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FOREWORD

The government has put agriculture at the top of the economic diversification agenda for the country.
This is well articulated in the eighth national development plan and the second National Agricultural
Policy. Overall, our vision for the agriculture sector is to ensure a well-diversified, export oriented
and sustainable sector that not only contributes to food and nutrition security but also to employment
creation and poverty reduction.

In order to achieve this vision, it is important that the Ministry and stakeholders collaborate in the
provision of services in the sector. We shall continue to invest in areas of agricultural development such
as agricultural research, irrigation development and provision of extension services. We are cognizant of
the fact that provision of agricultural services is only one part of the equation, the quality of the services
provided being the other.

Through this service charter, we have pledged standards of service through which our clients will
measure our performance and hold us accountable. We are committed to meeting the standards that we
have set and expect the agricultural community to give us feedback on our services. It is our sincere hope
that through this charter, we will continue to improve service delivery for our farmers, agribusinesses
and other clients who seek the services of the Ministry. It is through high quality service provision that
we can realize our vision for the agriculture sector.

/

Hon. Reuben Mtolo Phiri M.P
MINISTER OF AGRICULTURE
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PREFACE

On behalf of the Ministry of Agriculture, we wish to present our revised Service Charter. This charter is
a social contract between us, the Ministry and you, our clients.

We have tried to improve this Charter based on the feedback and the lessons that were learnt during the
implementation of our first delivery charter.

Through this service charter we pledge that our conduct will espouse the national values and principles
as outlined in the National Constitution. Key among these are integrity, patriotism, diligence, human
dignity, equity, social justice, equality and non-discrimination.

We are here to serve you.

P

Mrs Yvonne Mpundu Mr John Mulongoti
Permanent Secretary - Administration Permanent Secretary - Technical
MINISTRY OF AGRICULTURE MINISTRY OF AGRICULTURE
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1.0 PURPOSE OF THIS CHARTER

+ To enhance your awareness of the type of services that the Ministry of Agriculture provides;

* To explain to you the standards of service you should expect to receive;

* To outline your rights and responsibilities as a client;

* To explain our rights and responsibilities as the Service Provider; and

* To explain how you can submit complaints, compliments and make suggestions about our
service delivery.

2.0 VISION AND MISSION
21 VISION

“SMART and Value Centred Ministry ensuring food nutrition and income security”

2.2 MISSION

“To Facilitate Agriculture Production and Productivity for a diversified, competitive
and sustainable agricultural sector”

3.0 CORE VALUES

The enduring core values of the Ministry of Agricultureare:

Excellence

We perform our duties with
the highest professional
standards and ethics

Integrity

We are honest and credible in
the execution of our mandate

Transparency

We carry out our duties in an
open manner

Accountability

We are responsible for all our
decisions and actions in the
execution of our mandate

Team Work

We embrace team spirit in the
execution of our mandate and we
collaborate with our stakeholders
in programme implementation

Impartiality

We implement Government
policies and programmes
in an equitable manner
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4.0 WHAT OUR CLIENTS SHOULD EXPECT FROM US

In support of the above values, our Ministry 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 high quality services as outlined below:

* Import and export permits,

» Phytosanitary certificates and seed licenses
+ Seed testing

» Fertiliser and Soil Testing

* Agriculture Extension Services
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5.0 STANDARDS OF SERVICE DELIVERY

In conformity with the law and our core values, we pledge to serve you, our clients in accordance
with the following standards: -

SEED CONTROL AND CERTIFICATION INSTITUTE

Service Type Vital Steps Standard of Service Duration
1. Crop Variety Testing Within days 2 years
Clients: Seed Com- Submit Duly Complete Form 1 or 2 Within 1day *The window for sub-
panies and General (Pre-release form) mission of samples for
Public . :
Pay Prescribed Fees winter Crops runs from
- - - . 1% January to 31* March
Submit completed Technical question- Within 1 day
naire (obtain from SCCI Station or down- * The window for
load the latest version from International submission of samples
Union for the Protection of New Varieties for rain fed crops runs
of Plants (https://www.upov.int/). from 1% January to 31%
Submit Sample Within 1 day October
Pay for Distinct, Uniformity and Stability | Within 1 year
(DUS) and Value for Cultivation and Use
(VCU) tests
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

