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FOREWORD 
 

It is both an honour and privilege to present the Digital 
Government Services Annual Report for the year 2024, 
developed in accordance with the Electronic Government 
Act No. 41 of 2021. This landmark report showcases our 
unwavering commitment to advancing Zambia’s digital 
transformation agenda through the efficient and secure 
delivery of electronic public services. 

In a time when technology is reshaping governance and 
service delivery, the Government of Zambia remains 

dedicated to ensuring that digital solutions enhance accessibility, 
transparency, and efficiency within the public sector. This report offers a 
comprehensive overview of the progress made in implementing e-services, 
the challenges faced, and the future outlook for digital governance in 
Zambia. 

The successes highlighted in this report would not have been achievable 
without the collaboration of key stakeholders, including government 
institutions, private sector partners, and the citizens we serve. As we 
continue to refine and expand our digital services, our commitment to 
building a secure, inclusive, and citizen-centric e-government ecosystem 
remains steadfast. 

I invite you to explore the insights within this report and join us in our 
collective mission to leverage technology for the advancement of national 
development. 

 

Percy Chinyama 
National Coordinator 

SMART ZAMBIA INSTITUT
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INTRODUCTION 

The Electronic Government Division, also known as the SMART Zambia 
Institute, is committed to enhancing service delivery through digital 
platforms, ensuring accessibility, efficiency, and transparency in public 
administration. The 2024 Digital Government Services Report marks an 
important milestone in Zambia’s digital government journey. In alignment 
with the Electronic Government Act No. 41 of 2021, this report provides a 
comprehensive assessment of the progress made in implementing and 
adopting electronic services across various government institutions. It 
highlights key achievements, challenges, and strategic initiatives designed to 
enhance digital service delivery for both citizens and businesses. 

Digital technology has rapidly transformed how public services are delivered, 
making it essential to continuously improve efficiency, security, and 
accessibility. This report serves as a critical tool for evaluating the impact of 
e-services on governance, transparency, and citizen engagement. 
Additionally, it offers valuable insights into policy enhancements, 
infrastructure development, and capacity-building efforts that shape 
Zambia’s digital transformation. 

In collaboration with various stakeholders, the Government remains 
committed to ensuring that digital services are secure, inclusive, and user-
friendly. As we review the progress made in 2024, this report sets the stage 
for future innovations and strategic interventions to further enhance Zambia’s 
e-Government ecosystem. The insights in this report are intended to support 
decision-making and foster continued improvements in e-service delivery. 
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KEY MEASUREMENTS/ACHIEVEMENTS  
 

2.1 DIGITALISATION PLANS  
 

Following the enactment of the Electronic Government Act No. 41 of 2021, the 
Cabinet's approval, and the launch of the National e-Government Plan (NeGP) 
2023-2026, the Office of the National Coordinator communicated with 
Ministries and Provinces, encouraging them to develop localized digital 
strategies that align with the NeGP’ s broader objectives. This initiative 
supports the Government's commitment to building a digitalized public 
service, ensuring that government services are delivered efficiently and 
effectively to citizens. By tailoring these strategies to the specific needs of each 
Ministry and Province, the Government aims to advance its agenda of creating 
a digitally empowered public sector capable of meeting the dynamic needs of 
the population with increased transparency, accessibility, and 
responsiveness. As of December 2024, sixteen (16) Mministries and Eight (8) 
provinces finalized their digital strategies. 

2.2 INFRASTRUCTURE 
 

Infrastructure plays a critical role in the successful implementation of e-
Government services, serving as the backbone that supports digital platforms 
and ensures seamless service delivery. Significant investments have been 
made in expanding digital infrastructure, including high-speed broadband 
networks, data centres, and satellite connectivity. These advancements 
enable government institutions to deliver efficient, secure, and accessible 
services to citizens and businesses. As Zambia continues its digital 
transformation, the development and expansion of robust infrastructure will 
remain central to enhancing public service delivery and fostering digital 
inclusion across the country. 

 

 Government Wide Area Network (GWAN) Expansion: To enhance 
digital service delivery in the public sector, the Government Wide Area 
Network (GWAN) continued its expansion across the country. By 
December 2024, an additional 83 public institutions had been 
connected to GWAN, bringing the total number of connected 
institutions to 430. The following institutions were added to GWAN as 
of December 2024: 

 
 49 Local Authorities 
 15 District Commissioners’ Offices 
 7 Health Facilities 
 1 College 
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 2 DEBS Offices under the Ministry of Education 
 4 National Border Entrances 
 3 District Health Offices 
 2 Ministry of Water Development and Sanitation 

This expansion has helped improve efficiency and access to services across 
various public institutions. 

 

 Deployment of Starlink Kits: In 2024, SMART Zambia Institute 
procured and distributed 525 Starlink Kits to enhance internet 
connectivity in underserved areas. These kits, which use low-orbit 
satellite technology, bridge connectivity gaps and support remote 
service delivery. 

