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1.0 PURPOSE OF THIS CHARTER

o To enhance your awareness of the type of services that MITETE TOWN COUNCIL
provides,

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

e To outline your rights and responsibilities as a client,

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

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

2.0 VISION AND MISSION

2.1 VISION

Eé

2.2 MISSION

‘i

3.0 CORE VALUES

The enduring core values of MITETE TOWN COUNCIL are:

‘

4.0 WHAT OUR CLIENTS SHOULD EXPECT FROM US

In support of the above values, MITETE TOWN COUNCIL 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:

e Health Services

o Social Welfare and Community Development Services
e Fisheries, Livestock and Veterinary Services

e Development Planning Services,; and

o Lngineering Services



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 DEPARTMENT OF ENGINEERING SERVICES

Service Type Vital Steps Standard of | Duration
Service
1. Fire Safety Certificate Within 7 days
Clients: Institutions Submit Request Within 1 day
Collect Quotation
Pay Prescribed Fees
Attend Training Within 3 days
Collect Fire Safety | Within 3 days
Certificate
Requirements: -
- Proof of payment of prescribed fees

Service Type Vital Steps Standard of Service | Duration
2. Fire Certificate Within 7 days
Clients: Business | Submit Application Within 1 day
Owners and | Witness Inspection Within 2 days
Institutions Collect Quotation Within 1 day
Pay Prescribed Fees
Collect Fire | Within 3 days
Certificate
Requirements: -

- Proof of payment of prescribed fees

Service Type Vital Steps Standard of Service | Duration
3. Fire Incidence Report Within 7 days
Clients: Business | Submit Request Within 1 day
Entities, Institutions | Witness Assessment Within 1 day
and the General | Collect Quotation Within 1 day
Public Pay Prescribed Fees
Collect Fire | Within 4 days

Incidence Report

Requirements: -
- Proof of payment of prescribed fees

- Police Report




Service Type

Vital Steps

Standard of Service

Duration

4. Road Infringement Permit

Within 6 days

Clients: General | Submit Duly | Within 1 day
Public Completed
Application Form
Witness Assessment Within 1 day
Collect Quotation Within 1 day
Pay Prescribed Fees
Collect Road | Within 3 days
Infringement Permit
Requirements: -

- Proof of payment of prescribed fees

- Construction design

- Documentation of Method of Construction

- Property Title/Proof Ownership (where applicable)

Service Type Vital Steps Standard of Service | Duration
5. Excavation Permit Within 5 days
Clients: Utility | Submit Request Within 1 day
Companies, Witness Assessment Within 1 day
Institutions and the | Collect  Quotation | Within 1 day
General Public and Pay Prescribed
Fees
Collect  Excavation | Within 2 days
Permit
Requirements: -

- Proof of payment of prescribed fees

- Sketch Plan

- Reinstatement Plan

- Letter of Commitment to secure excavation site
- Decision letter from ZEMA (where applicable)
- Clearance from utilities companies

Service Type Vital Steps Standard of Service | Duration
6. Tree Cutting/Vegetation Control Within 4 days
Clients: General | Submit request Within 1 day
Public Witness Assessment | Within 1 day *Tree  should  be
Collect Quotation Within 1 day deemed  to be
Pay Prescribed Fees hazardous/obstructiv
Witness Tree | Within 1 day €

Cutting/Vegetation




control

Requirements: -
- Proof of payment of prescribed fees

Service Type Vital Steps Standard of Service | Duration
7. Road Closure Permit Within 7 days

Clients: General | Submit Request Within 1 day

Public Witness Inspection Within 1 day *Notice of 7 days
Collect Quotation Within 1 day should be given to
Pay Prescribed Fees the public before the
Collect Road Closure | Within 4 days closure of the road
Permit

Requirements: -

- Proof of payment of prescribed fees

- Police Clearance

Service Type Vital Steps Standard of Service | Duration
8. Pontoon Services Within 45 Minutes
Clients: General | Pay Prescribed Fees | Within 5 minutes
Public, Motorists Board Pontoon Within 30 Minutes *Pontoon  Services
Disembark Within 10 Minutes for essential

Government Service
Providers,
Ambulances and

Hearses  will be

provided immediately

Requirements: -
- Proof of payment of prescribed fees

- Proof of exemption (for exempted motorists)

5.2 DEPARTMENT OF LEGAL SERVICES

Service Type Vital Steps Standard of | Duration
Service
1. Marriage Certificate Within 28 days

Clients: General Public Submit Duly (ordinary)
Completed Within 1 day
Application Form Within 7 days
Attend Counselling | Within 5 days (Special licence)
Pay Prescribed Fees | Within I days
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Attend Solemnisation | Within 21 days | *Marriage
Ceremony (ordinary) should take
Submit Duly | Within 1 day | place within 90
completed Form C (special days of the
Collect  Marriage | licence) issuance of
Certificate notice

Requirements: -
- Two people of opposite gender
- Applicant should be 18 years and above

- Proof of payment of prescribed fees

- Should be accompanied by at least one witness per party
- Identification Documentation for the parties

- Consent by father/mother/guardian/high court for applicants less than 21 years

- Copy of Divorce certificate/ Death Certificate of former spouse (where applicable)
- Affidavit (Special licence)

- Proof of payment of prescribed fees
- Proof of Ordination
- Identification Documentation

- Certificate of incorporation (for places of worship)

