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Banking and Financial Service
(Act No. 7 of 2017)

The Bank of Zambia Prohibition Against Unwarranted
Charges and Fecs Directives of 2018

1. PreambLE

The Bank of Zambia is charged with the responsibility of
ensuring sound business practices and consumer protection
mechanisms in the financial sector by the provisions of the Banking
and Financial Services Act, No. 7 of 2017 (BFSA).

The Bank of Zambia has determined that the imposition of
unwarranted charges and fees on the members of the public is an
atfront to the rights of the consumers of financial services.

The Bank of Zambia has also determined that the imposition of
unwarranted charges and fees threatens strides towards financial
inciusion in the country.

These Directives arc made by the Bank of Zambia pursuant to
the powers contained in section 167 of the Banking and Financial
Services Act, No. 7 of 20107.

2. Puwrost or THE DIRECTIVES

The purpose of these directives is 1o isolate and prohibit the
charges and fees which the Bank of Zambia deems unwarranted,

3. Dermimons

“Bank™ has the same meaning assigned to it under the Banking
and Financial Services Act;

“Financial Service provider’” has the same mcaning assigned
to it under the Banking and Financial Services Act;

“manager” means an officer of a tinancial service provider
who is in a position to control, direct. or influence
decision-making

“unwarranted charges and fees™ means such charges and
fees imposed by banks and financial institutions which
the Bank determines to be unjustifiable and undermines
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4. ArpLicaTioN oF DIRECTIVES

These Directives shall apply to ali financial service providers
operating in Zambia.

5. PROHIBITION OF UNWARRANTED CHARGES AND FEES

The imposition of charges and fees listed in Clause 8.0 by a
{inancial service provider is hereby prohibited.

The Bank may preseribe additional charges and fees o constituie
unwarranted charges and fees.

6. PusLicaTion oF THE DIRECTIVES

A financial service provider shall publicise the contents of this

Directive to its customers.
7. SancTiovs

General Penalty

A financial service provider that contravencs any provision of
these Directives commits an offence and is liable upon conviction,

e hi-re b o —

1o a fine not exceeding two hundred thousand penalty units or to
imprisonment for a peried not exceeding two years, or to both,

Administravive Penalties

(1) Notwithstanding the criminal sanctions provided for
under Directive 7.1, the Bank may impose adininistrative
sanctions on a financial service provider or a manager
that contravences the provisions of these Directives,

(2) The administrative sanctions that the Bank of Zambia
may impose may include any of the following:

(u} A caution not to repeat the conduct which led to the

non-compliance with a provisien of these Dircctives;

b) A reprimand;

() Adireetive to take remedial actions or to make specific
arrangements to redress the identified non-compliance;

(d) A rtesiriction or suspension of ccrtain specified
business activities;

(¢)  Asuspension of licence for a periad not exceeding six
months;

o) A suspension from office for a period not exceeding
six months;

(g} Aremoval from office;

(i) Publication of a public notice of any prohibition or
reyuirement imposed by the Bank under this part and
of any rescission or variation thercof and the notice
made if the Bank considers necessary will include a
statement of the rcason for the prohibition,
requirement, varialion or reseission;

(i) A fine not exceeding two hundred thousand penalty
wits,

8. UnwarranTen CHaRGES AND ['EES

The following charges and fees are deemed to be unwarranted
and arc hereby prohibited:

1. Charge for account opening for both Tocal and forcign
currency.

R
for over-the-counter withdrawals {(where the amount
and or denomirations being withdrawn cannot be
dispensed by the ATMs).

3. Charge for cash deposit made by a third party into a
customer’s account,

4. Automated Teller machine {ATM) surcharge.

5. Charge for cash deposit on Automated Teller machine.
6. Charge for aborted ATM cash withdrawals.

7. Charge for ATM pin rescl.

8. Charge on a basic Savings Account (without cheque

book) operating within contractual terms.

9. Monthly maintenance fees on basic savings accounts
(without cheque book).

10, Charge for transfer of funds between retail accounts
domiciled in the same bank.

Pl Charge lor transfer of an account from one branch to

another branch of the same bank.
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. Point of Sale (POS) vransaction {own bank customer

and other bank customers).

