 

 

Requirements: - 

- Valid Production/felling Permit 

- Ready Harvested Forest Produce 

- Consent letter from the Chief (for charcoal production) 

- Copy of forest concession licence (for timber production) 
 

(iii) Timber Export Permit Standard of 

Service 

Duration 

Clients: Registered 

Companies 

Vital Steps  Within 30 

working days Submit an application Within 1 working 

day 

Attend inspection Within 3 working 

days 

Pay prescribed fees Within 3 working 

days 

Collect Licence Within 23 working 

days 
Requirements: - 

- Company Certificate of Incorporation 

- Sawn Timber/furniture components 

- Production/Tree Felling permit 

- Conveyance permit 

- Parking List 

- Proof of payment 

- Pictures of Sawn Timber 

- Copy of forest concession licence 

- Letter of Agreement between the merchant and holder of valid concession licence 
stating licence No., type of specie/s and quantity in (m3) 

 

 

5.3 WATER RESOURCES DEVELOPMENT 
 

 

Service Type Standard of 

Service 

Duration 

(i) Borehole Siting  Within 6 

working days Clients:- 

Government and private 

Institutions and the 

General Public 

Vital Steps 

Submit request and 

collect quotation 

Within 1 working 

day 

Pay prescribed fees Within 1 working 

day 

Witness siting of 

borehole 

Within 1 working 

day 

Collect borehole siting 

report 

Within 3 working 

days 

Requirements: 

• Proof of payment 
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• Provision of accurate location of premises 

 

Service Type Standard of 

Service 

Duration 

(ii) Borehole Drilling  Within 15 

working days Client: General Public Vital Steps 

Submit request and 

collect quotation 

Within 1 working 

day 

Pay prescribed fees Within 1 working 

day 

Witness borehole 

drilling 

Within 10 working 

days 

Collect borehole 

drilling completion 

report 

Within 3 working 

days 

Requirements:- 

- Proof of payment 

- Borehole permit from Water Resources Management Authority 

- Provision of accurate location of premises 
 

 

5.4 ZAMBIA NEWS AND INFORMATION SERVICES 

 

Service Type  Standard of 

Service 

Duration 

(i) Documentaries/Videos/Still 

Pictures 

 Within 5 working days 

(Radio 

Documentaries/Still 

Pictures) 

Within 14 working 

days 

(TV 

Documentaries/Video 

s) 

Clients: 

• Government 

Institutions 

• Private 

Organisatio 

ns 

Vital Steps 

Submit application Within 1 working 

day Attend scoping 

meeting 

Pay applicable fees 

Preview 

documentary/Video/Sti 

ll Picture 

Within 3 working 

days (Radio/Still 

Pictures) 

Within 12 working 

days 

(Television/Video 

s) 

Collect final copy of 

documentary/Video/Sti 

ll Picture 

Within 1 working 

day 

Requirements:- 

- Prescribed fees 

- Avail access to facilities and interviewees 
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Service Type Standard of 

Service 

Duration 

(ii) Television and Radio Adverts  Within 7 working days 

Clients: 

▪ Government 

Institutions and 

private 

Organisations 

Vital Steps 

Submit application Within 1 working 

day Attend scoping 

meeting 
Pay applicable fees 

Preview Advertisement Within 5 working 

days 

Collect final copy of 

advertisement and/or 
approve broadcast 

Within 1 working 

day 

Requirements:- 

- Prescribed fees 

 

Service Type Standard of 

Service 

Duration 

(iii) Public News Archives  Within 4 working days 

Clients: 

• The General 

Public 

Vital Steps 

Submit application Within 1 working 

day Pay prescribed fees 

Collect material Within 3 working 

days 
Requirements:- 

- Prescribed fees 

 

Service Type Standard of 

Service 

Duration 

(iv) Hire of Public Address System  Within 2 working days 

Clients: 

General Public 

Vital Steps 

Submit application Within 1 working 

day 
Attend scoping 

meeting 

Pay prescribed fees 

Collect PA system Within 1 working 

day 
Requirements: - 

- Proof of payment of prescribed fees 
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Service Type Standard of 

Service 

Duration 

(v) Airing of Television/Radio 

Adverts 

 Within 2 working days 

Clients: 

General Public 

Vital Steps 

Submit application Within 1 working 

day 
Pay prescribed fees 

Preview and authorize 

airing 

Within 1 working 

day 
Requirements: - 

- Proof of payment of prescribed fees 

 

 

5.5 DEPARTMENT OF LABOUR 

 

Service Type Standard of 

Service 

Duration 

(i) Resolution of Labour Disputes  Within 26 

working days 
Clients: 

• Employers and 

Employees 

Vital Steps 

Lodge complaint Within 1 working 

day 

Collect and deliver 

complaint letter 

Within 5 working 

days 

Attend 

mediation/Intervention 

meeting and collect 

resolution   letter 
/feedback on intervention 

Within 10 

working days 

Collect feedback on 

intervention (for cases 

requiring inspection) 

Within 10 

working days 

Requirements: 

- NRC/ID Documentation 

- Notification of Dispute 

- Physical location of Company/Business Enterprise with the Industrial Dispute 
(where applicable) 
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Service Type Standard of 

Service 

Duration 

(ii) Attestation of Contracts and Conditions 

of Service 

  

Clients: 

• Employers 

Vital Steps  Within 5 working 

days Submit request and 

contracts for attestation 

Within 1 working 

day 

Receive feedback on 

request 

Within 2 working 

days 

Collect Attested contracts Within 2 working 

days 
Requirements: 

- Employment Contracts 

- Employer’s Details 

 

Service Type Standard of 

Service 

Duration 

(iii) Mediation on Industrial Unrest  Within 4 

working days 
Clients: 

• Employers and 

Employees 

Vital Steps 

Submit industrial unrest 

notification 

Within 1 working 

day 

Attend industrial unrest 

mediation meeting 

Within 1 working 

day 

Collect record note 

(recommendation, 

resolutions  and  way 

forward) 

Within 2 working 

days 

Requirements:- 

- NRC/ID Documentation 

- Notification of Dispute 

- Physical location of Company/Business Enterprise with the Industrial Dispute 

- 
 

Service Type Standard of 

Service 

Duration 

(iv) Collective Dispute Conciliation  Within 21 

working days 
Clients: 

• Employers and 

Employees 

Vital Steps 

Submit Collective 

Dispute 

Notification 

Within 1 working 

days 

Attend Dispute 

Conciliation 

meetings 

Within 20 

working days 
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 Receive Conciliation 

report 

  

Requirements: 

- Nil 

 

Service Type Standard of 

Service 

Duration 

(v) Trade Union Election Reports  Within 14 

working days 
Clients: 

• Employees 

• Employee 

Representative 

Bodies (Trade 

Unions) 

Vital Steps 

Submit letter of request Within 1 working 

day 

Collect feedback on 

request 

Within 2 working 

days 

Collect Trade Union 

Elections 
Report 

Within 11 

working days 

Requirements:- 

- Notification to hold elections 

- List of delegates 

- Union Constitution 

- Positions to be contested 

 

Service Type Standard of 

Service 

Duration 

(vi) Pension Dispute Resolution  Within 60 

working days 
Clients: 

• Workers 

• Former 

employees, 

• Pensioners 

• Administrators 

of deceased 

employees’ 
estate 

Vital Steps 

Submit written complaint Within 1 working 

day 

Collect feedback Within 10 
working days 

Collect findings and 

resolution of the case 

Within 49 

working days 

Requirements: 

- Copy of NRC 

- Supporting documents (copy of payslip, appointment letter, letter of administrator - 
ship, termination of employment letter and other available documents) 
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Service Type Standard of 

Service 

Duration 

(vii) Occupational Accident Report  Within 16 

working days 
Clients: 

• Employers 

Vital Steps  

Submit duly completed 

lab form VI 

Within 1 working 

day 

Collect occupational 

accident report 

Within 15 
working days 

Requirements: 

- Valid lab form VI 

 

Service Type Standard of 

Service 

Duration 

(viii) Occupational Safety and Health 

Training 

 Within 22 

working days 

Clients: 