 
 Distribution Breakdown: 

 156 for Constituency Offices 
 109 for Post Offices 
 23 for Youth Resource Centres 
 237 for other Public Institutions 

 

2.3 GOVERNMENT SERVICE BUS (GSB) 

The Government Service Bus (GSB), also known as ZamPortal, serves as 
Zambia’s national digital integration platform, connecting all government 
institutions, departments, and agencies. It has significantly improved service 
delivery, increased efficiency, and contributed to greater transparency. 
Furthermore, ZamPortal generated over 4 billion Kwacha in government 
revenue as at 31st December 2024.  

 Key Metrics: 
 Number of Users: 186,337 
 Total Number of Services: 322 (as at 31st December 

2024) 
 

 Highest Revenue-Earning Institutions on GSB: 
 Road Traffic and Safety Agency (RTSA) 
 Ministry of Lands and Natural Resources (MoLNR) 
 Ministry of Tourism 
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2.4 GOVERNMENT MANAGEMENT INFORMATION SYSTEM (GOV-MIS) 
 

The SMART Zambia Institute activated the Government Management 
Information System (Gov-MIS), a platform designed to enable Ministries and 
Public Bodies to catalogue their services —whether digital, hybrid, or manual. 
The platform facilitates the verification of their integration with the 
Government Service Bus (GSB). This initiative improves the tracking and 
evaluation of e-Government progress, offering additional benefits in terms of 
service monitoring and coordination. By December 2024, the platform had 
successfully recorded 1,022 e-services and 233 Management Information 
Systems. The activation of Gov-MIS has provided Ministries and Public Bodies 
with a comprehensive tool for cataloging and tracking their services while 
ensuring seamless integration with the GSB. This has enhanced the overall 
monitoring of e-Government progress across the country. 

 

2.5 CRITICAL DIGITAL SERVICES INITIATIVES 
 

2.5.1 SMART CARE PRO 

• SmartCare Pro is an integrated web-based electronic system for 
managing health records. 

•  It aims to transform healthcare delivery across the country by 
improving access and quality of healthcare and is designed to keep digital 
health records for patients. By leveraging technology. 

• SmartCare Pro enhances the efficiency and effectiveness of healthcare 
services, benefiting both patients and healthcare providers.  

 In 2024 SmartCare Pro was rolled out in 400 Health facilities and this was 
facilitated by Ministry of Health and cooperating patterners such as Institute 
for Health Measurement (IHM) Southern Africa. The project aims to deploy 
the system in 3,000 health facilities by 2026. 

2.5.2 ZAMBIA INTEGRATED LAND ADMINISTRATION SYSTEM (ZILAS) 

On 13th May 2023, the Ministry of Lands and Natural Resources successfully 
transitioned its data from the Zambia Integrated Lands Management 
Information System (ZILMIS) to the Zambia Integrated Land Administration 
System (ZILAS), a more streamlined, efficient, and user-friendly platform for 
land management. By December 2024, over 1.2 million records had been 
successfully migrated to the new system. 

Since the migration, the Ministry has made significant strides in enhancing 
land administration, including: 
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 Digitizing over 33,600 land registry records in Lusaka and Copperbelt 
Provinces (through scanning) 

 Digitally clearing more than 57,000 records 
 Issuing over 15,600 soft copy title deeds 

These advancements reflect the ongoing commitment to improving land 
administration processes, ensuring greater accessibility, efficiency, and 
transparency in managing land records across Zambia. 

As of 31st December 2024, the Government recorded revenue collections 
totaling K72,827,846.15 through the ZILAS. 

2.5.3 THE ZAMBIA INTEGRATED AGRICULTURE MANAGEMENT 
INFORMATION SYSTEM (ZIAMIS) 

The Zambia Integrated Agriculture Management System (ZIAMS) continues to 
play a pivotal role in modernizing agricultural services in Zambia. The system 
enables efficient management of agricultural data, enhances service delivery 
to farmers, and supports decision-making processes for improved 
productivity. As of 2024, ZIAMIS has improved access to information, better 
resource management, and enhanced monitoring of agricultural progress 
across the country, contributing to the overall growth and development of 
Zambia's agricultural sector. As of 31st December 2024, a total of four million 
four hundred and fifty-one thousand, six hundred and twenty-five (4,451,625) 
farmers were registered on the ZIAMIS Farmer Input Support Programme 
(FISP). 

2.5.4 CONSTITUENCY DEVELOPMENT FUND (CDF) SYSTEM 

The Constituency Development Fund (CDF) remains a crucial component of 
Zambia's decentralization efforts, empowering local communities by providing 
financial resources for development projects at the constituency level. As of 
December 2024, the CDF System has been developed and User Acceptance 
Test (UAT) has been undertaken in 20 Local Authorities, after which UAT 
certificates will be signed. The system ensures that funds are allocated and 
managed transparently, allowing communities to prioritize projects that 
directly address their local needs.  