2. Crop Variety Release and Registration

Clients: Seed Submit Application for the release of Within 1 day Within 31 days
Companies crop variety

d plant
ilrleegélsl Pay Prescribed Fees

Receive Invitation to Present for release Within 5 days

Present for Release of seed variety Within 20 days

Receive Registration Letter Within 5 days

Requirements

- Submit DUS and VCU test reports
- Candidate Variety Descriptor

- Prescribed
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Service Type Vital Steps Standard of Service Duration
3. Control Growing Tests (Pre and Post Control) Within 1 year
Clients: Seed Com- | Submit Duly completed form 24/25/26/27 | Within 1 day
panies, Breeders, Submi )
Agro Dealers and ubmit sample
Farmers Receive Quotation Within 5 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
4. Variety Protection (Plant Breeder’s Rights-PBR) Within 30 days
Clients: Breeders Submit Application Letter for variety Within 1 day
protection
Submit Duly Completed Plant Breeder’s
Rights Form
Receive Quotation and Pay prescribed Within 1 day
fees
Collect Variety Protection Letter Within 28 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

5. Seed Grower Certificate

Clients: Seed growers

Submit Duly Completed Form I

Within 1 day

Receive Quotation

Pay prescribed fees

Within 1 day

Receive Seed Grower Certificate

Within 20 days

Within 22 days

Requirements: -

- 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
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Service Type Vital Steps

Standard of Service

Duration

6. Seed Inspector/Seed Samplers/Seed Analysts Licence

Clients: Seed indus- | Submit Duly Completed Application

Within 1 day

try personnel . .
yp Receive Quotation

Within 1 day

Pay prescribed fees
Attend Training Within 60 days
Collect Licence Within 20 days

Within 82 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
7. Seed Testing Licence Within 36 days
Clients: Seed Com- | Submit Duly Completed Application Within 1 day
panies Form
Receive Quotation Within 1 day
Pay prescribed fees
Witness audit Within 20 days
Collect licence Within 14 days
Requirements:-
- Prescribed fees
- Quality Assurance Manual
- Standard Operating Procedures
Service Type Vital Steps Standard of Service Duration
8. Seed Processing Licence Within 17 days
Clients: Seed com- | Submit Duly Completed Application Within 1 day
panies and General Form
Public Receive Quotation Within 1 day
Pay Prescribed Fees
Witness facility inspection Within 10 days
Collect Licence Within 5 days
Requirements:-

- Prescribed fees
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Service Type

Vital Steps

Standard of Service

Duration

9. Seed Seller’s Licence

Clients: Seed trad-

Submit Duly Completed Application

Within 1 day

Within 17 days

- Prescribed Fees

ers/Companies Form
Receive Quotation Within 1 day
Pay Prescribed Fees
Witness Facility inspection Within 10 days
Collect licence Within 5 days
Requirements:-

Service Type

Vital Steps

Standard of Service

Duration

10. Seed Testing Certi

ficate

Clients: Seed com-
panies/ Growers and
Agro Dealers

Submit Duly Application Form

Within 1 day

Receive Quotation

Pay prescribed fees

Within 1 day

Submit Sample /Witness sampling

Within 2 days

Collect or download Test results/Certif-

Within 21 days

Within 25 days

- Prescribed Fees

- Certificate of Incorporation/Registration

icate
Requirements:-
- Seed sample
- Prescribed Fees
Service Type Vital Steps Standard of Service Duration
11. Seed Growers Training Within 20 days
Clients: Farmer Submit Request Within 1 day
Associations Collect Quotation Within 5 day
Pay Prescribed Fees
Attend training sessions Within 14 days
Requirements:-
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PLANT QUARANTINE AND PHYTOSANITARY SERVICES

Traders, Farmers
and General Public

Pay Fees and Present Sample for
Inspection

Service Type ‘ Vital Steps Standard of Service Duration
1. Phytosanitary Certificate Within 4 days
Clients: Exporters, Submit Request Within 1 day

Receive Inspection Report

Within 1 day

Complete and submit duly completed
application form

Within 1 day

Receive Quotation

Pay Prescribed Fees

Receive Phytosanitary Certificate

Within 1 day

Requirements: -

- Prescribed fees

Service Type

Vital Steps

Standard of Service Duration

2. Pest Controllers L

icence

Within 56 days

Clients: General

Submit Duly Completed Application

Within 1 day

- Prescribed fees

Public Form
Collect Quotation
Pay Prescribed Fees
Attend Training Within 50 days
Collect Pest Controller’s Licence Within 5 days
Requirements: -