• Employers 

• Employees 

Vital Steps 

Submit letter of request Within 1 working 

day 

Receive feedback on 

status of request 

Within 5 working 

days 

Attend training Within 5 working 

days 

Pay prescribed fees Within 1 working 

day 

Receive certificate of 

Attendance and reports 

Within 10 
working days 

Requirements: 

- Number of participants 

- Suitable training rooms 

 

5.6 DEPARTMENT OF PHYSICAL PLANNING 
 

 

 

Service Type Standard of 

Service 

Duration 

(i) Planning Permission/Development 

Permit-New Building or Extension 

 Within 30 

working days 

Clients: - 

• General Public 

Vital Steps Within 1 working 

day Submit application 

Submit proof of payment Within 1 working 

day 
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 Collect Planning 

Permission 

Within 28 

working days 

 

Requirements:- 

- Four copies of building plans 

- Four copies of Proof of ownership 

- Four copies of Location and block plan 

 

Service Type Standard of 

Service 

Duration 

(ii) Planning Permission – Land 

Subdivision 

 Within 30 

working days 

Clients: 

• General Public 

Vital Steps Within 1 working 

day Submit application 

Pay prescribed fees Within 1 working 

day 

Collect Land 

Subdivision Planning 

Permission 

Within 28 

working days 

Requirements:- 

- Land ownership documentation 

- Copy of Certificate of Title Deed 

- Consent from land owner (if the developer is not the owner plus proof of ownership 
from the owner; certificate of title) 

- Drawing requirements 

- Person’s name, address, and contact details 

- The north arrow 

- The metric scale 

- Details of the registered Planner/company that has drawn the drawings. 

- 4 copies of the location plan to a scale of not less than 1:5000 

- 4 copies of the site plan to a scale of not less than 1:500 

- 4 copies of subdivision plans (site plan) with appropriate colour codes to 
differentiate the existing from the proposed 

- Filled-in application Forms II 

 

Service Type Standard of 

Service 

Duration 

(iii) Planning Permission -Change of Land 

Use 

 Within 92 

working days 

Clients: 

• General Public 

Vital Steps Within 1 working 

day Submit application 

Pay prescribed fees Within 1 working 

day 

Collect Planning 

Permission – Change of 

Land Use 

Within 90 

working days 
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Requirements 

- Land ownership documentation 

- Copy of Certificate of Title Deed 

- Consent from land owner (if the developer is not the owner plus proof of ownership 
from the owner; certificate of title) 

- 4 copies of Change of Land Use modification plan (site plan) 

- Filled-in application Forms II 

- Notice of intention to change land use Form IV 
 

Service Type Standard of 

Service 

Duration 

(iv) Planning Permission -Consolidation of 

Land 

 Within 92 

working days 

Clients:- 

• General Public 

Vital Steps Within 1 working 

day Submit application 

Pay prescribed fees Within 1 working 

day 

Collect Planning 

Permission  – 

Consolidation of Land 

Use 

Within 90 

working days 

Requirements 

- Land ownership documentation 

- Copy of Certificate of Title Deed 

- Consent from land owner (if the developer is not the owner plus proof of ownership 
from the owner; certificate of title) 

- 4 copies of Land Consolidation Plan (site plan) 

- Filled-in application For 

 

Service Type Standard 

Service 

of Duration 

(v) Conversion of Land Tenure (Customary 

to State) 

 Within 92 

working days 

Clients:- 

• General Public 

Vital Steps 

Submit application Within 

working day 

1 

Pay prescribed fees Within 

working day 

1 

Collect 

Permission 

Planning  Within 

working days 

90 
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- Application letter from applicant to the local authority (district council) 

- Copy of NRC or certificate of registration for companies or a certificate of 
Incorporation under the Land Perpetual Successors Act (bodies registered under the 
societies Act) e.g., Churches and charitable organisation. 

- Copy of Land Permit 

- 4 copies of conversion of Land Tenure Plans (Location Plan) with coordinates 
depicting the land under application duly signed and stamped (approved) by the 
Chief, Council, Agriculture and Planning Authority. 

- Signed and stamped copy of the Chief’s consent letter 

- Land Conversion Regulation Form I, II, and III filled in by; 

- I. The applicant 

- II. The Chief 

- III. The Council 

- Email address, Mobile Cell No, and other details indicated on Annexure Form A or 
C 

- Current Passport size photo 

- Filled in Annexure Form A (Individuals) or 

- Filled in Annexure Form C (Companies/Organisations) 

- Minutes of both the Plans Committee and the Full Council 

- Council recommendation letter with proof that the council has physically inspected 
the land under application and confirms that settlements and other people’s interests 
and rights have been taken care of 

 

Service Type Standard of 

Service 

Duration 

(vi) Planning Permission - Major 

Development 

 Within 30 

working days 

Clients: - 

• General Public 

Vital Steps  

Submit application Within 1 working 

day 

Submit proof of payment Within 1 working 

day 

Collect Planning 

Permission 

Within 28 

working days 

Requirements:- 

- Four copies of building plans 

- Four copies of Proof of ownership 

- Four copies of Location and block plan 
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5.7 SURVEY DEPARTMENT 

 

Service Type Standard of 

Service 

Duration 

(i) Land Survey of Single Property  Within 25 

working days Clients: 

• Law Firms 

• Individual 

Property 

Owners 

• Government 

Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application form and attach the 

requisite documentation 

Within 1 

working day 

Receive an invoice Within 3 
working days 

Make payment Within 1 
working day 

Witness the field survey Within 6 
working days 

Receive approved survey 

diagram 

Within 14 
working days 

Requirements:- 

- Letter of offer/Copy of certificate 

- Numbered site plan 

- Payment of applicable fees 

- Written instruction from the property owner (where applicable) 

 

Service Type Standard of 

Service 

Duration 

(ii) Bulk Land Survey (2-100 Properties)  Within 40 

working days Clients: 

• Law Firms 

• Individual Property 

Owners 

• Government 

Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application form and attach 

the requisite documentation 

Within 1 

working 

day 

Receive an invoice Within 3 

working 

days 

Make payment Within 1 

working 

days 

Witness the field survey Within 15 

working 

days 

Receive approved survey 

diagram 

Within 20 
working 

days 

Requirements 

- Letter of offer/Copy of certificate 

- Numbered site plan 

- Payment of applicable fees 

- Written instruction from the property owner (where applicable) 
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Service Type Standard of 

Service 

Duration 

(iii) Bulk Land Survey (101-1000 Properties)  Within 77 

working days Clients: 

• Law Firms 

• Individual Property 

Owners 

• Government 

Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application form and attach 

the requisite documentation 

Within 1 

working 

day 

Receive an invoice Within 5 

working 

days 

Make payment Within 1 

working 

days 

Witness the field survey Within 40 

working 

days 

Receive approved survey 

diagram 

Within 30 

working 

days 

Requirements 

- Letter of offer/Copy of certificate 

- Numbered site plan 

- Payment of applicable fees 

- Written instruction from the property owner 
 

Service Type Standard of 

Service 

Duration 

(iv) Bulk Land Survey (Above 1000 Properties)  Within 102 

working days Clients: 

• Law Firms 

• Individual Property 

Owners 

• Government 

Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application form and attach 

the requisite documentation 

Within 1 

working 

day 

Receive an invoice Within 5 

working 

days 

Make payment Within 1 

working 

days 

Witness the field survey Within 60 

working 

days 

Receive approved survey 

diagram 

Within 35 

working 

days 

Requirements:- 

- Letter of offer/Copy of certificate 

- Numbered site plan 

- Payment of applicable fees 

- Written instruction from the property owner 
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Service Type  Standard of 

Service 

Duration 

(v) Boundary Verification  Within 25 

working days Clients: 

• Law Firms 

• Individual Property 

Owners 

• Government Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application forms and attach 

the requisite documentation 

Within 1 

working 

day 

Receive an invoice Within 3 

working 

days 

Make payment Within 1 

working 
day 

Witness the field verification 

survey 

Within 10 

working 

days 

Receive approved boundary 

verification survey report 

Within 10 

working 

days 
Requirements: 