2.5.5 THE ZAMBIA INTEGRATED SOCIAL PROTECTION INFORMATION 
SYSTEM (ZISPIS) 

The Zambia Integrated Social Protection Information System (ZISPIS) plays a 
vital role in improving the delivery and management of social protection 
services across the country. As of December 2024, ZISPIS has enhanced the 
tracking and administration of social protection programs, ensuring that 
vulnerable populations receive timely and targeted support by integrating 
data from various social protection schemes which is still in progress, so as 
to enable better coordination, transparency, and efficiency in program 
implementation. ZISPIS has also strengthened monitoring and evaluation, 
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ensuring that resources are allocated effectively to those who need them most, 
contributing to improved social welfare outcomes in Zambia. As at 31st 
December 2024, there were one million three hundred and eleven, one 
hundred and one (1,311,101) individuals registered on ZIPIS with seven 
hundred and eight six, six hundred and sixty-six (786,661) receiving their 
benefits digitally. 

2.5.6 ELECTRONIC KNOW YOUR CUSTOMER (EKYC) 

The SMART Zambia Institute developed the e-KYC system, marking a key 
milestone in Zambia’s digital transformation journey. Following this, the 
Cabinet Office issued a directive to all Ministries, Provinces, and Agencies 
(MPSAs) to submit contact information and details of all public service 
employees for updating the e-KYC solution. As of 31st December 2024, 13 
Ministries and 10 Provinces had successfully submitted the required 
information. The validation and verification process began with SMART 
Zambia staff and will soon be extended to other MPSAs, with Luapula Province 
set to be the first to complete the exercise. The aim is for all MPSAs to have 
submitted their employees' contact information and details by the end of the 
first quarter of 2025, ensuring a comprehensive and accurate e-KYC database 
for improved service delivery and governance. 

2.5.7 THE CITIZENS PORTAL 

As of December 2024, the Citizens Portal was developed and was set to be 
launched as a platform designed to enhance engagement between government 
institutions and citizens, with the goal of improving service delivery across 
Zambia. The portal allows citizens to report issues, request assistance, and 
track the status of their requests related to government services. As at 31st 
December 2024, one thousand one hundred and sixty-three (1,163) cases 
were registered out of which seven hundred and ninety-seven (797) cases were 
resolved and three hundred and sixty-six (366) were still active. 

2.5.8 ECABINET PORTAL 

The eCabinet portal was developed to enhance the efficiency and transparency 
of decision-making processes within the Zambian government. As of 
December 2024, the portal facilitates secure communication, document 
sharing, and collaboration among government officials and Cabinet members, 
streamlining the preparation and execution of Cabinet meetings and 
decisions. This platform has significantly improved the speed and 
transparency of government processes, ensuring that critical decisions are 
made more efficiently and effectively. 
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2.5.9 HUMAN RESOURCE PORTAL 

The Human Resource Portal is currently under development and aims to 
streamline management and communication processes, and enhance 
efficiency and transparency of the Human Resource Management function in 
the Public Service. Once launched, the portal will provide a centralized 
platform for tracking employee data, managing HR processes and also allow 
for employee self-service. The development of this portal is a significant step 
toward modernizing HR operations and ensuring effective workforce 
management in the public sector. 

DIGITAL TRANSFORMATION CENTRES (DTCS) 

SMART Zambia established Digital Transformation Centres (DTCs) in 109 
Post Offices, 23 Youth Resource Centres, and select STEM Secondary Schools 
to improve digital service delivery. Of these 109 DTCs, four are connected to 
the Government Wide Area Network (GWAN): 

1. Kitwe College of Education 
2. Kitwe Boys Secondary School 
3. Mongu College of Education 
4. Kambule Secondary School 

The remaining DTCs are connected via Starlink, ensuring broad access to 
electronic services through both GWAN and satellite internet connectivity. In 
addition, SMART Zambia, in collaboration with ZAMPOST and Inq Zambia 
Limited, is set to operationalize six new DTCs at strategically selected sites, 
including: 

 Rural: Shangombo, Maamba, Mwinilunga 
 Peri-Urban: Monze 
 Urban: Chimwemwe 
 Additional Site: Kawambwa 

This initiative is a significant step in bridging the digital divide, expanding 
access to e-Government services, and ensuring that citizens across Zambia 
can benefit from improved digital infrastructure and services. 

DIGITAL GOVERNMENT AFRICA (DGA) SUMMIT 
 

In 2024, Zambia had the honour of hosting the 2nd Digital Government Africa 
(DGA) Summit, a significant event that brought together government leaders, 
policymakers, and digital transformation experts from across the continent. 
The summit focused on advancing digital governance, improving public 
service delivery, and leveraging technology to drive economic growth and 
development in Africa. It provided a platform for Zambia to learn from the 
experiences and best practices of other nations. Hosting the DGA Summit 
reinforced Zambia’s commitment to digital innovation and its goal of fostering 
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greater collaboration across the continent to enhance governance and service 
delivery through technologyy. Moving forward, Zambia aims to apply the 
insights gained from the summit to further advance its e-Government 
initiatives and strengthen its digital infrastructure to better serve citizens as 
we look forward to hosting the summit again in 2025. 

