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FOREWORD
      
I am pleased to launch this Service Delivery Charter as part of our 
commitment to pursue our vision of being a Smart and Value Centered 
Ministry of Labour and Social Security. The Charter spells out the 
Ministry's core services offered and quality standards which our clients 
are expected to receive in line with our 2019 – 2021 Strategic Plan. This 
charter is intended to commit the Ministry to deliver excellent services 
to each and every client.
 
The Charter outlines the services offered by the Ministry and how they 
will be delivered. The Charter will empower you our clients to hold the 
Ministry accountable for the quality of the services that we provide. 

The Ministry is committed to providing public services in a 
professional, transparent and accountable manner.  As such, we intend 
to make this Charter a living document. To this end, the Ministry will 
establish a system of monitoring, evaluating and disseminating results 
regarding the implementation of the Charter. The Charter also reflects 
our commitment to deliver high quality services on a continuous basis. I 
therefore, recommend that this Charter be used as a tool for enhancing 
smoother interface between you our clients and the Ministry of Labour 
and Social Security.

I sincerely hope that you, our clients, will take time to read and 
participate in the implementation of the charter.

Hon. Joyce Nonde Simukoko, MP
MINISTER OF LABOUR AND SOCIAL SECURITY 
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1.0   PURPOSES OF THIS CHARTER
a)   To enhance our clients' awareness of the type of services the  

Ministry provides;
b)   To explain to our clients the standards of services they should 

expect to receive;
c)    To outline your rights and responsibilities as a client;
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 
“A Smart and Value Centered Ministry of Labour and Social 
Security”

3.0   MISSION
“To Promote Decent Work and Productivity for Inclusive 
Economic Development” 

4.0   CORE VALUES
      The enduring core values of the Ministry of Labour and Social 

Security are:

a)     Transparency  
    We are open in our delivery of services.

b)    Excellence 
    We are diligent and committed in delivering quality services.

c)     Integrity 
    We are honest and reliable in the execution of our duties.

d)    Team work 
  We work together to achieve our mandate regardless of our 

uniqueness and diversity.

e)     Accountability
   We accept responsibility for our actions in the execution of our 

     duties.
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         f)      Impartiality
     We are fair and not biased in delivering our services.

 
   g)     Loyalty 

      We remain faithful and committed to the government of the day. 
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5.0 WHAT OUR CLIENTS SHOULD EXPECT FROM 
US 
In support of the above values, the Ministry will strive to 
continuously improve the standards of the services it provides 
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 by the respective departments:

I.  SOCIAL SECURITY DEPARTMENT 
 

  

 

Type of Service 
i. Pension Disputes Resolution

Clients: Workers, 
Former 
Employees,  
Pensioners and 
Administrators of 
Deceased’s 
Estates

Vital Steps

 

Standard of Service

 

Duration
Submit written 
complaint letter

 

Within 1 working day 

 

Within 60 working 
days  

Collect feedback 
on the status of the 
case

 Within 10 working days  

 

Collect findings 
and the resolution 
of the case 

Within 49 working days  

Requirements:
 

- Copy of NRC

 - Supporting documents (Copy of payslips/ appointment letter, letter of administration-ship

 
termination of employment letter and other available records)

 
ii.

 

Social Security Updates

 Clients : General Public

 

Standard of Service

 

Provide social security media updates biannually (one in 
March and the other in November)
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II.      NATIONAL PRODUCTIVITY AND DEVELOPMENT 
         DEPARTMENT 

Service Type
i. Administration of Psychometric (e.g. Aptitude) Tests 

Clients: Training 
Institutions and 
Employers

Vital Steps Standard of Service Duration

Submit letter of 
request

Within 1 working day 

Within 23 
working  
days 

Receive feedback on 
request

Within 2 working days 

Witness test 
administration 

Within 15 working days

Collect invoice and 
pay prescribed fees 

Within  5 working days

Collect results report

Requirements:

 
  

-

 

Details of the purpose of the assessment 

 

·

 

For employment (job description and specification)

 

·

 

For training (type of training and minimum entry qualification)
-

 

Provide a suitable testing room and where necessary facilities for processing of results 
-

 

Pay prescribed fees upon completion of the exercise 

 
 

  

ii.

 

Productivity Consultancy and Training

 

Clients: Micro Small 
and Medium 
Enterprises, TEVET 
Institutions, 
Government 
Ministries, Quasi 
Government, Private 
Sector Organizations

 Vital Steps

 

Standard of Service Duration

 

Submit letter of 
request

 

Within 1 working days 

Within 24 
working 
days

Collect feedback

 

Within 3 working days

Attend consultancy/

 

Training

 

Within 10 working days

Collect consultancy 
/Training report

 

Within 10 working

 

days

Requirements:

 

-

 

Client’s duly signed agreement

 

-

 

Provide suitable training room/facilities

 

-

 

Avail strategic plan, policies, establishment and employees’ profile

 

  

iii.