- Letter of Offer/Copy of Certificate of Title 

- Copy of Survey Diagrams 

- Payment of applicable fees 

- Copy of site plan (where applicable) 

- Written instruction from the property owner (where applicable) 

 

Service Type Standard of 

Service 

Duration 

(vi) Location of Beacons  Within 11 

working days Clients:- 

• Law Firms 

• Individual Property 

Owners 

• Government Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application forms and attach 

the requisite documentation 

Within 1 

working 

day 

Receive an invoice Within 3 

working 

days 

Make payment Within 1 

working 
day 

Witness the field 

identification and 

replacement of Beacons 

Within 3 

working 

days 

Receive approved boundary 

location report 

Within 3 

working 

days 



20  

Requirements: - 

- Letter of Offer/Certificate of Title 

- Approved Survey Diagrams 

- Payment of applicable fees 

- Copy of site plan (where available) 
- Written instruction from the property owner (where applicable) 

 

Service Type Standard of 

Service 

Duration 

(vii) Certified True Copy of Survey Diagrams  Within 6 

working days Clients: 

• Law Firms 

• Individual Property 

Owners 

• Government Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application forms and attach 
the requisite documentation 

Within 1 

working 
day 

Receive certified copy of 

survey diagram 

Within 5 

working 

days 
Requirements:- 

- Letter of Offer/Certificate of Title 

- Copy of Approved Survey Diagrams 

- Payment of prescribed fees 

 

Service Type Standard of 

Service 

Duration 

(viii) Supercede Diagrams  Within 8 

working days Clients: 

• Law Firms 

• Individual Property 

Owners 

• Government Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application forms and attach 

the requisite documentation 

Within 1 

working 

day 

Receive approved supercede 

diagram 

Within 7 

working 

days 
Requirements: 

- Letter of Offer/Certificate of Title 

- Approved Survey Diagram to be superseded 

- Payment of applicable fees 
 

Service Type Standard of 

Service 

Duration 

(ix) Survey Diagrams of Already Surveyed Land  Within 7 

working days Clients: 

• Law Firms 

• Individual Property 

Owners 

• Government Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application forms and attach 

the requisite documentation 

Within 1 

working 

day 

Receive an invoice Within 2 

working 

days 

Make payment Within 1 

working 

day 
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 Receive approved survey 

Diagram 

Within 3 

working 

days 

 

Requirements:- 

- Letter of offer 

- Payment of applicable fees 
 

Service Type Standard of 

Service 

Duration 

(x) Marking Off of Subdivisions from Parent 

Property 

 Within 5 

working days 

Clients: 

• Law Firms 

• Individual Property 

Owners 

• Government 

Institutions 
• Companies 

Vital Steps 

Submit duly completed 

application forms and attach 

the requisite documentation 

Within 1 

working 

day 

Receive approved marked off 

survey diagrams of the 

Parent Property 

Within 4 

working 

days 

Requirements:- 

- Certificate of Title for Parent Property 

- Approved Survey Diagram for Parent Property 

- Approved Survey Diagrams for the Subdivision 

- Payment of applicable fees 

 

Service Type Standard of 

Service 

Duration 

(xi) Printing Services  Within 15 

working days Clients: 

• Individuals 

• Government 

Institutions 

• Companies 

Vital Steps 

Submit duly completed 

application forms and 

indicate print requirements 

Within 1 

working 

day 

Receive an invoice Within 3 

working 

days 

Make payment Within 1 

working 

day 

Receive the requested prints Within 10 

working 

day 
Requirements:- 

- Prescribed fees 
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5.8 DEPARTMENT OF LANDS 
 

 

Service Type Standard of 

Service 

Duration 

(i) State Consent to Assign/Transfer/Gift  Within 6 

working days Clients: 

• Titleholders 

• Personal 

Representatives 

• Law Firms 

• Financial 

Institutions 

• Pension Fund 

Providers 
• Trust Providers 

Vital Steps 

Submit duly completed 

application form 

Within 1 
working day 

Receive invoice and pay 

prescribed fees 

Within 1 
working day 

Receive approved/Rejected 

consent application forms 

Within 4 

working days 

Requirements: 

- Completed application forms 

- Payment of applicable fees 

- Clear ground rent 

- Visible copies of the NRC for both the buyer and seller (for individuals 

- Copy of Certificate of Title (in case of subdivision, lodge a copy of the parent title 
and a copy of the survey diagram) 

- Copy of contract of sale 

- In case of companies/Body corporates, attach a copy of the Certificate of 
Incorporation, a copy of the Investment licence and PACRA list of shareholders 

- Active phone numbers and email addresses registered on Zam portal 

- Resident Permits (where applicable) 

- Letters of Administration/Probate in case of deceased estates (issued within one 
year of lodging consent) 

 

Service Type Standard 

of Service 

Duration 

(ii) Land Lease and Title Registration  Within 22 

working days Clients: 

• Individual Citizens 

• Resident Non- 

Citizens 

• Companies 

• Law Firms 

• Non-Profit 

Organisations 

• Faith Based 

Organisations 

• GRZ Institutions 

• Parastatals 

Vital Steps 

Submit 

application/Recommendation 

Within 1 

working 

day 

Receive Invitation to Treaty 
and Invoice 

Within 5 
working 
days 

Receive Offer letter after 

making payment of 

applicable fees 

Within 5 

working 

days 

Receive and e-sign lease Within 5 

working 

days 
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• Statutory Bodies 

• Offerees of 

Government pool 

houses/flats 

• Personal 

representatives of 

Offerees 

Receive Certificate of Title Within 6 

working 

days 

 

Requirements:- 
(a) Council Recommendation for numbered/unnumbered Council land:- 

- Recommendation from the Council 

- Council’s Real Estate Committee minutes (where applicable) 

- Full Ordinary Council minutes or Special Council minutes 

- Completed Annexure “A” or “C” 

- Applicants NRC (for individuals) 

- Certificate of Incorporation (for Organisations) 

- Resident Permit (Established Residents, but not citizens) 

- Investment Licence (Foreign owned companies) 

- Numbered Layout Plan 

- Approved Survey Diagrams 

- Payment of applicable lease fees 

- Active phone numbers and email addresses registered on Zam portal 
(b) Conversion of Customary Land to State Land:- 

- Recommendation from the Council 

- Council’s Real Estate Committee minutes (where applicable) 

- Full ordinary Council minutes 

- Completed Annexure “A”or “C” 

- Completed Land Conversion Forms I, II and III 

- Applicants NRC (for individuals) 

- Certificate of Incorporation (for Organisations) 

- Resident Permit (Established residents, but not citizens) 

- Investment Licence (Foreign owned companies) 

- PACRA List of Shareholders 

- Numbered Layout Plan 

- Approved Survey Diagrams 

- Payment of applicable lease fees 

- Active phone numbers and email addresses registered on Zam portal 
(c) Resettlement Scheme:- 

- Recommendation letter by the Department of Resettlement 

- Completed Form DR1 

- Approved Survey Diagrams 

- Applicants NRC (for individuals) 

- Authorisation from Ministry of Home Affairs and Internal Security (in cases of 
persons with refugee status 

- Certificate of Incorporation (for companies and body corporates) 

- Payment of the applicable lease fees 
(d) Certificate of Title for Former GRZ Houses/Flats 

- Clearance from the Ministry of Finance and National Planning 

- Proof of payment for purchase of government pool house/flat 

- Clearance from the Ministry of Infrastructure Housing and Urban Development 

- NRC of the Applicant 
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- Approved Survey Diagram 
- Payment of applicable lease fees 

 

Service Type Standard 

of Service 

Duration 

(iii) Numbering (Single-Conversions)  Within 18 

working days Clients: 

• Individual Citizens 

• Companies 

• Law Firms 

• Non-Profit 

Organisations 

• Faith Based 

Organisations 

• GRZ Institutions 

• Parastatals 

• Statutory Bodies 

Vital Steps Within 1 

working 

day 
Submit application for 

numbering 

Receive numbered site plan Within 17 

working 

days 

Requirements:- 

- Recommendation form the Council 

- Council’s Real Estate Committee minutes 

- Full ordinary Council minutes 

- Completed Annexure “A”and “C” 