COLLABORATIONS / PARTNERSHIPS 
The SMART Zambia Institute has established numerous strategic 
collaborations and partnerships through Memorandaum of Understanding 
(MOUs) with a range of institutions, including academic organizations such 
as Mulungushi University, Copperbelt University, NIPA, ZAMREN, LIAZ, and 
the International Telecommunication Union (ITU) among others. These 
partnerships are focused on advancing ICT capacity building for citizens and 
supporting national development efforts. These collaborations are 
instrumental in strengthening Zambia's digital infrastructure, fostering skills 
development, and driving the country’s digital transformation agenda. 

CHALLENGES AND BARRIERS 
The implementation of ICT projects faced several challenges, including: 

 Lack of Funding: Insufficient financial resources hindered the 
execution of some critical digital transformation initiatives. 

 Power Supply Issues: Frequent power outages disrupted ICT 
operations and impacted service delivery. 

 Limited Digital Infrastructure: Some areas lacked the necessary 
broadband connectivity and hardware to support e-services. 

 Cybersecurity Risks: Increasing threats to digital platforms posed 
risks to data integrity and national security. 

 Low Public Awareness: Limited understanding and adoption of digital 
services among citizens slowed progress. 

RECOMMENDATIONS AND FUTURE ROADMAP 

To address the challenges and ensure sustainable progress in Zambia's digital 
transformation, the following strategic measures are recommended for 
consideration: 

 Solar Backup for ICT Projects: Increased Invests in renewable energy 
solutions, such as solar power, to provide reliable backup energy for 
ICT infrastructure and data centres, mitigating the impact of power 
outages on digital services. 

 Policy Enhancements and Regulatory Updates: Strengthen legal and 
regulatory frameworks to create an enabling environment for e-
Government services, digital identity systems, data protection, and 
cybersecurity. 

 Expansion of Digital Infrastructure and e-Services: Accelerate the 
rollout of broadband networks, expand fibre-optic connectivity, and 
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deploy solutions to enhance service delivery and ensure equal access to 
digital services across the country. 

 Increased Cybersecurity Measures: Enhance data protection 
strategies, develop comprehensive national cybersecurity policies, and 
strengthen threat detection and response capabilities to safeguard 
citizens' data and build trust in digital platforms. 

 Citizen Engagement and Awareness Campaigns: Launch campaigns 
to promote digital literacy, educate citizens on the benefits and usage 
of e-Government services, and foster public trust in digital platforms 
and technologies. 

 Sustainable Financing Strategies: Explore long-term funding 
mechanisms, including public-private partnerships (PPPs), donor 
funding, and government budget allocations, to ensure the financial 
sustainability of digital transformation initiatives. 

 Interoperability and System Integration: Develop frameworks for 
seamless integration of digital platforms across various ministries and 
government agencies to improve operational efficiency, eliminate 
redundancy, and facilitate better service delivery. 

 Capacity Building and Skills Development: Invest in digital skills 
training for public sector employees, ICT professionals, and citizens to 
encourage the adoption and effective use of digital services. 

These measures are critical to overcoming current challenges and ensuring 
the sustainable development of e-government services and digital 
infrastructure in Zambia. 

PRIORITY AREAS FOR 2025 

To drive digital transformation and ensure the successful implementation of 
e-Government Services and initiatives, the following Priority Areas for 2025 
have been identified in the e-Services Report for December 2024: 

1. Stakeholder Engagement: Strengthen collaboration with government 
institutions, private sector partners, and international stakeholders to 
foster a unified approach toward enhancing digital governance and 
service delivery. 

2. Operationalization of the National e-Government Plan (NeGP): 
Prioritize the full implementation of key components of the NeGP, 
focusing on streamlining public service delivery and improving overall 
government efficiency. 

3. Regional Development – Expanding Digital Infrastructure and ICT 
Services: Accelerate the expansion of digital infrastructure and ICT 
services across provinces, ensuring that regional development aligns 
with the national digital transformation strategy. 
 

4. Actualization of Digital Transformation Centres (DTCs): Focus on 
the establishment and operationalization of DTCs to provide digital 
skills training, foster innovation hubs, and serve as service delivery 
points, enhancing digital accessibility nationwide. 
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5. Implementation of Sectoral Digitalization Strategies/Plans: Ensure 
that all government sectors implement their respective digital 
transformation plans in alignment with the national strategy, fostering 
cohesive progress toward e-Government objectives. 

6. SMART Zambia Expansion and Innovation: Strengthen SMART 
Zambia’s role in driving ICT adoption, fostering innovation, and 
expanding digital government services, ensuring that digital solutions 
are at the forefront of public service delivery. 

7. Enhanced Public Service Automation: Focus on expanding the rollout 
of automated government services to improve efficiency, reduce 
bureaucracy, and enhance the convenience of accessing public services 
for citizens. 

 

CONCLUSION 
 

The Electronic Government Division continues to make significant progress 
in advancing e-Government services, focused on improving governance and 
public service delivery. By addressing key challenges, prioritizing 
infrastructure development, and fostering digital inclusion, Zambia is on a 
clear path toward building a fully integrated and efficient digital government 
ecosystem. The success of this digital transformation depends on sustained 
collaboration with stakeholders, continuous investment in ICT capacity 
building, and the adoption of innovative solutions to enhance service delivery. 
Strengthening policies, strengthening cybersecurity resilience, and expanding 
public awareness efforts will be essential to creating a digitally empowered 
Zambia, ensuring that the country remains at the forefront of digital 
governance in the years to come. 
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Addendum: E-Services Information 

This section provides a categorized summary of e-services delivered through the Government 
Service Bus (GSB) and digital transformation progress. 