 

Productivity Measurement

 

Clients: 

 

Micro Small 
and Medium 
Enterprises, TEVET 
Institutions

 
 

Vital Steps

 

Standard of Service Duration

 

Submit letter of 
request

 
Within 1 working day 

 

Within 29 
Working 
days

Receive feedback on 
request

 
Within 3  working days

Participate in 
diagnosis  Within 15 working days

Collect the 
Productivity 
Measurement Report

Within 10 working days
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Requirements:
-

 

Client’s duly signed agreement

 

-

 
Avail interview guide, strategic plan, implementation plan and monitoring and evaluation 
framework 

 

 

Service Type
i. Lifting Equipment Certificate (Renewal)

Clients: Employers

 

Vital Steps Standard of Service Duration

Submit notification letter
Within 20 working before 
scheduled inspection

Within 35 
working 
days

Witness inspection Within 5 working days 

Collect invoice and pay 
prescribed fees

 

Within 10 working

 

days 

 
 

Collect report and 
certificates of inspection 
and testing

 

Requirements:

- Avail equipment due for inspection 

 

- Avail maintenance and/or operations manuals from manufacturer

 

- Avail test certificates from manufacturer

 

- Avail certificates of previous inspection and/or testing 

 

 

ii. Lifting Equipment
 

Certificate ( New/Modified)
 

Clients: Employers

 

Vital Steps Standard of Service  Duration

Submit notification letter 
Within 20 working days  of 
procurement or modification  

Within 49
working 
days

Receive
 

notice
 

of 
inspection and testing 

 

Within 5 working days

 
Witness Inspection 

  

Within 14

 

working days

 Collect

 

invoice and pay 
prescribed fees

 

Within 10 working days 

 
 
 

Collect

 

report and 
certificates of inspection 
and testing

 

Requirements:

- Avail equipment due for inspection 
- Avail maintenance and/or operations manuals from manufacturer
- Avail test certificates from manufacturer

III.    OCCUPATIONAL SAFETY AND HEALTH SERVICES 
         DEPARTMENT 
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iii. Pressure Vessels Certificate (Renewal)

Clients: Employers

Vital Steps Standard of Service Duration

Submit notification letter
Within 20 working before 
scheduled inspection

Within 40
working 
days

Witness Inspection 
Within 10 working days

Collect invoice and pay 
prescribed fees

Within 10 working days after 
last day of inspection

     
  

Collect Pressure Vessel 
Certificate and Reports

Requirements:
- Avail vessels due for testing and inspection 

- Avail certificates of previous inspection and/or testing 
- Avail maintenance and/or service records for the vessels

iv. Pressure Vessels Certificate (New/Modified Equipment)

Clients: Employers

Vital Steps Standard of Service Duration

Submit notification letter
Within 20 working days of 
procurement or modification Within 50

working 
days

Receive notice of 
inspection and testing 

Within 10 working days 

Witness Inspection Within 10 working Days

Collect invoice and pay 
prescribed fees

 

Within 10 working days 

 

Collect Pressure Vessel 
Certificate and Reports

 

Requirements:

 

-

 

Avail vessels due for testing and inspection 

 

-

 

Avail test records from the manufacturer

 

 

v.

 

Occupational Accidents Report

 

Clients:

 

Employers 

 

Vital Steps

 

Standard of Service Duration
Submit 

 

duly completed 
Lab. form 6

 

Within 2 days of incidence Within 17 
working 
days

Collect occupational 
accidents

 

report

 

Within 15 working days 

Requirements:

 
 

-

 

Duly completed Lab. Form 6
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vi. Occupational Safety and Health Training

Clients:

 

Employers

 

& Employees

 
 
 

Vital Steps Standard of Service Duration
Submit letter of 
request

Within 1 working day

within 22
working 
days

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:

 

-

 
Size of clientele

 

-
 

Provide suitable
 

training room/facilities
 

 
 

 

 
  

Service Type
i. Resolution of Labour Complaints 

Clients:
Individual 
Employees and
Employers

Vital Steps Standard of Service Duration
Submit complaint letter Within 1 working day Within 16 

working days 
(without 
inspection) /26 
working days 
(where 
inspection is 
required)

Collect feedback on request Within 5 working days

Attend mediation/intervention 
meeting and collect feedback on 
intervention

Within 10 working days

Collect feedback on intervention 
(for cases requiring inspection)

 

Within 10 working day

Requirements:

 

-

 

Name and physical address of establishment

 

-

 

Details of the complainant

 

-

 

Nature of the complaint

 

-

 

Report of industrial unrest (written or verbal)

 
  

ii.