- Land Conversion Forms I, II and III 

- Applicants NRC (for individuals) 

- Certificate of Incorporation (for Organisations) 

- Resident Permit (Established residents, but not citizens) 

- Investment Licence (Foreign owned companies) 

- PACRA List of Shareholders 

- Approved Layout Plans 

- Payment of applicable fees 

 

Service Type Standard 

of Service 

Duration 

(iv) Numbering (Layout)  Within 21 

working days Clients: 

• Individual Citizens 

• Companies 

• Law Firms 

• Non-Profit 

Organisations 

• Faith Based 

Organisations 

• GRZ Institutions 

• Parastatals 

• Statutory Bodies 

Vital Steps 

Submit application for 

numbering 

Within 1 

working 

day 

Receive numbered layout 

plan 

Within 20 

working 

days 

Requirements:- 

- Letter of consent from the Council 

- Approved Layout plan 
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- Payment of applicable fees 

- NRC for Individuals 

- Certificate of Incorporation for organisations 

 

Service Type  Standard 

of Service 

Duration 

(v) Numbering (Subdivision)  Within 15 

working days 

Clients: 

• Titleholders 

• Companies 

• Law Firms, 

• GRZ Institutions 

Vital Steps 

Submit for numbering Within 1 

working 

day 

Receive numbered site plan Within 14 

working 

days 
Requirements:- 

- Approved site plan 

- Payment of applicable fee 

- Copy of Certificate of Title 

- Copy of NRC (for individuals) 

- Copy of Incorporation (for organisations) 

- Residence Permit (Established Residents but non-Citizens) 

- Board Resolutions (Corporate Entities) 

 

Service Type Standard 

of Service 

Duration 

(vi) Numbering of Common Leaseholds  Within 20 

working days Clients: 

• Individual Citizens 

• Non Citizens 

• Companies 

• Law Firms 

• Non-Profit 

Organisations 

• Faith Based 

Organisations 

• GRZ Institutions 

• Parastatals 

• Statutory Bodies 

Vital Steps 

Submit application together 

with physical copies of floor 

plans 

Within 1 

working 

day 

Receive numbered common 

leasehold floor plans 

Within 19 

working 

day 

Requirements:- 

- Payment of applicable fee 

- Approved floor plans 

- Copy of NRC (for individuals) 

- Certificate of Incorporation (for organisations) 

- Copy of Certificate of Title 

- Clear ground rent 
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Service Type Standard 

of Service 

Duration 

(vii) Renewal of Lease  Within 45 

working days Clients: 

• Titleholders 

• Personal 

Representatives 

• Law Firms, 

• Financial Institutions 

• Pension Fund Providers 

• Trust Providers 

Vital Steps 

Submit application for 

renewal of lease and 

physical documents 

Within 1 

working 

day 

Pay prescribed fees Within 2 

working 

days 

Receive notice of expiration 

of lease 

Within 20 

working 
days 

Receive Invitation to Treaty 

and Invoice 

Within 5 

working 

days 

Receive Offer letter after 

paying applicable fees 

Within 7 

working 

days 

Receive and e-sign lease Within 4 

working 

days 

Receive Certificate of Title Within 6 

working 

days 
Requirements: 

- Approved Survey diagrams 

- Payment of applicable fees 

- 14-year certificate of Title/99-year Certificate of Title (where Certificate of Title 
was issued) 

- Clear ground rent arrears 

- NRC (for individuals) 

- Certificate of Incorporation (Organisations) 

 

Service Type Standard 

of Service 

Duration 

(viii) Consolidation of Land Parcels/Extension of 

Property 

 Within 30 

working days 

Clients: 

• Titleholders 

• Personal 

Representatives 

• Law Firms 

• Financial Institutions, 

Vital Steps 

Collect application for 

consolidation and physical 

documents 

Within 1 

working 

day 

Receive invoice and pay 

prescribed fees 

Within 1 

working 

day 
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• Pension Fund Providers 

• Trust Providers 

Receive and e-sign surrender 

deed(s) 

Within 8 

working 

days 

 

Receive registered surrender 

deed 

Within 10 

working 

days 

Receive a numbered site plan 

of consolidated 

land/extended property 

Within 10 

working 

days 
Requirements:- 

- Original copies of Certificate of Title 

- Approved Site plan 

- Payment of applicable fees 

- Clear ground rent arrears 

- NRC (for individuals) 

- Certificate of Incorporation (for Organisations) 
- Recommendation/Approval from the Council/Planning Authority 

 

Service Type Standard 

of Service 

Duration 

(ix) Application for Land through the Office of the 

Commissioner of Lands 

 Within 30 

working days 

Clients: 

• Individual Citizens 

• Personal 

Representatives 

• Non-Citizens 

• Companies 

• Law Firms, 

• Non-Profit 

Organisations 

• Faith based 

Organisations 

Vital Steps 

Submit application Within 1 

working 

day 

Receive notification of 

Commissioner of Lands’ 

decision 

Within 29 

working 

days 

Requirements:- 

- Letter of application 

- NRC (for individuals) 

- Certificate of Incorporation (for Organisations) 

- Other relevant documents (Letters of Administration/Probate/Resident 
Permit/Power of Attorney) (these are not required for this service) 

- Active phone numbers and email addresses registered on Zam portal 
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Service Type Standard 

of Service 

Duration 

(x) Numbering of Re-planned Property  Within 30 

working days Clients: 

• Title holders 

• Personal representatives 

• Law Firms 

• Financial Institutions 

• Pension Fund Providers 

• Trust Providers 

Vital Steps 

Submit recommendation for 

numbering and physical 

documents 

Within 1 

working 

day 

Receive numbered site plan 

of re-planned land 

Within 29 

working 

days 

Requirements: 

- Approved site plan (Re-planned) 

- Instruction/Recommendation to re-plan 

- Payment for numbering 

- If property is on title, Original certificate of title to be surrendered 

- For numbered property, but not allocated, provide the approved site plan for re- 
planning 

 

 

5.9 DEPARTMENT OF LAND AND DEEDS 
 

 

Service Type Standard of Service Duration 

(i) Registration of Mortgage Deeds, 

Discharge of Mortgage, 

Memorandum of deposit of 

Title/Discharge and Lease 

Agreement 

 Within 10 

working days 

Clients: 

• Titleholders 

• Law firms 

• financial 

institutions 

• pension fund 

providers 

• parastatals 

Vital Steps 

Submit duly completed 

application form 

Within 1 working 

day 

Receive registered 

documents 

Within 9 working 

days 

Requirements: 

- Original Certificate of title 

- Relevant deeds 

- Certificate of incorporation (for companies and other organisations) 

- NRC (for individuals) 

- Registration receipt 
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Service Type Standard of 

Service 

Duration 

(ii) Secondary Certificate  of 

Title/Assignments,  Gifts, Moietys, 

Severance, 

Transfer/Exchange/Partition 

/Assent/Trust/Rectification/Substitution 

of diagrams and change of name 

 Within 15 

working days 

Clients: 

• Titleholders 

• Law Firms 

• Financial Institutions 

• Pension Fund Providers 

• Parastatals 

• Trust Providers 

Vital Steps 

Submit duly 

completed 

application form and 
physical documents 

Within 1 working 

day 

Receive registered 

documents 

Within 14 

working days 

Requirements:- 

- Original certificate of title 

- Relevant deeds (at least in duplicate) 

- Payment of registration fee 

- ZRA property transfer receipt/tax exemption certificate (where relevant) 

- State consent to assign (where relevant) 

- Survey diagrams (where relevant) 

- Certificate of change of name 

 

Service Type Standard of 

Service 

Duration 

(iii) Registration of Caveats/Withdrawal of 

Caveats/Court Orders/Judgements 

 Within 5 

working days 

Clients:- 

• Titleholders 

• Law Firms 

• Financial Institutions, 

Pension Fund Providers 

• Parastatals 

• Trust Providers 

Vital Steps Within 1 working 

day Submit duly 

completed 

application form 

Receive notification 

of Registered 

Interest 

Within 4 working 

days 

Requirements:- 

- Completed prescribed forms 

- Court Order/Judgement 

- Payment of registration fee 

- NRC 

- Proof of interest 

- Certificate of incorporation 
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Service Type Standard of 

