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FOREWORD

t gives me great pleasure to present the Workers’

Compensation Fund Control Board (The Board)
Service Delivery Charter to you, our esteemed
clients. The Charter is intended to enhance service
delivery in line with our mandate as provided for by
the Workers’ Compensation Act No. 10 of 1999 of
the Laws of Zambia.

This Charter was developed through stakeholder
participation and consultation to better respond to
clients expectations and contains our commitment
on service delivery. It is therefore, a ‘social contract’
between the Board and its clients, which provides a
mechanism to hold the Institution accountable for
the quality of services rendered.

This Charter reflects the aspirations of the Board
as contained in the 2021 — 2025 Strategic Plan
whose vision is to be ‘an innovative and reliable
employment injury scheme’.

Mr. Patrick M. Siampwili
Acting Commissioner & Chief

Executive Officer It is my fervent hope that this charter shall be

used as a tool for enhancing smoother interaction
between our clients and the Board.

Finally, | pledge that all staff in the Board will use
the Charter as a means to enhance efficiency in the
delivery of service to our clients.

Mr. Patrick M. Siampwili
ACTING COMMISSIONER & CHIEF EXECUTIVE
OFFICER

Workers” Compensation Fund



. 1.0 PURPOSE OF THIS CHARTER

» To enhance your awareness of the type of services the Board provides;
To explain 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 to submit feedback (complaints, compliments and make
suggestions) about our service delivery.

§ 20 OURCORE MANDATE

The Workers Compensation Fund Control Board is a statutory body
established by the Workers’ Compensation Act No. 10 of 1999 of the Laws
of Zambia. The Act provides for, among other things, the compensation
of workers for occupational injuries suffered or diseases contracted in the
course of their employment.

. 3.0 VISION AND MISSION

VISION

An innovative and
reliable employment
injury scheme
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MISSION

To provide compensation for employment
injuries and diseases in order to cushion
the employers and workers’ burden

§ 40 COREVALUES

The core values of the Workers’ Compensation Fund Control Board are:

Courtesy;
Integrity;
Timeliness;
Accountability;
Transparency;

vVvVvVvyVvVYVvyP Yy

Team spirit.
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@ CORE VALUES

Courtesy We value our clients and provide our services with
utmost politeness and consideration for all. We aim to
serve our clients and make stakeholders feel valued
whilst meeting their needs and interests.

Integrity We uphold honesty and moral uprightness in the
execution of our duties. We adhere to ethical principles
in the execution of our duties.

Timeliness In providing our services, we adhere to deliverables and
ensure that our clients’ needs and stakeholders’ interests
are met without delay; we deliver them within the
expected time.

Accountability We take responsibility for all our actions and decisions in
the execution of our mandate.
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Transparency We are honest and open in the execution of our work.

Team spirit We work together with unity of purpose to provide
a better service and achieve our goals.

. 5.0 WHAT OUR CLIENTS SHOULD EXPECT FROM US

In support of the above values, the Board 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:

a) Benefits to employees who get injured or contract diseases during the
course of employment;

b) Employer compensation coverage and

c) Employers’ registration.
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' 6.0 STANDARDS OF QUALITY SERVICE DELIVERY

In conformity with the law and our core values, we pledge to provide services
in accordance with the following standards.

COMPLIANCE AND BENEFITS DEPARTMENT

|. Medical Expense Refund

CLIENTS ;VITAL STEPS STANDARD DURATION

OF SERVICE
Within |7
Working
, ; . Days
| Receive acknowledgement form | Within | ‘
i working day |
Receive medical expense refund Within 14

working days

Workers” Compensation Fund Control Board - Service Delivery Charter




2. Incapacitation Periodical Payment

CLIENTS VITAL STEPS . STANDARD DURATION
i OFSERVICE
Employers | Submit duly completed accident | Within | - Within 19

~ report (No.6) . workingday = Working

s sssss e ey P i Days

Receive acknowledgement form Within | 1

i working day

© Submit duly completed medical | Within |

© report and employers claim - working day

- for periodical payment (Form

Ne.l®)

. Receive incapacitation periodical% Within 16

! payment i working days
REQUIREMENTS

- Fully paid up with Assessments

- Police report for road traffic accidents (where applicable)

- Witness report

- Copy of certified identity document of the injured worker

- Copy of payslip for the injured worker/statement of basic pay

- Estimate of earning (if injured worker is below 2| years) three years
from the date of the accident.

- Bank detail
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3. Monthly Pension payment/Constant Attendance Allowance/ Lump Sum

Payment (injury)

CLIENTS | VITAL STEPS . STANDARD | DURATION
_________________ : : OF SERVICE
Injured Within 34
Worker Working
Days
Undergo medical assessment Within 7
working day

CoIIect introductory letter for W't.h'" |
presentlng at the bank working day

CoIIect identity card (where : Within |
appllcable) : working day

" Receive monthly pension
i payment (above 10%
| disablement)
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4.Monthly Pension payment/ Lump Sum Payment (Disease and hearing

impairment)

CLIENTS | VITAL STEPS STANDARD | DURATION

: OF SERVICE
Workers Within 48
contracting Working
disease or Days
;l;f;:ng | Undergo medical assessment. | Within7
hearing ; . working days
impairment ; ;
during
course of
duty. ' Submit duly completed form | Within |

' (No. 32 where applicable). © working day

Submit bank declaration form. Within |
working day

. Receive monthly pension . Within 22
| payment (above 10% . working day
! disablement). :
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5. Lump Sum to surviving dependant

CLIENTS | VITAL STEPS . STANDARD | DURATION
’ | OF SERVICE |

Established

Dependants

(Surviving

Dependant in 5 o

case of single | Receive Lump sum . Within 10

deceased : working days

case)