A. Digitized Services Available on the Government Service Bus (GSB)  

1. Cadastre Department – 15 Services 
o Mining and Non-Mining Rights Reports 
o Amendment of a Mining Right or Mineral Processing Licence 
o Artisanal Mining Right 
o Authorized Registration 
o Document Search 
o Exploration Licence 
o Large Scale Exploration Licence Renewal 
o Mineral Processing Licence 
o Mineral Processing Licence Renewal 
o Mining and Mineral Processing License Area Charges 
o Mining and Mineral Processing Rights Licence Transfer 
o Alteration of a Mining Right or Mineral Processing Licence 
o Mining Licence Renewal (Artisanal, Small or Large Scale) 
o Mining Licence (Small or Large Scale) 
o Mining Right or Mineral Processing Licence Abandonment Certificate 

2.  Competition and Consumer Protection Commission – 6 Services 

o Application for Exemption 
o Application for Authorization - Mergers 
o Application for Authorization for Horizontal Agreements 
o Application for Authorization for Vertical Agreements 
o Application for Authorization of Investigation (Consumer Complaint) 
o Application for Negative Clearance 

3.  Customs Department – 1 Service 

o ZRA Customs Clearance Certificate (Beta Version) 
 

4. Department of Agribusiness and Marketing – 3 Services  
 

o Agricultural Export Permit 
o Agricultural Import Permit 
o Agricultural Transit Permit 

5. Department of Registration and Regulation – 12 Services 
o Co-operative Society Name Search 
o Amalgamation of Co-operatives Societies 
o Annual Return 
o Cancellation of Registration of a Co-operative Society 
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5. Department of Registration and Regulation – 12 Services 
o Co-operative Society Name Search 
o Amalgamation of Co-operatives Societies 
o Annual Return 
o Cancellation of Registration of a Co-operative Society 

o Division of Co-operative Societies 
o Inspection of By-Laws of a Co-operative Society 
o Investigation of Co-operative Affairs 
o Registration of a Co-operative Society 
o Registration of a Co-operative Society Comprising of a Company converted 

into a Co-operative 
o Registration of Amendments of By-Laws of a Co-operative Society 
o Registration of Change of Name of Society 
o Replacement of Lost Certificate of Any Registration 

6. Department of Fisheries – 6 Services 
o Angling License 
o Aquaculture License 
o Fishing License 
o Fish Export Permit 
o Fish Import Permit 
o Special Fishing License 

7. Department of Immigration - 13 Services 
o e-Visa 
o Immigration Asylum Permit 
o Immigration Cross Border Permit 
o Immigration Diplomatic Permit 
o immigration Employment Permit 
o Immigration Investors Permit 
o Immigration Residence Permit 
o Immigration Spouse Permit 
o Immigration Study Permit 
o Immigration Temporary Employment Permit 
o Immigration Temporary Permit 
o Immigration Transit Permit 
o Immigration Visiting Permit 

8. Department of National Parks and Wildlife- 16 Sevices 
o Apprentice Professional Hunter's Licence 
o Bird Hunting Licence 
o Certificate of Ownership of Trophy 
o Commercial Photography Permit 
o Hunting Licence - Non Resident 
o Hunting Licence - Resident 
o Hunting Outfitter's Licence 
o Permit to Export Wild Animals, Meat or Trophies 
o Permit to Hunt in a Game Management Area 
o Permit to Import Wild Animals, Meat or Trophies 
o Permit to Sell Meat of Game and/or Protected Animal 
o Professional Hunter's Licence 
o Renewal of Apprentice Professional Hunter's Licence 
o Renewal of Professional Hunter's Licence 
o Trophy Dealer's Permit 
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o Permit to Enter National Park or Bird Sanctuary 
9. Department of Tourism - 10 services 

o Casino Licence 
o Hotel Manager Exemption Certificate 
o Hotel Manager Practicing Certificate 
o Hotel Managers Registraion 
o Notification of Change of Layout of Casino 
o Renewal of Casino Licence 
o Renewal of Hotel Manager Exemption Certificate 
o Renewal of Hotel Manager Practicing Certificate 
o Transfer of Casino Licence 
o Variation of Casino Licence 

10. Department of Veterinary Services - 5 Services 
o Animal Identification Certificate 
o Laboratory Analysis Report for Livestock 
o Meat Inspection 
o Slaughter Permit 
o Stock Movement Permit 

11. Forestry Department – 10 Services  
o Forest Cord Wood Permit 
o Forest Produce Export Permit 
o Forest Produce Import Permit 
o Forest Produce Merchant Permit 
o Forestry Concession Licence 
o Forestry Domestic User Permit 
o Forestry Produce Conveyance Permit 
o Forestry Production Permit 
o Forestry Tree Felling Permit 
o Timber Export Permit 