Service 

Duration 

(iv) Registration of Probate, Letters of 

Administration and Power of Attorney 

 Within 11 

working days 

Clients: 

• Titleholders, 

• Law Firms, 

• Financial Institutions, 

• Pension Fund Providers 

Parastatals 
• Trust Providers 

Vital Steps 

Submit duly 

completed 

application form and 

physical documents 

Within 1 working 

day 

Receive Registered 

Documents 

Within 10 

working days 

Requirements: 

- Original certificate of Title 

- Relevant Documents (Probate) 

- ID 

- Payment of registration fee 

 

Service Type  Standard of 

Service 

Duration 

(v) New Certificate of Title under Council 

sub-lease 

 Within 14 

working days 

Clients: 

• Titleholders 

• Law Firms 

• Financial Institutions 

• Pension Fund Providers 

• Parastatals 

• Trust Providers 

Vital Steps 

Submit duly 

completed 

application form and 

physical documents 

Within 1 working 

day 

Collect Registered 

Document 

Within 13 

working days 

Requirements:- 

- Original Certificate of Title 

- Payment of Registration fee 

- Completed form VI for the new certificate of title 

- Survey diagrams 

 

Service Type Standard of 

Service 

Duration 

(vi) Registration of Miscellaneous 

Documents 

 Within 7working 

days 

Clients: 

• Titleholders 

• Law Firms 

• Financial Institutions 

• Pension Fund Providers 

• Parastatals 

• Trust Providers 

Vital Steps  

Submit duly 

completed 

application form 

Within 1 working 

day 

Receive Registered 

Documents 

Within 6 working 

day 
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Requirements:- 

- Relevant Deeds 

- Registration fee receipt 

- NRC (Individuals) 

- Certificate of Incorporation (Organisations) 

 

Service Type Standard of 

Service 

Duration 

(vii) Full Certificate of Title and Duplicate 

Certificate of Title 

 Within 14 

working days 

Clients: 

• Titleholders 

• Law Firms 

• Financial Institutions, 

• Pension Fund Providers 

• Parastatals 

• Trust Providers 

Vital Steps 

Submit duly 

completed 

application form 

Within 1 working 

day 

Receive approved 

letters 

Within 3 working 

days 

Submit Newspaper 

cuttings of the 

Adverts and 

Government Gazette 

Notice with 

certificate of 

publications 

Within 1 working 

day 

Receive Certificate 

of Title 

Within 9 working 

days 

Requirements:- 

- Payment of Registration fee 

- Application letter 

- Statutory Declaration 

- Certified true copy (CTC)/Supercede Diagrams 

- Photocopy of lost certificate of title 

- Provisional certificate of title 

- NRC (Individual) 

- Certificate of Incorporation (Organisations) 

- Newspaper and government gazette advert cuttings 

 

Service Type Standard of 

Service 

Duration 

(viii) Separate Certificates of Title and 

Certificate of Title for Common 

Leasehold Scheme 

 Within 14 

working days 

Clients: 

• Titleholders 

• Law Firms 

• Financial 

Institutions, 

• Pension Fund 

Providers 
• Parastatals 

Vital Steps 

Collect duly 

completed 

application form and 

physical documents 

Within 1 working 

day 

Receive Certificate 

of Title 

Within 13 

working days 
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• Trust Providers    

Requirements: 

- Original Certificate of Title 

- Survey Diagrams/Numbered floor plans 

- Photocopies of Leases 

- Application letter 

- Declaration form (where applicable) 

 

 

5.10 NATIONAL REGISTRATION, PASSPORT AND CITIZENSHIP SERVICES 

 

Service Type Standard of 

Service 

Duration 

First National Registration Card  Within 1 working 

day Clients: 

• Zambian Citizens aged 16 and 

above 

Vital Steps 

Submission of 

duly 

completed 

forms to the 

District 

Registrar for 

interviews 

Within 1 

working day 

Collect 

National 

Registration 
Card 

Requirements: 

- Client must be accompanied by a parent/guardian/care institution 

- Photocopy of the birth Certificate/ under-five card/ record of birth 

- Letter from Social welfare for orphans represented by an officer 
 

Service Type Standard of 

Service 

Duration 

(iii) Lost/Damaged National Registration Card 

Replacement 

 Within 1 working 

day 

Clients: 

• Individuals 

Vital Steps Within 1 

working day Submit 

application 
form 

Submit a 

Police Report 

attached with 

a receipt for 

the lost NRC 

Pay 

prescribed 

fees for the 

lost NRC 
Obtain NRC 
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Requirements: 

- Original damaged NRC 

- Police report and official receipt (for lost NRCs) 

- Payments of applicable fees 

- Letters from the government and private Institution 

 

Service Type Standard of 

Service 

Duration 

(iv) Alien National Registration Card  Within 5 working 

days Clients: 

• Foreign Nationals 

Vital Steps 

Submit duly 

completed 

application 

form 

Within 1 

working day 

Make 

payment at 

DNRPC for 

issuance of a 

foreign 

National 

Registration 

Card 

Collect NRC Within 4 

working days 
Requirements:- 

- Valid Passport 

- Work Permit 

- Report Order 

- Written Receipt from Immigration 

- Study Permit 

- Spouse Permit 

- Refugee Identity Cards from Commissioner for Refugee 

- Birth Certificate if born in Zambia 

- Refugee Certificate 

 

Service Type Standard of 

Service 

Duration 

(v) Birth Certificate  Within 6 working 

days Clients: 

• Parents 

• Guardians 

• Care Institutions of persons 

born in Zambia on or after 14th 

March, 1973 

Vital Steps 

Submit notice 

of Birth Form 

VIII 

Within 1 day 

Collect Birth 

Certificate 

Within 5 

working days 

Requirements:- 

- Original Record of Birth/ Under-five Card 

- Copies of National Identify for the Parent/Guardian/Informant 
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- Independent Witness form for children born at Home 

 

Service Type Standard of 

Service 

Duration 

(vi) Emergency Travel Document  Within 3 working 

days Clients: 

• Zambian Citizens 

Vital Steps 

Complete and 

submit Form 

A or B 

Within 1 

working day 

Collect 

Emergency 

Travel 
Document 

Within 2 

working days 

Requirements:- 

- Affidavit of Birth (Form N)/ Affidavit of Birth completed by parents (Form M) (for 
clients below the age of 16) 

- Certified copy of NRC 

- 2 passport size photos 

- Certified copies of marriage certificate (where applicable) 

- Previous copy of passport /Emergency Travel Document 

- Certified copy of certificate of bestowal of Zambian Citizenship (where applicable) 

- Notice of acquisition of citizenship of another country (where applicable) 

- Consent letter from parent or guardian (if below the age of 18) 

 

Service Type Standard of 

Service 

Duration 

(vii) Passport (Ordinary)  Within 30 days 

Clients: 

• Zambian Citizens 

Vital Steps 

Submit Form 

A/B 

Within 1 day 

Attend 

Interviews 

Collect 

Passport 

Within 29 days 

Requirements: 

- Complete Barcode application form 

- Affidavit of Birth (Form N)/Affidavit of Birth completed by parents (Form M) (for 
clients below the age of 16) 

- Certified copy of NRC 

- 2 passport size photos 

- Certified copies of marriage certificate (where applicable) 

- Previous copy of passport /Emergency Travel Document (where applicable) 

- Certified copy of certificate of bestowal of Zambian Citizenship (where applicable) 

- Notice of acquisition of citizenship of another country (where applicable) 

- Consent letter from parent or guardian (if below the age of 18) 

 

 Standard of 

Service 

Duration 
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(viii) Passport (Express) (Production centres – 

Lusaka, Livingstone and Ndola) 

 Within 5 days 

Clients: 

• Zambian Citizens 

Vital Steps 

Submit Form 

A/B 

Within 1 day 

Attend 

Interviews 

Collect 

Passport 

Within 4 days 

Requirements: - 

- Complete Barcode application form 

- Affidavit of Birth (Form N)/Affidavit of Birth completed by parents (Form M) (for 
clients below the age of 16) 