 

Employment Agency Certificate Permit

 

Clients:

 

Employment

 

Agency

 
 
 
 

Vital Steps

 

Standard of Service Duration

Submit application letter and pay 
prescribed fees

 

Within 1

 

working day

Within 14 
working daysAttend inspection of agency

 

Within 7 working days
Collect employment agency 
permit

 

Within 6 working

 

day

 
 

  

IV.   LABOUR DEPARTMENT
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.
Requirements:

- Photocopy of receipt of payment
-

 

Certificate of registration of company

 

-

 

List of company assets and their value

 

-

 

Cover letter, Company profile, Application form for Employment Agency license and Bank 
Statement; Certificate from Zambia Institute for

 

Human Resource Management for Human 
Resource practitioner; Curriculum Vitae and identification for directors. 

 
 

iii. Renewal of Employment Agency Permit

Clients:
Employment 
Agencies

Vital Steps Standards of Service Duration

Submit letter of request and Pay 
prescribed fees

Within 1 working day

Within 14 
working days

Attend Inspection Within 7 working days

Collect Employment Agency 
Certificate

Within 6 working days

Requirements:
- Photocopy of receipt of payment
- Certificate of registration of company
- List of company assets and their value
-

 

Cover letter and Company profile 

 

-

 

Application form for Employment Agency license

 

-

 

Bank Statement and receipt of renewal payment

 

-

 

Physical address of the establishment

 

-

 

Quarterly returns

 
 

   

iv.

 

Attestation of Contracts and Conditions of Service

 

Clients: 
Employers

 

Vital Steps

 

Standards of Service Duration
Submit documents for attestation

 

Within 1 Working day
Within 5 
working days.

Receive feedback on

 

request

 

Within 2 Working days
Collect attested documents

 

Within 2 Working days
Requirements:

 

-

 

Employment contracts that need to be attested

 

-

 

Details of the company in form of a cover letter 

 
 

  

v.

 

Certificate of Registration of Trade Union                                 

 

Clients: 
Employees

 

Vital Steps

 

Standard of Service Duration

Submit letter of request and pay 
prescribed fees

 

Within 1 Working day
Within 89 
working days

Collect registration certificate

 

Within 88

 

Working days

Requirements:

 

-

 

Proof of payment

 

for registration

 

-

 

Union constitution

 

-

 

Minutes of the resolution to form a Trade Union

 

-

 

Prescribed Form 1

 

from Industrial and Labour Relations Act

 

-

 

Documentation of proof

 

of not less than 50 supporters
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vi. Approval of Recognition  Agreement 

Clients: 
Employers and 
Employees

Vital steps Standard of Service Duration

Submit letter of request
Within 1 Working day

Within 14 
Working days

Pay prescribed fees

Collect Approved Recognition 
Agreement

 

Within 13 Working days

 

Requirements:

 

- Proof of payment for Recognition Agreement

 

- Three (3) copies of duly signed documents

 

 

vii. Approval and Registration of Collective  Agreement 

 

Clients: 
Employers and 
Employees

 
Vital steps

 

Standard of Service

 

Duration
Pay prescribed fees

 

Within 1 Working day 

 

Within 14 
Working days

Collect approved and registered 
collective agreement

 

Within 13 Working days

 

Requirements:

 

- Proof of payment for Collective Agreement

 

- Five (5) copies of duly signed Collective Agreements

 

viii. Mediation on Industrial Unrest 

 

Clients: 
Employers and 
Employees 

Vital steps

 
Standard of Service

 
Duration

Submit
 

industrial unrest
 

notification
 Within 1 working day

 

 Within 4 
working days

Attend Industrial Unrest 
Mediation meeting 

Within 1 working day  
Collect record note

 (recommendations, resolutions

 and way forward,

 
industrial 

unrest)

 

Within 2 working day

 
Requirements:

 
- Notification of unrest

 

- Physical location of Company/Business Enterprise

 

with the Industrial Unrest

 

 

ix. Collective Dispute Conciliation 

 
Clients: 
Employers and 
Employees

 

Vital Steps

 

Standard of Service

 

Duration

Submit Collective Dispute 
Notification

 

and appointment of

 

a conciliator

 

(for both parties)

 

Within  7 Working days

 