6. Pension Advance

CLIENTS | VITAL STEPS i STANDARD | DURATION
____________________ E i OFSERVICE :
Pensioners ; Working
under the = ; ' Days
WCFCB ' Receive pension advance " Within 5

5 ‘ working days
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7. Pension Commutation

CLIENTS | VITAL STEPS | STANDARD | DURATION
. OF SERVICE |
Life Within 17
Pensioners Working
under the | ! | Days
WCFCB | Witness property inspection/ . Within 5
undertaking | project appraisal - working days
projects or ‘ 1
purchasing
property
. Receive pension commutation | Within 10
‘ . working days
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8. Monthly Pension payment - Surviving spouses and dependants

CLIENTS VITAL STEPS STANDARD éDURATION
' i OF SERVICE |

Surviving
dependants
(for children
with special ! !
needsthe | Receive feedback Within 5
pension : . working days |
is for life, ' :
children
above the
ageof 18 ! ,
should . Collect introductory letter for | Within |
provide | presenting at the bank . working day
proof of ' :
being in
school)

Within 26
Working
Days




9. Constant Attendance Allowance (CAA)

CLIENTS | VITAL STEPS . STANDARD | DURATION
__________________ ... | OFSERVICE :
Highly § ! Monthly | Monthly
disabled :
beneficiaries '

10. Return to Work (sponsorship) Programme

CLIENTS | VITAL STEPS ' STANDARD | DURATION
___________________ = OFSERVICE | |

Life Within 33

pensioners working days

under : . : . :

WCFCB Receive feedback  Within 20

. working days

| Receive copy of Return to Work
 Policy

| Receive proof of payment of ' Within 10
 fees and other sponsorship . working day
| requirements :




I . Medical Aid Items (consider in other services)

CLIENTS | VITAL STEPS ~ STANDARD | DURATION
| . OFSERVICE |

Pensioners

12. Counselling Services

CLIENTS VITAL STEPS STANDARD ;DURATION
' OF SERVICE

Injured/ Within 3
disabled working days
workers, .
workers | Attend counselling . Within2 |
suffering ;  working days !
from : :
Occupational |

diseases

I 3. Widows/ers Gratuity

CLIENTS VITAL STEPS STANDARD ;DURATION

OF SERVICE
Surviving Within ||
spouse working days
(who has

remarried) " applicable)
Within 10

Receive gratuity : working days




4. Home based Physiotherapy and Nursing Services

CLIENTS | VITAL STEPS . STANDARD | DURATION
| . OF SERVICE |

Beneficiaries !

| working days

I5. Medical Evacuation (Local & Foreign)

CLIENTS | VITAL STEPS ! STANDARD | DURATION
’ OF SERVICE !

Injured/ Within 8

disabled working

workers, days (local)

workers : ! © Within 32

suffering . Receive feedback . Within I working

from ' working days §days

occupational :

diseases

- -

| Undergo evacuation to © Within |

| treatment centre (local/abroad) | Workingday
: i (local) Within
: . 10 working
(abroad)



16. Compliance Certificate

CLIENTS VITAL STEPS STANDARD DURATION

... iOFSERVICE i

Employer | Submit duly completed form 14 | Within | | Within |
:and pay assessment fees . working day | working days

Receive compliance Certificate

7. Funeral Grant

CLIENTS : VITAL STEPS STANDARD ;DURATION

__________________ :  OFSERVICE |
Family rep- Within 3
resentative

working days

Receive compliance Certificate Within |

" working day !




OCCUPATIONAL SAFETY AND HEALTH (OSH) DEPARTMENT

| 7. Funeral Grant

CLIENTS ;VITALSTEPS STANDARD gDURATION
: OF SERVICE !

Employer /
employees

Within 4
working days

Attend training Within 2
: . working days




. 7.0 OUR OTHER STANDARDS

In addition to the services above, in specified instances clients are eligible
to receive the following services based on Physician’s recommendation the
Board shall:

> Meet the cost of Home based Physiotherapy or Home-based
Nursing Services;

Provide Medical Aid items.

» Our staff will identify themselves by name and department.
»  We will give clear and easy to understand advice

» Ifwe areunableto answer your enquiry immediately, we will
advise you when you can expect a response.

» We will respond to your correspondence within five (5) 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.

» You will be attended to immediately;

®  You will be screened and ushered to the waiting bay whilst waiting
for clearance from respective offices;



» If you 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 20 minutes of your arrival.

* Qur clients are encouraged to make appointments whenever
possible.

' 8.0 CLIENT RIGHTS AND OBLIGATIONS

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

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 request of you the following:

» To treat our staff with courtesy;
» To provide accurate information when requested;

» To promptly respond to requests for information by us;



' 9.0

®  Not to offer any gifts, favours or inducements to our staff or solicit
the same from them;

®» To report any member of staff soliciting for gifts, favour or any
form of gratification from you; and

®»  To comply with any existing Laws and Regulations governing the
provision of the service you are seeking.

N7

N

/ N\

7

HOW TO COMPLAIN AND COMPLIMENT

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

state what you want to be rectified (if not satisfied);

be honest.



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

Workers’ Compensation Fund Control Board
Corner Broadway / Moffat Road

P. O. Box 71534

Ndola

Zambia

Telephone : +26 0212 610481/7

Email : compensation@workers.com.zm

Website : www.workers.com.zm

Facebook : Workers’ Compensation Fund Control Board Zambia@
workerscompensationzambia

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.

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 shall endeavour to:

Publish performance results against commitments in the Charter and a
summary of complaints in our Board’s Annual Reports and Print Media.



. 11.0 REVIEW OF THE CHARTER

This Charter will be reviewed every Five (5) years or as and when need
arises to ensure that it responds to changes in the environment.

' NOTES
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