- Certified copy of NRC 

- 2 passport size photos 

- Certified copies of marriage certificate (where applicable) 

- Previous copy of passport /Emergency Travel Document (where applicable) 

- Certified copy of certificate of bestowal of Zambian Citizenship (where applicable) 

- Notice of acquisition of citizenship of another country (where applicable) 
- Consent letter from parent or guardian (if below the age of 18) 

 

Service Type Standard of 

Service 

Duration 

(ix) Death Certificate  Within 6 working 

days Clients: 

• Relatives 

• Persons present at death 

Vital Steps 

Submit Notice 

of death 

(Form XIII) 

Within 1 

working day 

Collect death 

certificate 

Within 5 

working days 
Requirements:- 

- Original medical certificate of cause of death/Coroner’s report (in case of 
unnatural death requiring investigation) 

- Brought in Dead Certificate (in case of death occurring outside a health facility 

- Letter of traditional leader (in case of death occurring in a village) 

- Original NRC for the deceased 

- Original Passport for the deceased (Non-Zambian) 

- Copy of informer’s National Identity Document 

- Copy of Burial/Cremation Permit 

- Order of Appointment of Administrator 
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5.11 YOUTH DEVELOPMENT 

 

Service Type Standard of Service Duration 

(i) Vocational and Life Skills Training Within 338 working 

days 

 

Within 278 working 

days 

 

Within 188 working 

days 

 

 

* Duration 

depends on the 

programme of study 

Clients 

• Out of School Youths 

Vital Steps  

Submit application 

forms 

Within 1 

working day 

Collect acceptance 

letter 

Complete 

enrollment forms 
Attend Training Within 240 

working days 

(1-year 

programmes) 

Within 120 

working days 

(6 months 

programmes) 

Within 60 

working days 

(3 months 

programmes) 

Pay exam fees 

Sit for exams Within 7 

working days 

Collect certificate Within 60 

working days 
Requirements:- 

- NRC 

- Aged between 18 and 35 

- Copies of Academic certificates (where applicable) 

 

Service Type Standard of 

Service 

Duration 

(ii) Loans  Within 75 working 

days Clients: 

• Youth led enterprises 

Vital Steps 

Submit application 

forms 

Within 1 

working day 

Collect feedback 

on application 

Within 60 

working days 
Attend training Within 7 

working days Sign loan offers 

and agreement 

forms 

Receive funds Within 7 

working days 
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Requirements: - 

- Aged 18-35 

- Copy of NRC 

- Registered Business/Cooperative/Youth groups 

- Bank Account 
- Business Proposal 

 

 

5.12 DEPARTMENT OF SPORT 

 

Service Type Standard of 

Service 

Duration 

(i) Hire of Sports Infrastructure  Within 9 

working 

days 
Clients: 

• Sports fraternity 

• General public 

Vital Steps 

Apply for use of stadia Within 1 

working day 

Collect quotation and 

information on use of stadia 

Within 1 

working day 

Sign service contract Within 2 

working days 

Make payment and access 

service 

Within 5 

working days 
Requirements: - 

- Payment of user fee and security deposit 

 

 

5.13 DEPARTMENT OF RESETTLEMENT 

 

Service Type Standard of 

Service 

Duration 

(i) Resettlement Land  Within 151 

working 

days 
Clients: 

• Vulnerable 

Citizens and 

groups 

• Refugees 

• former refugees 

Vital Steps 

Submit duly completed 

application form 

Within 1 

working day 

Attend an interview Within 60 

working days 

Collect feedback Within 60 

working days 

Collect letter of occupancy Within 30 

working days 
Requirements: - 

- Duly completed application form 

- Valid Identification Documents 

- Certificate of Registration, constitution or by laws (where applicable) 

- Prescribed fees 

- Evidence of vulnerability status (Refugee, Disability etc.) 



38  

5.14 DEPARTMENT OF NATIONAL GUIDANCE AND RELIGIOUS AFFAIRS 

 

Service Type: Standard of 

Service 

Duration 

(i) Resolution of Religious conflicts  Within 14 

days Clients: 

• Christian 

denominations 

• Other religious groups 

Vital Steps 

Lodge in complaint Within 1 day 

Participate in dialogue Within 12 

days 

Collect signed resolution 

form/referral letter 

Within 1 day 

Requirements:- 

- Registration Certificate 

- Formal complaint 
- Provision of evidence 

 

Service Type: Standard of 

Service 

Duration 

(ii) Training on the National Values and Principles 

(NVPs) 

 Within 9 

days 

Clients: 

• Organisations 

• General public 

Vital Steps 

Submit request Within 1 
working day 

Attend preparatory meeting Within 

working 3 

days 

Attend training Within 5 

working 

days 

Requirements:- 

- Logistics 

 

 

5.15 DEPARTMENT OF AGRICULTURE 

 

SEED CONTROL AND CERTIFICATION INSTITUTE 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(i) Crop Variety Testing Within 

2 years Clients:- Submit Duly Complete Within 1 

• Seed Companies 

• General Public 

Form  1  or  2  (Pre- 

release form) 

working day 
*The window 

for submission 
Pay Prescribed Fees 
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 Submit   completed 

Technical 

questionnaire (obtain 

from SCCI Station or 

download  the   latest 

version       from 

International Union for 

the Protection of New 

Varieties of  Plants 

(https://www.upov.int/) 

. 

Within 1 

working day 

of samples for 

winter crops 

runs from 1st 

January to 31st 

March 

* The window 

for submission 

of samples for 

rain fed crops 

runs from 1st 

January to 31st 

October 
Submit Sample Within 1 

working day 

Pay for Distinct, 

Uniformity and 

Stability (DUS) and 

Value for Cultivation 

and Use (VCU) tests 

Within 1 year 

Receive Report on DUS 

and VCU tests 

Within 1 year 

Requirements:- 

- Supply of fresh seed annually 

- Payment of DUS and VCU fees at SCCI before October 22 for rain fed trials and March 
22 for winter trials. 

- Prescribed fees 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(ii) Crop Variety Release and Registration  

Clients: 

Seed 

Companies 

Plant 

breeders 

Submit Application for 

the release of crop 

variety 

Within 1 

working day 

Within 31 

working days 

Pay Prescribed Fees 

Receive  Invitation  to 

Present for release 

Within 5 

working days 

Present to the 

Committee for Release 

of seed variety 

Within 20 

working days 

Receive Registration 

Letter 

Within 5 

working days 

Requirements 

- Submit DUS and VCU test reports 

- Candidate Variety Descriptor 

- Prescribed fees 

http://www.upov.int/)
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Service Type Vital Steps Standard of 

Service 

Duration 

(iii)Control Growing Tests (Pre and Post Control) Within  1 year 

Clients: Seed Companies, 

Breeders, Agro Dealers and 

Farmers 

Submit Duly completed 

form 24/25/26/27 

Within 1 

working day 

Submit sample 

Receive Quotation Within 5 

working days Pay prescribed fees 

Collect Control 

Growing Report 

Within 1 year 

Requirements:- 

- Certified seed-lot for post control 

- Registered variety for Pre-Controls 

- Prescribed fees 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(iv) Variety Protection (Plant Breeder’s Rights-PBR) Within 30 

working days Clients: Breeders Submit  Application 

Letter for variety 

protection 

Within 1 

working day 

Submit Duly 

Completed Plant 

Breeder’s Rights Form 

Receive Quotation and 

Pay prescribed fees 

Within 1 

working day 

Collect Variety 

Protection Letter 

Within 28 

working days 

Requirements 

- Prescribed fees 

- DUS report of a variety 

- Proof of ownership of a plant variety or contract with the owner 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(v) Seed Grower Certificate Within 22 

working days Clients: Seed growers Submit Duly 

Completed Form I 

Within 1 

working day 

Receive Quotation Within 1 

working day Pay prescribed fees 

Receive Seed Grower 

Certificate 

Within 20 

working days 

Requirements: - 
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- Map or directions to the seed field 

- Authority letter from breeder or seed company permitting production of their variety 
(where applicable) 

- Certification details or certificate for parent seed 

- Variety to be grown should be in the Zambian variety register 

- Rotation of seed field for 2 preceding years 

- Prescribed fees 

- Forms should be received by SCCI not later than 31st October and 30th March for 

rainfed and irrigated crops 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(vi) Seed Inspector/Seed Samplers/Seed Analysts Licence Within 82 

working days Clients: Seed Industry 

personnel 

Submit Duly 

Completed Application 

Within 1 

working day 

Receive Quotation Within 1 

working day Pay prescribed fees 

Attend Training Within 60 

working days 

Collect Licence Within 20 

working days 

Requirements: - 

- Minimum qualifications for seed inspector/analyst is diploma in agriculture or equivalent 

- Minimum qualification for seed sampler is certificate in agriculture or any tertiary 
education certificate. 