12. Lands and Deeds Department – 30 Services 
o Lands Register Printout 
o Certification of Documents 
o Assignment for Subdivision 
o Conversion from provisional Certificate of Title to full Certificate of Title 
o Change of Name 
o Deed of Assent 
o Deed of Assignment 
o Deed of Easements 
o Deed of Exchange 
o Deed of Gift 
o Deed of Moiety 
o Deed of Partition 
o Deed of Rectification 
o Deed of Severance 
o Deed of Substitution of Diagrams 
o Deed of Transfer 
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o Permit to Enter National Park or Bird Sanctuary 
9. Department of Tourism - 10 services 

o Casino Licence 
o Hotel Manager Exemption Certificate 
o Hotel Manager Practicing Certificate 
o Hotel Managers Registraion 
o Notification of Change of Layout of Casino 
o Renewal of Casino Licence 
o Renewal of Hotel Manager Exemption Certificate 
o Renewal of Hotel Manager Practicing Certificate 
o Transfer of Casino Licence 
o Variation of Casino Licence 

10. Department of Veterinary Services - 5 Services 
o Animal Identification Certificate 
o Laboratory Analysis Report for Livestock 
o Meat Inspection 
o Slaughter Permit 
o Stock Movement Permit 

11. Forestry Department – 10 Services  
o Forest Cord Wood Permit 
o Forest Produce Export Permit 
o Forest Produce Import Permit 
o Forest Produce Merchant Permit 
o Forestry Concession Licence 
o Forestry Domestic User Permit 
o Forestry Produce Conveyance Permit 
o Forestry Production Permit 
o Forestry Tree Felling Permit 
o Timber Export Permit 

12. Lands and Deeds Department – 30 Services 
o Lands Register Printout 
o Certification of Documents 
o Assignment for Subdivision 
o Conversion from provisional Certificate of Title to full Certificate of Title 
o Change of Name 
o Deed of Assent 
o Deed of Assignment 
o Deed of Easements 
o Deed of Exchange 
o Deed of Gift 
o Deed of Moiety 
o Deed of Partition 
o Deed of Rectification 
o Deed of Severance 
o Deed of Substitution of Diagrams 
o Deed of Transfer 

o Digital Record Clearance Service 
o Discharge of Mortgage 
o Duplicate Certificate of Title 
o Lease Agreement 
o Miscellaneous Documents 
o Official Search 
o Registration of a Court Order/Judgement 
o Registration of Caveat 
o Registration of Mortgage Deed 
o Registration of Probate, Letters of Administration and Power of Attorney 
o Registration of the Common Leasehold Scheme 
o Remarks 
o Separate Certificate of Title 
o Withdrawal of Caveat 

13. Lands Department – 18 Services  
o Ground Rent 
o Ground Rent Bulk Application 
o Lands Tribunal Fees 
o Property Outstanding Balance Payment NLTP 
o Application for GRZ Houses/Flats 
o Application for Land through the Office of the Commissioner 
o Application for the Resettlements 
o Consideration of Site Plans for Numbering for Subdivision  
o Consideration of Site Plans for Numbering (Layout) 
o Consideration of Site Plans for Numbering (Single) 
o Consideration of Land Parcels 
o Changes / Cancellation of Trusts (Internal ) 
o Extension of Property 
o Issuance / Cancellation  of State Consent to Assign/Transfer / Gift 
o Land Lease and Title Registration 
o Numbering for Common Leaseholds 
o Numbering of Re-planned Property 
o Renewal of Lease 

14. Maritime and Inland Waterways Department – 2 Services 
o Vessel Surveyor’s Certificate 
o Vessel’s Registration Certificate 

15. National Registration and Citizenship- 6 Services 
o Birth Registration 
o Death Registration  
o Marriage Registration 
o National Registration for Aliens (Blue Card) 
o National Registration for Commonwealth Citizens (Pink Card) 
o National Registration for Zambian Citizens (Green Card) 

16. Patents and Companies Registration Agency- 21 Services 
o Annual Returns - Receipts of Statements of Accounts  
o Certificate of Existence (Printout) 



SMART ZAMBIA INSTITUTE

18

o Certificate of Status 
o Compliance Status 
o No-Change Annual Return 
o Notice of Change of Location of Receiver and Business Rescue Administrator 
o Notice of Statement of Company Affairs 
o Notice to Dispose off Company Assets 
o Request for Annual Return Invoice 
o Alteration in Capital 
o Application for Conversion of a Company 
o Application for Entity De-Registration 
o Change of Insolvency Details (Liquidator Address) 
o Change of Name 
o Name clearance  
o Name reservation 
o Notice of Alteration of Particulars 
o Notice of Appointment as Receiver, Liquidator or Business Rescue 

Administrator 
o Notice of cessation of Receiver/Business Rescue Administrator or Liquidator 
o Registration of New Business Entity 
o Registration of Corporate Account Manager 