- Grade 12 School Certificate

Service Type

Vital Steps

Standard of Service Duration

3. Plant Import Permit (PIP)

Within 2 days

Clients: Importers
of plants

and plant products,
Farmers, Traders
and General Public

Submit Duly Completed Application
Form

Receive Quotation

Pay of prescribed fees

Within 1 day

Collect Plant Import Permit

Within 1 day

Requirements: -
- Prescribed fees
- Notice to import se

ed (where applicable)
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Service Type Vital Steps Standard of Service Duration
4. Phytosanitary Inspection Report Within 2 days
Clients: Seed Com- | Submit Duly Completed Application Within 1day

panies, Farmers and

General Public Receive Quotation

Pay Prescribed Fees

Witness Inspection Within 1 day

Collect Phytosanitary Inspection Report

Requirements: -
- Prescribed fees

Service Type Vital Steps Standard of Service Duration
5. Plant Nursery Licence Within 6 days
Clients: General Submit Duly Completed Application Within 1 day
Public . .
Receive Quotation
Pay Prescribed Fees
Witness Inspection Within 5 days

Receive Plant Nursery Certificate

Requirements: -
- Prescribed fees

PATHOLOGY
Service Type Vital Steps Standard of Service Duration
1. Plant Disease Report Within 13 days
Clients: Farmers, Im- | Submit Duly Completed Application Form | Within 1 day
porters exporters, re- | Collect Quotation Within 1 day
searchers, :
Pay Prescribed Fees
Submit Sample/Avail Site Within 1 day
Collect Plant Disease Report Within 10 days
Requirements: -
-Prescribed Fees
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Service Type

Vital Steps

Standard of Service

Duration

1.

Genetically Modified Organism (GMO) Analysis Report

Within 13 days

Clients: Farmers, Im-

Submit Duly Completed Application Form

Within 1 day

porters

Collect Quotation

Within 1 day

and exporters

Pay Prescribed Fees

Submit Sample/Avail Site

Within 1 day

Witness Sampling

Within 7 days

Collect Genetically modified organism
(GMO) Analysis Report

Within 3 day

Requirements: -
- Prescribed fees
- Identification Docum

ents

Service Type ‘

Vital Steps

Standard of Service

Duration

2. Fungicide Analysis

Report

Within 3 years

Clients: Agro Dealers

Submit Request

Within 1 day

Collect Quotation

Within 2 days

Pay Prescribed Fees

Submit Sample

Within 1 day

Collect Fungicide Analysis Report

Within 3 years

Requirements:-
- Prescribed Fees

SOIL TESTING, EVALUATION AND ADVISORY SERVICE

Service Type

Vital Steps

Standard of Service

Duration

1. Soil/Water/Plant M

aterial Analysis Report

Within 11 days

Clients: Fertilizer dealer/

Farmers, Researchers
and Academicians

Submit Request

Within 1 day

Submit Sample/Avail Site for sampling

Collect Report Within 10 days
Requirements:-
- Nil
Service Type Vital Steps Standard of Service Duration
2. Fertilizer/Lime Evaluation Report Within 13 days

Clients: Importers,
Manufacturers, Farm-
ers, Agro Dealers and
Researchers

Submit Request

Within 1 day

Submit Sample/Avail Site for Sampling

Within 2 day

Collect Report

Within 10 days

Requirements:-
- Nil
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Service Type

Vital Steps

Standard of Service

Duration

1. Fertilizer Certificate of Analysis

Clients: Importers,
Manufacturers, Farm-
ers, Agro Dealers and

Submit Request

Within 1 day

Submit Sample/Avail Site for Sampling

Within 1 day

Within 3 years ( for
all field tests)

Logistical requirements

Researchers Collect Report Within 3 years (for | Within 12 days (for
all field tests) lab Tests)
Within 10 days (for
lab Tests)
Requirements:-

Service Type Vital Steps Standard of Service Duration
2. Soil Map Within 57 days
Clients: Farmers Submit Request Within 1 day
Collect Quotation Within 5 day
Pay Prescribed Fees

Avail Site Plan

Avalil Site Within 1 day
Witness Survey Within 30 days
Collect Soil Map and Report Within 20 days

Requirements:-

Prescribed Fees

Logistical requirements

SOIL MICROBIOLOGY
Service Type Vital Steps Standard of Service Duration
1. Aflatoxin certificate/report of analysis Within 20 days

Clients: Importers, Ex-
porters, Local Traders,
Students and Regula-
tors

Submit Request

Within 1 day

Avalil Site/Submit Sample

Within 2 days

Collect Quotation

Pay prescribed fees

Within 1 day

Witness Sampling

Within 2 day

Collect Aflatoxin Certificate/report of

analysis

Within 14 days

Requirements:-

Prescribed Fees

10
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Service Type Vital Steps Standard of Service Duration
1. Certificate of analysis for Soil Microbiology Within 21 days
Clients: Farmers Or- | Submit Request Within 1 day

ganisations, Research-

ers and Regulators Submit Sample Within 5 days

Collect Quotation

Pay Prescribed Fees
Witness Sampling Within | day
Collect Certificate of Analysis Within 14 days