- Pay prescribed fees. 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(vii) Seed Testing Licence Within 36 

working days Clients: Seed Companies Submit Duly 

Completed Application 

Form 

Within 1 

working day 

Receive Quotation Within 1 

working day Pay prescribed fees 

Witness audit Within 20 

working days 

Collect licence Within 14 

working days 

Requirements:- 

- Prescribed fees 

- Quality Assurance Manual 

- Standard Operating Procedures 
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Service Type Vital Steps Standard of 

Service 

Duration 

(viii) Seed Processing Licence Within 17 

working days Clients: Seed companies and 

General Public 

Submit Duly 

Completed Application 

Form 

Within 1 

working day 

Receive Quotation Within 1 

working day Pay Prescribed Fees 

Witness facility 

inspection 

Within 10 

working days 

Collect Licence Within 5 

working days 

Requirements:- 

- Prescribed fees 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(ix)Seed Seller’s Licence Within 17 

working days Clients: Seed 

traders/Companies 

Submit Duly 

Completed Application 

Form 

Within 1 

working day 

Receive Quotation Within 1 

working day Pay Prescribed Fees 

Witness facility 

inspection 

Within 10 

working days 

Collect licence Within 5 

working days 

Requirements:- 

- Prescribed fees 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(x) Seed Testing Certificate Within 25 

working days Clients: Seed companies/ 

Growers and Agro Dealers 

Submit Duly 

Application Form 

Within 1 

working day 

Receive Quotation Within 1 

working day Pay prescribed fees 

Submit Sample 

/Witness sampling 

Within 2 

working days 

Collect or download 

Test results/Certificate 

Within 21 

working days 



43  

Requirements:- 

- Seed sample 

- Prescribed fees 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xi)Seed Growers Training Within 20 

working days Clients: Farmer Associations Submit Request Within 1 

working day 

Collect Quotation Within 5 

working days Pay Prescribed Fees 

Attend training 

sessions 

Within 14 

working days 

Requirements:- 

- Certificate of Incorporation/Registration 

- Prescribed fees 

 

 

PLANT QUARANTINE AND PHYTOSANITARY SERVICE 
 

 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xii) Phytosanitary Certificate Within 4 

working days Clients: Exporters, Traders, 

Farmers and General Public 

Submit Request Within 1 

working day Pay Fees and Present 

Sample for Inspection 

Receive Inspection 

Report 

Within 1 

working day 

Complete and submit 

duly completed 

application form 

Within 1 

working day 

Receive Quotation Within 1 

working day Pay Prescribed Fees 

Receive Phytosanitary 

Certificate 

Requirements: - 

- Prescribed fees 
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Service Type Vital Steps Standard of 

Service 

Duration 

(xiii) Pest Controllers Licence Within 56 

working days Clients: General Public Submit Duly 

Completed Application 

Form 

Within 1 

working day 

Collect Quotation 

Pay Prescribed Fees 

Attend Training Within 50 

working days 

Collect Pest 

Controller’s Licence 

Within 5 

working days 

Requirements: - 

- Prescribed fees 

- Grade 12 School Certificate 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xiv) Plant Import Permit (PIP) Within 2 

working days Clients: Importers of plants 

and plant products, Farmers, 

Traders and General Public 

Submit Duly 

Completed Application 

Form 

Within 1 

working day 

Receive Quotation 

Pay of prescribed fees 

Collect  Plant  Import 

Permit 

Within 1 

working day 

Requirements: - 

- Prescribed fees 

- Notice to import seed (where applicable) 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xv) Phytosanitary Inspection Report Within 2 

working days Clients: Seed Companies, 

Farmers and General Public 

Submit Duly 

Completed Application 

Within 1 

working day 
Receive Quotation 

Pay Prescribed Fees 

Witness Inspection Within 1 

working day Collect Phytosanitary 

Inspection Report 
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Requirements: - 

- Prescribed fees 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xvi) Plant Nursery Licence Within 6 

working days Clients: General Public Submit Duly 

Completed Application 

Within 1 

working day 
Receive Quotation 

Pay Prescribed Fees 

Witness Inspection Within 5 

working days 

Receive Plant Nursery 

Certificate 

 

Requirements: - 

- Prescribed fees 

 

 

PATHOLOGY 
 

 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xvii) Plant Disease Report Within 

working days 

13 

Clients: Farmers, Importers 

exporters, researchers, 

Submit Duly 

Completed 

Application Form 

Within 

working day 

1 

Collect Quotation Within 

working day 

1 

Pay Prescribed Fees 

Submit Sample/Avail 

Site 

Within 

working day 

1 

Collect Plant Disease 

Report 

Within 

working days 

10 

Requirements: - 

-Prescribed fees 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xviii)  Genetically Modified Organism (GMO) Analysis Report Within 

working days 

13 

Clients: Farmers, Importers 

and exporters 

Submit Duly 

Completed 

Application Form 

Within 

working day 

1 

Collect Quotation Within 

working day 

1 

Pay Prescribed Fees 
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 Submit Sample/Avail 

Site 

Within 

working day 

1  

Witness Sampling Within 

working days 

7 

Collect 

modified 

(GMO) 

Report 

Genetically 

organism 

Analysis 

Within 

working days 

3 

Requirements: - 

- Prescribed fees 

- Identification Documents 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xix) Fungicide Analysis Report Within 3 years 

Clients: Agro Dealers Submit Request Within 

working day 

1 

Collect Quotation Within 

working days 

2 

Pay Prescribed Fees Within 

working day 

1 

Submit Sample 

Collect Fungicide 

Analysis Report 

Within 3 years 

Requirements:- 

- Prescribed fees 

 

 

SOIL TESTING, EVALUATION AND ADVISORY SERVICE 
 

 

 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xx) Soil/Water/Plant Material Analysis Report Within 11 

Clients: Fertilizer dealer/  Submit Request Within 1 working days  

Farmers, Researchers and Submit Sample/Avail working day    

Academicians  Site for sampling     

  Collect Report Within 10   

   working days    

Requirements:- 

- Nil 
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Service Type Vital Steps Standard 

Service 

of Duration 

(xxi) Fertilizer/Lime Evaluation Report Within 13 

Clients: Importers, Submit Request Within 1 working days 

Manufacturers, Farmers, Agro  working day  

Dealers and Researchers Submit Sample/Avail Within 2  

 Site for Sampling working days  

 Collect Report Within 10  

  working days  

Requirements:- 

- Nil 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xxii)  Fertilizer Certificate of Analysis Within 3 years 

(for all field 

tests) 

Within 12 

working days 

(for lab Tests) 

Clients: Importers, 

Manufacturers, Farmers, Agro 

Dealers and Researchers 

Submit Request Within 

working day 

1 

Submit Sample/Avail 

Site for Sampling 

Within 

working day 

1 

Collect Report Within 3 years 

(for all field 

tests) 

  
Within 10 

working days 

(for lab Tests) 

 

Requirements:- 

- Logistical requirements 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xxiii) Soil Map Within 

working days 

57 

Clients: Farmers Submit Request Within 

working day 

1 

Collect Quotation Within 

working days 

5 

Pay Prescribed Fees 

Avail Site Plan 

Avail Site Within 

working day 

1 

Witness Survey Within 

working days 

30 

Collect Soil Map and 

Report 

Within 

working days 

20 



48  

    

Requirements:- 

- Prescribed fees 

- Logistical requirements 

 