Service Type Vital Steps Standard of | Duration
Service
2. Recommendation for Gazettion Within 6 days
Clients: The Clergy/Places of | Submit Application Within 1 day
Worship Pay Prescribed Fees
Collect the | Within 5 days
Recommendation
Requirements: -

- Proof of ownership of the place of worship/Lease Agreement (where applicable)

Service Type Vital Steps Standard of Service | Duration
3. Liquor Licence Within 71 days
Clients: Business | Submit  notice  of | Within I day
Entities intention of
application
Witness Inspection Within 5 days
Submit Duly | Within 30 days
Completed
Application Form
Attend Interviews | Within 14 days




(where applicable)

Within 1 day

Pay Prescribed Fees
Collect liquor
Licence

Within 20 days

Requirements: -

- Proof of Business Registration

- Proof of payment of prescribed fees

- Police report

- Proof of notice in Government gazette

Service Type Vital Steps Standard of Service | Duration
4. Extension of Trading Hours Within 4 days
Clients: Liquor | Submit Application Within 1 day
Traders Collect Quotation
Pay Prescribed Fees
Attend Inspection Within 2 days
Collect Extension of | Within 1 day
Hours Permit
Requirements: -
- Police Report

- Proof of payment of prescribed fees

- Valid Liquor Licence
Service Type Vital Steps Standard of Service | Duration
5. Recommendation Letter for Land Acquisition Within 126 days
Clients: General | Submit Application Within 1 day
Public Collect Quotation | Within 90 days
and Pay Prescribed
Fees
Attend Interviews
Collect demand | Within 30 days
notice
Pay prescribed fees
Collect Within 5 days
Recommendation
Letter
Requirements: -

- Identification Documentation of applicant

- Passport size photo

- Proof of payment of prescribed fees
- Certificate of Incorporation (where applicable)
- Resident/Work Permit (non-Zambians)




Vital Steps

Service Type Standard of Service

Duration

6. Registration of Judgement/Order/Letters of
Administration/Probate & other Registrable Documents

(Land matters)

Clients: General | Submit  application | Within 1 day

Public and supporting
documentation
Collect Quotation | Within 1 day
and Pay prescribed
fees
Collect  Registered | Within 1 day
Document

Within 3 days

Requirements: -
- Proof of payment of prescribed fees

- Document to be registered

Service Type Vital Steps Standard of Service

Duration

7. Security of Land /Property Documents (Land falling within
the jurisdiction of the Town Council)

Within 1 day

Clients:  Financial | Submit application Within 1 day
Institutions Pay prescribed fees

Collect Receipt
Requirements: -

- Proof of property ownership

- Proof of payment of prescribed fees

Service Type

Vital Steps

Standard of Service

Service Type Vital Steps Standard of Service | Duration
8. Placement/Removal of Caveat Within 1 day
Clients: General | Submit Duly | Within 1 day
Public Completed
application form
Pay prescribed fees
Collect Receipt
Requirements: -
- Proof of Vested Interest
- Proof of payment of prescribed fees

Duration

9. Fire Arm Licence/Renewal of Fire Arm Licence

Clients:
Public

General

Submit
Completed Fire

Duly
Arm

Within 1 day

Within 1 day

7




Book

Pay Prescribed Fees
Collect Fire Arm
Licence

Requirements: -
- Fire Arm Certificate
- Proof of Payment

- Passport size photo
- Attestation Letter from Councillor/WDCs/Traditional Leader
- Certificate of incorporation (where applicable)

- Proof payment of prescribed fees
- Copy of NRC of property owner

Service Type Vital Steps Standard of Service | Duration
10. Occupancy Licence Within 12 days
Clients: Applicants/ | Submit Duly | Within 1 day
Occupants of Land in | Completed
Improvement Areas | Application Form
Undergo Verification | Within 2 days
Collect Property | Within 1 day
Number
Collect Quotation | Within 1 day
and Pay prescribed
fees
Collect  Occupancy | Within 7 days
Licence
Requirements: -




5.3 DEPARTMENT OF PUBLIC HEALH SERVICES

Service Type Vital Steps Standard of | Duration
Service
1. Solid Waste Collection Within 4 days

Clients: General Public Submit application Within I day
Witness  Inspection | Within 1 day *Solid ~ Waste
(where applicable) will be collected
Collect Quotation Within 1 day on  designated
Sign Agreement Within 1 day days within the
Pay Prescribed fees week
(where applicable)

Requirements:-

- Proof of payment of prescribed fees

- Suitable solid waste receptacle for organic, recyclable and non-organic materials

Service Type Vital steps Standard of Service | Duration
2. Bulk/Special Waste Collection Within 5 days
Clients: Business | Submit request Within 1 day

Houses and  the | Witness Assessment

general public Collect  quotation, | Within 1 day
pay prescribed fees

and collect receipt
Collect Bulk/Special | Within 3 days
Waste  Destruction
Certificate

Requirements:-

- Proof of payment of prescribed fees

Service Type Vital Steps Standard of | Duration
Service
3. Certificate of Compliance (Health Permit) Within 19 days
Clients: Business Owners Submit Application Within 1 day *Certificate  of
Pay Inspection fees | Within I day Compliance
(where applicable) (Health Permit)

Witness Inspection | Within 10 days | will be issued
Pay prescribed fees | Within 7 days upon  satisfying

Collect Certificate of provisions of the
Compliance (Health Public  Health
Permit) Regulations



























































