17. Plant Quarantine and Phytosanitary Service – 13 Services 
o Farm Inspection  
o Fumigation Inspection 
o Export Inspection 
o Import Inspection 
o General Inspection 
o Issuance of Phytosanitary Certificate  
o Issuance of Plant Import Permit 
o Issuance of Plant Movement Permit 
o Laboratory Diagnostics 
o Registration of Fumigators 
o Registration of Plant Nurseries  
o Registration of Premises (Tobacco) 
o Registration of Treatment Facilities  

18. Registrar of Societies Search and Examination of Registers 
o Amendments 
o Annual Returns  
o Annual Return - With Amendments 
o Cancellation of Registration (by Applicant) 
o Copy of Extract from Document 
o Exemption from Registration of a Society  
o Filing Documents 
o Issuance of Duplicate Certificate 
o Registration of a Branch of a Registered Society  
o Registration of a Branch of an Exempted Society 
o Registration of Society  
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o Amendments 
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o Exemption from Registration of a Society  
o Filing Documents 
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o Reinstatement Registration 
o Society Name Reservation 

19. Road Transport and Safety Agency- 26 Services  
o Driving Test  
o Examination of Motor Vehicle ("Road Fitness") 
o Examination of Motor Vehicle ("Road Fitness") Bulk Application 
o Traffic Fines 
o Motor Vehicle Licence ("Road Tax") 
o Motor Vehicle Licence ("Road Tax") Bulk Application 
o Physical Vehicle Examination (Change in Registration Particulars)  
o Physical Vehicle Examination (Change of Ownership) 
o Physical Vehicle Examination (De-Registration)  
o Physical Vehicle Examination (Particulars Updating) 
o Physical Vehicle Examination (Re-Registration of Motor Vehicle) 
o Pysical Vehicle Examination (Registration of Motor Vehicle) 
o Renewal of Identity Certificate (Long Term)  
o Release of Information for Motor Vehicle 
o Driver's Licence Renewal (Duplicate) 
o First Timers Provisonal Driver's Licence 
o Long-Term Road Service Licence  
o Provisional Driver's Licence 
o Renewal of Long-Term Road Service Licence  
o Renawal of Public Service Licence  
o Road Service Licence Variation  
o Short-Term Road Service Licence  
o Temporary Registration of Motor Vehicle 
o Driving School Licence 
o Driving Instructor Licence 
o PSV Driver's Licence Renewal 

20. Seed Control and Certification Institute – 18 Services 
o Clearance of Imported Seed 
o Issuance of Certifying Agency Licence 
o Registration of Seed Growers 
o Seed Certificate  
o Seed Importer's Licence 
o Seed Industry Personnel Licenses 
o Seed Processing Licence 
o Seed Sampling and Sealing 
o Seed Seller's Licence 
o Seed Testing Licence 
o Training Seed Samplers, Inspectors and Analysts and Seed Growers 
o Variety Protection (Plant Breeder's Right) 
o Variety Registration (Release) 
o Variety Testing (Pre-Release) 
o Control Growing Tests 
o Field Inspection 
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o Issuance of Seed Labels 
o Seed Import Permit 

21. Survey Department – 12 Services  
o Application for Marking Off 
o Application for the Boundary Verification 
o Application for the Location of Beacons 
o Bulk Land Survey 
o Bulk Land Survey for Subdivisions  
o Issuance of Survey Diagrams for Already Surveyed Lands 
o Land Survey 
o Preparation of Supersede Diagrams 
o Preparation of the Certified True Copies (CTC'S) of original Survey Diagrams  
o Printing Services (Maps and Others) 
o Provide Mapping Services (Existing Geo-Information/Map/Image Products 
o Provide New Mapping Services (Geo-Information/Map/Image Products 

22. Tax Department – 1 Service 
o ZRA Tax Clearance Certificate (Beta version)  

23. Department of National Registartion, Passports and Citizenship (Passport 
Office) – 11 Services 

o Duplicate of Diplomatic Passport 
o Replacement of Passport (Over 16 years) 
o Replacement of Passport (Under 16 years) 
o New Diplomatic Passport 
o New Passport (Over 16 years) 
o New Passport (Under 16 years) 
o Renewal of Diplomatic Passport 
o Renewal of Passport (over 16 years) 
o Renewal of Passport (under 16 years) 
o Travel Document of Identity for Above 16 Years 
o Travel Document of Identity for below 16 Years 

24. Labour Department - 14 Services 
o Amalgamation of Employers’ Associations 
o Amalgamation of Trade Unions 
o Cancellation of Recognition Agreements 
o Change of Name or Address of Employers’ Association 
o Change of Name or Address of Trade Union 
o Lodging of Complaints 
o Monthly Labour Returns of Employment Agencies 
o Registration/Addendum of Recognition Agreements 
o Registration/Addendum/Extension of Collective Agreements 
o Registration as an Employer 
o Registration of Employers’ Association 
o Registration of Employment Agencies 
o Registration of Trade Union 
o Review and Attestation of Employment Contracts and Policies 