SOIL MICROBIOLOGY 
 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xxiv) Aflatoxin certificate/report of analysis Within 

working days 

20 

Clients: Importers, Exporters, 

Local Traders, Students and 

Regulators 

Submit Request Within 

working day 

1 

Avail Site/Submit 

Sample 

Within 

working days 

2 

Collect Quotation Within 

working day 

1 

Pay prescribed fees 

Witness Sampling Within 

working days 

2 

Collect Aflatoxin 

Certificate/report of 

analysis 

Within 

working days 

14 

Requirements:- 

- Prescribed fees 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xxv) Certificate of Analysis for Soil Microbiology Within 

working days 

21 

Clients: 

Organisations, 

and Regulators 

Farmers 

Researchers 

Submit Request Within 

working day 

1 

Submit Sample Within 

working days 

5 

Collect Quotation 

Pay Prescribed Fees 

Witness Sampling Within 

working day 

1 

Collect Certificate of 

Analysis 

Within 

working days 

14 

Requirements:- 

- Prescribed fees 
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AGRIBUSINESS AND MARKETING 
 

 

 

 

Service Type Vital Steps Standard 

Service 

of Duration 

(xxvi) Import, Export and Transit Permits Within 6 

Clients: Importers and Submit Duly Within 1 working days  

exporters of Completed working day    

agricultural Application Form     

commodities Receive Quotation     

 Pay Prescribed Fees     

Receive Permit Within 5  

  working days  

Requirements: - 

-Prescribed fees 

-Export Permit from the country of origin (where applicable) 

    

Service Type Vital Steps Standard 

Service 

of Duration 

(xxvii) Agricultural Business Plan Within 41 

Clients: Famers, Farmers Submit Request and Within 1 working days  

Organisations and Business Concept working day    

Cooperatives  Collect Business Within 40   

  Plan  working days    

Requirements: - 

- Zambian Citizen 

 

 

AGRICULTURAL EXTENSION 
 

 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xxviii)Agriculture Training Within 10 

working days Clients: Farmers, 

NGOs and Churches 

Submit Application Within 1 

working day 

Attend Training Within 9 

working days 

Requirements: - 

-Farmers should be in a group of 10-40 
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Service Type Vital Steps Standard of 

Service 

Duration 

(xxix) Earth and Weir Dam Designs Within 46 

working days Clients: Farmers, 

NGO’s 

Submit Application Within 1 

working day 

Propose suitable site Within 15 

working days 

Participate in 

topographic survey 

Within 10 

working days 

Collect Earth and 

Weir Dam Designs 

Within 20 

working days 

Requirements:- 

- Logistical requirements 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xxx) Irrigation System Designs Within 46 

working days Clients: Farmers, NGO’s Submit application Within 1 

working day 

Propose suitable site Within 6 

working days 

Participate in 

detailed studies 

Within 10 

working days 

Collect Irrigation 

Systems Designs 

Within 30 

working days 

Requirements: - 

- Logistical requirements 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xxxi) Endorsement of Farm Site Plans Within 8 

working days Clients: Farmers, NGO’s Submit written 

request, 

Within 1 

working day 

Submit survey 

diagrams bearing 

seal  from  Zambia 

Institute of Planners 

Within 2 

working days 

Collection Farm Site 

Plans 

Within 5 

working days 

Requirements: - 

- Nil 
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Service Type Vital Steps Standard of 

Service 

Duration 

(xxxii) Farm Building Design Drawings Within 7 

working days Clients: Farmers, NGO’s Submit request Within 1 

working day 

Collect Farm 

Building Designs 

Within 6 

working days 

Requirements: - 

Nil 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xxxiii)Farm Layout Plan Within 14 

working days Clients: Framers and NGOs Submit written 

request 

Within 1 

working day 

Attend Site visit Within 6 

working days 

Propose suitable site 

for various 

infrastructure and 

agricultural 

activities 

Within 1 

working day 

Collect farm layout 

plan 

Within 6 

working days 

Requirements: - 

- Logistical Requirements 

 

Service Type Vital Steps Standard of 

Service 

Duration 

(xxxiv) Hire of Mechanised Farming Equipment Within 7 

working days Clients: Farmers and Agro 

Dealers 

Submit Application Within 1 

working day Pay Prescribed Fees 

Access Mechanised 

Farming Equipment 

Within 6 

working days 

Requirements: - 

- Prescribed fees 

- Clear field with no stamps and rocks 
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6.0 OUR OTHER STANDARDS 

 

IF YOU CONTACT US BY TELEPHONE 

 

• Our staff will identify themselves by name and Unit. 

• We will give clear and easy to understand advice 

• If we are unable to answer your enquiry immediately, we will advise you when you 

can expect a response. 

 

IF  YOU WRITE TO US 

 

• We will respond to your correspondence within ten (10) working days. Our 

responses will clearly show our reference number, the author’s name, office 

telephone and email address. 

• We will endeavor to resolve your enquiry before we send you the response. If we 

are unable to do so, we will inform you of the progress we are making and when 

you can expect a response. 

 

IF YOU VISIT OUR OFFICES 

• You will be attended to immediately; 

• You will be screened and ushered to the waiting shelter 

• If you have an appointment, you will be attended to within 10 minutes of your 

appointment time; and 

• Without an appointment, we will endeavor to attend to you within 20 minutes of 

your arrival. 

*Our clients are encouraged to make appointments whenever possible. 
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7.0 CLIENT RIGHTS AND OBLIGATIONS 

 

As our esteemed client, you have the right to expect the highest standards of service 

delivery from us. 

 

In this respect, you have the right to: 

 

• Accurate information on the service you are seeking from us; 

• Privacy and confidentiality with respect to personal and financial information, 

written or oral, that you communicate to us in the course of receiving a service from 

us; 

• Be treated with courtesy and consideration in all your dealings with us; 

• Complain when you receive sub-standard services; and 

• Participate in the review of this charter. 

 

We ask from you the following: 

 

• To treat our staff with courtesy; 

• To provide accurate information when requested; 

• To promptly respond to requests for information by us; 

• To be patient with our staff as they serve you 

• Not to offer any gifts, favours or inducements to our staff or solicit the same from 

them; and 

• To comply with any existing Acts and Regulations, governing the provision of the 

service you are seeking. 

8.0 HOW TO COMPLAIN AND COMPLIMENT 

 

We encourage you to provide feedback (complaints and compliments) about our officers and 

services. When complaining or complimenting we ask that you: 

• Provide personal details such as full names, phone number and address. This will 

enable us to respond to your complaint expeditiously. 

• State clearly why you are happy or not happy with the service or conduct of our officers; 

• State what you want to be rectified (if not happy) 

• Be honest. 
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Feedback can be provided via telephone, email, website and letter or in person by visiting our 

offices at the address given below: 

 

 

Office of the Permanent Secretary, 

Plot No. KAS/3344, Zambia Road, 

P. O. Box 410214 

Kasama 

Zambia 

Telephone : +260 04 222005, 221244, 221210, 221995 

Email  : nppa@grz.gov.zm 

Website : www.nor.gov.zm 

 

Office Hours: Monday – Friday 08.00 – 13.00 hours 

14.00 – 17.00 hours 

 

In order to safeguard your rights, we guarantee you the utmost confidentiality and privacy in 

respect of your identity and substance of your complaint. 

9.0 FEEDBACK  MECHANISM 

• We will acknowledge receipt of all complaints, compliments and suggestions; 

• We will respond to your written complaints within 10 working days of receipt; and 

• Where we are unable to provide a response within that time, we will inform you when 

exactly we will be able to do so. 

10.0 ACCOUNTABILITY TO THE PUBLIC ON CHARTER PERFORMANCE 

 

We will continue to be transparent and accountable in the performance of our duties. 

To this end, we will publish information on our level of compliance with our service 

standards and guarantees we have made in this charter. 

Specifically, we will: 

 

• Publish performance results against charter commitments in our Provincial Annual 

Reports; 

• Report on charter performance to our clients and other stakeholders including our 

staff; and 

• Publish a summary of complaints categorised by type and frequency of occurrence and 

what actions we took in our Annual Report. 

mailto:nppa@grz.gov.zm
http://www.nor.gov.zm/
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