Within 21 
working days

Attend Dispute Conciliation 
meetings

Within  14 Working 
days

Receive Conciliation Report
Requirements:
- Notification of the Collective Dispute,
- Minutes of the meetings to the Collective Dispute
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x. Trade Union Elections Report

 

Clients: 
Employees and 
Employee 
Representative 
Bodies (Trade 
Union)

Vital Steps

 

Standard of Service

 

Duration
Submit letter of request

 
Within  1 Working day

 

Within 14 
Working days

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
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6.0 OTHER STANDARDS: 
 If the client contacts the Ministry by telephone:

i. The Ministry staff shall identify themselves by name and 
department;

ii. The Ministry staff shall give clear and easy to understand advice; 
and 

iii. Where the Ministry staff are unable to answer the enquiry 
immediately, they will advise on when a comprehensive reply 
can be expected. 

 If the Client visits our offices:
i. The client shall be attended to within 30 minutes of the 

appointment time. 
ii. Without an appointment, the Ministry shall endeavour to ensure 

that the client is attended to within 60 minutes of arrival.

7.0 CLIENT RIGHTS AND OBLIGATIONS
Client(s) have the right to expect quality standards of service delivery 
from the Ministry.

Ministry's obligations to Clients
i. Provide efficient and timely service;
ii. Make timely responses to communication/instructions/
        requests/returns;
iii. Provide accurate and relevant information; and
iv. Timely resolve clients' grievances.
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Clients' rights 
 i. Accurate information on all relevant aspects of the service being 
  sought;

ii. Efficient and timely service;
iii. Privacy and confidentiality with respect to personal and financial 

information, written or oral, that is used for official 
communication;

iv. Prompt responses to queries and requests;
v. Courteous assistance at all times; and
vi. Complain when services received do not meet the service 

standards.

Clients' obligations
 i. Comply with any existing Laws and Regulations, as may be 

amended from time to time, governing the provision of the 
service being sought;

ii. Make all official communication, enquiries and follow-ups 
through the Office of the Permanent Secretary;

iii. Not offer any favours or inducements to Ministry staff or solicit 
the same from them;

iv. Accurately complete any applicable forms and attach all the 
requested documentation;

v. Promptly provide the information required by the Ministry;
vi. Pay applicable charges where necessary;
vii. Acknowledge responses provided by the Ministry; and
viii. Treat Ministry staff with courtesy

8.0  FEES CHARGED
The Ministry of Labour and Social Security is a public service 
delivery institution and does not charge for the services offered apart 
from the fees explicitly prescribed. However, a non- refundable 
tender fee is charged for participating in the tender process. The fee 
varies based on the magnitude of the tender at a particular time. 
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9.0 GRIEVANCE HANDLING PROCEDURES 
Complaints can be made by telephone, email, and letter or in 
person by visiting our offices at the address given below:

The Permanent Secretary
Ministry of Labour and Social Security
New Government Complex
P.O BOX 32186
LUSAKA, ZAMBIA

 Phone: +260 211 22 14 32   
 Call Centre: 7010
 Email: info@mlss.gov.zm

Office Hours: 
Monday – Friday 

         08.00 – 13.00 hours 
         14.00 – 17.00 hours

When complaining, the complainant will be asked to:
 i.   State clearly why they were not happy with the service or 

conduct of the Ministry  staff;
 ii.    State what they would want to be rectified; and
iii.    Be honest.

In order to safeguard the rights of the complainant, the Ministry shall 
guarantee utmost confidentiality and privacy with respect to the 
identity and substance of the complaint. However, the complainant 
will be encouraged to provide personal details such as a residential 
address, postal address, telephone, fax, email, occupation, and 
nationality (ID/NRC/Passport). This will enable the Ministry to 
respond to the complaints expeditiously.



10.0  FEEDBACK MECHANISM
i.   The Ministry shall acknowledge receipt of all complaints and 

suggestions;
ii.   The Ministry shall respond to all written complaints within 10 

working days of receipt;
iii.  Complaints will be resolved within 30 working days of their 

receipt; and
iv. Where the Ministry is unable to provide a comprehensive reply 

within that time, the complainant shall be informed accordingly. 

11.0  ACCOUNTABILITY ON CHARTER PERFORMANCE
The Ministry will continue to be transparent and accountable in the 
performance of its mandate. To this end, the Ministry will publish 
information on levels of compliance with reference to the service 
standards and guarantees made in this charter.

Specifically, the Ministry will:
    i. Publish performance results against charter commitments in the 

Ministerial/Departmental Annual Reports; 
 ii. Report on charter performance to clients and other stakeholders 

including members of staff; and
 iii. Publish a summary of complaints categorised by type and 

frequency of occurrence and actions taken by the Ministry.
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