25. Water Resources Management Authority - 6 Services 



DIGITAL GOVERNMENT SERVICES REPORT 2024

21
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Office) – 11 Services 

o Duplicate of Diplomatic Passport 
o Replacement of Passport (Over 16 years) 
o Replacement of Passport (Under 16 years) 
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o Renewal of Diplomatic Passport 
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24. Labour Department - 14 Services 
o Amalgamation of Employers’ Associations 
o Amalgamation of Trade Unions 
o Cancellation of Recognition Agreements 
o Change of Name or Address of Employers’ Association 
o Change of Name or Address of Trade Union 
o Lodging of Complaints 
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o Registration/Addendum of Recognition Agreements 
o Registration/Addendum/Extension of Collective Agreements 
o Registration as an Employer 
o Registration of Employers’ Association 
o Registration of Employment Agencies 
o Registration of Trade Union 
o Review and Attestation of Employment Contracts and Policies 

25. Water Resources Management Authority - 6 Services 

o Application for Water Permit 
o Application to Drill Borehole 
o Borehole Registration 
o Engineers and Drillers Registration 
o Groundwater Drilling Licence 
o Thematic Maps 

26. Zambia Compulsory Standards Agency- 8 Services 
o Application for Annual Import Quality Certificate 
o Application for Pre-Import Clearance 
o Clearance of Used Motor Vehicles 
o Foreign Road Tank Vehicle Inspection 
o Issuance of Batch Certificate 
o Loacal Road Tank Vehicle Inspections 
o Permit to Supply 
o Timber Inspections 

27. Zambia Development Agency- 4 Services  
o Certificate of Registration (Enterprise) 
o Certificate of Registration (Investor) 
o MFEZ Developer License 
o MFEZ Operator Permit 

28. Zambia Environmental Management Agency – 19 Services  
o Emission Licence 
o Hazardous Waste Licence  
o Environmental Impact Assessment (EIA) Amendment 
o Ozone Depleting Substances Licence 
o Environmental Impact Assessment (EIA) Transfer 
o Environmental Impact Statement (EIS) 
o Licence Renewal 
o Licence Transfer 
o Lodge an Environmental Complaint 
o Environmental Project Brief (EPB) 
o Licence Amendment 
o Notice of Arrival, Possession, Assessment or Expiry of Product 
o Pesticide and Toxic Substance Label 
o Project Screening 
o Submit Returns 
o Pesticide and Toxic Substances Licence 
o Terms of Reference and Scoping Report 
o Strategic Environmental Assessment (SEA) 
o Waste Management Licence 

29. Zambia Police Service – 6 Services 
o Firearm Certificate  
o Cross Border Permit Interpol Motor Vehicle Clearance 
o Interpol Motor Vehicle Clearance  
o Permanent De-Regidtration of Interpol Motor Vehicle Clearance 
o Police Clearance Certificate (Fingerprints) 
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o Provisional Firearm Certificate  
30. Zambia Tourism Agency – 6 Services  

o Application for Grading Certificate  
o Renewal of Grading Certificate  
o Renewal of Tourism and Hospitality Licence 
o Tourism and Hospitality Licence 
o Transfer of Tourism and Hospitality Licence 
o Variation of Tourism and Hospitality Licence 

31. Department of Fisheries and Livestock Marketing -   
o Export Permit for Livestock 
o Import Permit for Livestock 
o In - Transit Permit for Livestock 

32. Department of Livestock Development – 1 Service 
o Artificial Insemination 

33. Zambia Compulsory standards – 8 Services 
o Application for Annual Import Quality Certificate 
o Application for Pre- Import Clearance 
o Clearance of used Motor Vehicles 
o Foreign Road Tank Vehicle Inspection 
o Issuance of Batch Certificate 
o Local Road Tank Vehicle inspections 
o Permit to Supply 
o Timber Inspections 

34. Occupational Safety and Health Services Department – 9 Services 
o Approving Factory drawings  
o Examination and testing of lifting Equipment 
o Examination and testing of pressure vessels 
o Factory inspections  
o Investigation of occupational accidents and diseases 
o Occupational hygiene surveys 
o Registration and renewal of factories 
o Request for occupational safety and health training 
o The appeal Process 

35. Social Security Department- 3 Services 
o Clients Satisfaction with Social security Services 
o Social security complaints resolution 
o Training request for pre and post retirement programme 
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B. Government Service Bus (GSB) Statistics as of 2024 

o e-Gov Systems Implemented - 35 
o e-Gov Services (ZamPortal) - 347 
o Service Requests Processed - 4 million 
o Customers Served- 548,000 
o Revenue Collected- K4,68 billion  
o Return on Investment - 850% 
o Systems integrated with ZamConnect - 55 
o National Data Registers (NDP) - 33  
o ZamPass users  - 252.048  
o Applied signatures (ZamSign)  - 947.870 
o Payment processors (ZamPay) - 14 
o Available payment methods (ZamPay) - 4 (Card, Mobile money, online 

banking, cash) 

C.  Digital Access Points 

i. Government Portals 
o National e-government service portal: https://zamportal.gov.zm 

o Citizen support portal: https://portal.citizensupport.gov.zm 

ii. Mobile Applications 
o ZamGov Mobile App 

D. Support: 

o National Call center number : +260 211 428600 or Short code 2008 
o DTC centers equipped for assisted e-service access 
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