Requirements:-
- Prescribed Fees

AGRIBUSINESS AND MARKETING

Service Type Vital Steps Standard of Service Duration
1. Import, Export and Transit Permits Within 6 days
Clients: Importers and Submit Duly Completed Application | Within 1 day
exporters of Form
agricultural . .
commodities Receive Quotation
Pay Prescribed Fees
Receive Permit Within 5 days

Requirements: -
- Prescribed fees
- Export Permit from the country of origin (where applicable)

Service Type Vital Steps Standard of Service Duration

2. Agricultural Business plan Within 41 days

Clients: Famers, Farmers | Submit Request and Business Concept | Within 1 day
Organisations and Coop-
eratives

Collect Business Plan Within 40 days

Requirements: -
- Zambian Citizen

"
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AGRICULTURE EXTENSION

Service Type

Vital Steps

Standard of Service

Duration

1. Agriculture Training

Within 10 days

- Farmers should be in a group of 10-40

Clients: Farmers, Submit Application Within 1 day
NGOs and Church

s an urees Attend Training Within 9 days
Requirements: -

Service Type Vital Steps Standard of Service Duration
2. Earth and Weir Dam Designs Within 46 days
Clients: Farmers, Submit Application Within 1 day
NGO's Propose suitable site Within 15 days
Participate in topographic survey Within 10 days
Collect Earth and Weir Dam Designs Within 20 days
Requirements:-
- Logistical requirements
Service Type Vital Steps Standard of Service Duration
3. Irrigation System Designs Within 46 days
Clients: Farmers, NGO’s Submit Application Within 1 day
Propose suitable site Within 6 days
Participate in detailed studies Within 10 days
Collect Irrigation Systems Designs Within 30 days

Requirements: -
- Logistical requirements

Service Type

Vital Steps

Standard of Service

Duration

4. Endorsement of Farm Site Plans

Clients: Farmers, NGO’s

Submit written request,

Within 1 day

Submit survey diagrams bearing seal
from Zambia Institute of Planners

Within 2 days

Collection Farm Site Plans

Within 5 days

Within 8 days

Requirements: -

- Nil

12
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Service Type Vital Steps Standard of Service Duration
5. Farm Building Design Drawings Within 7 days
Clients: Farmers, NGO’s Submit request Within 1 day
Collect Farm Building Designs Within 6 days
Requirements: -
Nil
Service Type Vital Steps Standard of Service Duration

6. Farm Layout Plan

Clients: Framers and NGOs

Submit written request

Within 1 day

Attend Site visit

Within 6 days

Propose suitable site for various infra-
structure and agricultural activities

Within 1 day

Collect farm layout plan

Within 6 days

Within 14 days

Requirements: -
- Logistical Requirements

Service Type

Vital Steps

Standard of Service

Duration

7. Hire of Mechanised Farming Equipment

Clients: Farmers and Agro
Dealers

Submit Application

Pay Prescribed Fees

Within 1 day

Access Mechanised Farming Equip-

ment

Within 6 days

Within 7 days

Requirements: -
- Prescribed Fees

- Clear field with no stamps and rocks

13
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6.0 OUR OTHER STANDARDS
IF YOU CONTACT US BY TELEPHONE: -

*  Our staff will identify themselves by name and Department;

*  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 five (05) working days. Our responses will clearly
show our reference number, the author’s name, office telephone and email address;

*  We will endeavour 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 bay;

» Ifyou have an appointment, you will be attended to within 10 minutes of your appointment time;
and

*  Without an appointment, we will endeavour to attend to you within 15 minutes of your arrival.

*QOur clients are encouraged to make appointments whenever possible.

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 from us;
» To provide details on the next of kin (where applicable);
» To be patient with our staff as they serve you;

14
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* 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); and

* Be honest.

Feedback can be provided via telephone, email, website and letter or in person by visiting our offices
at the address given below:

Ministry of Agriculture,
P. O. Box 50197
Mulungushi House Ridgeway

Lusaka

Zambia

Telephone :+260 211 2539 33

Email : infor@agriculture.gov.zm
Website : www.agriculture.gov.zm
Facebook : Ministry of Agriculture, Zambia

Office Hours: Monday — Friday 08.00 — 13.00 hours
14.00— 17.00 hours

In order to safeguard your rights, we guarantee you 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 ten (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.

15
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10.0 ACCOUNTABILITYTO 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:-

* Report performance results against charter commitments to our clients and other stakeholders
including our staff in our Annual Report;

* Publish a summary of complaints categorised by type and frequency of occurrence and what
actions we took in our Annual Report.

16
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