13. Additional charges arising from an initial charge generated
by the bank (where a customer’s account has been
overdrawn by a debit transaction initiated by the bank,
the customer will not incur charges for the overdrawn
balance),

4. Acharge for closure of u customer’s account, which has

operated for more than six months.

3

t5. Charge for re-activating a bank account.

6. Charge for statement of account upon closing of the
account, provided the customer has not received a free
statement for the month,

I7. Charge for Monthly Account Statement {(customers are
entitled to  fiee statement per month. However, a charge
may apply for any additional statement).

18. Charge for balance and other account inquiries by a
customer over the counter or any clectronic platform.

19, Initial debit card issuance fees.

20 Debit card maintenance and renewal foes (annual,
quarterly or monthly).

21, Charge on inward local fund transfersincluding on RTGS
system and Electronic Funds Transfer (EFT).

22. Chargeon inward international funds transfer where the
remitter bears the full cost,

23. Charges for amendment or cancellation of a standing
order.

24. Ledger fees per entry on a current or sa vings account.

25. Commission on turnover activitics on the account.

206. Fecs on debit transactions.

9. EFFECTIVE DATE OF DIRECTIVES
These Directives shall come into force on such day as the Bank
shall preseribe.
B. K. E. Ng"anou (Dr),

291h 08/ 2018 Deputy Governor - Operations

Gazerre Nomice No. 732 oF 2018 [82825064

The National Payment Systems Act
{Act No. | of 2007)

The National Payments Systems Directives on Processing of
Preet Debit and Credit Instructions and funds transfers on
the Zambia Interbank Payment Settlement System, 2018

PREAMBLE
Wugnias, the Bank of Zambia 1s entrusted with the responsibility
of regulating, oversecing and maintaining an cfficient and safe

Interprelations
2. In these Directives unless the context otherwise requires—

“Act” means the National Payment Systems Act, 2007;
“Ageit” means a person or entity appointed by a
Designated Institution to provide direct debit and
credit clearing/electronic funds transfer related services
on its behalf;

“Bank™ means the Bank of Zambia established under
Article 213 (1) of the Constitution of the Republic of
Zambia and scction 3 of the Bank of Zambia Act;

“Designated Institution” means an institution authorised
by the Bank to provide funds transfer related services in
Zambia through Direct Debit and Credit Clearing
(DDACC) or the Zambia Interbank Paymeut Setilement
Systems (ZIPSS).
“Person” shall have the meaning as assigned in the Act:
“Straight-through-processing” means an initiative used
Lo optimize the speed at which transactions are processed
through the use of a set of operations and technology
solutions that eliminate manual processes.
3. All other capitalized terms used herein and not otherwise
defined in these Directives shall have the same meanings as those
defined in the Act.

Application

4. These Directives shall apply lo Commercial Banks, Bank
of Zambia and to any persen conducting or offering to conduct the
service of Processing of Direct Debit and Credit Clearing (DDACC)
Instructions or funds transfers on the Zambia Interbank Payment
Settlement Systems (ZIPSS).

Authority of the Bank

5. (1) The Bank shall be the regulatory authority for the
purposes of giving effect to these Directives,

(2) The Bank may, subject to such conditions as it may consider
necessary, delegate to any person the performance of any of the
powers conferred upon the Bank, in these Directives,

(3) The Bank may require a designated institution to furnish it
with details of any of its operations.

(4) The Bank may require access 1o the designated institution's
operations, data and Agents.
PART I
SERVICE STANDARDS AND RESPONSIBILITIES
6. Each person providing funds transfer related services in

—————PAFeH-System—H—Aambia

Wiizreas, the processing of direct debit and credit clearing
{DDACC) instructions and funds transfers on the Zambia Interbank
Payment Settlement System (ZIPSS) is an integral part of the
instruments of payment in Zambia; and

Whgieas, the Bank of Zambia continues to act in furtherance of
enhanced safety and efticient processes related to direct debit and
credit clearing (DDACC) instructions and funds transfers on the
Zambia Interbank Payment Settlement System (ZIPSS).

Now Tiererork, in exercise of its powers contained in section
forly-three of the National Payment Systems Act, the lollowing
Directives arc hereby made:

PART |

Prevminany
Short vidle
I, These Directives may be cited as the National Payments
Systems Direclives on Processing of Dircct Debit and Credit Clearing
({DDACC) Instructions and Funds Transfers on the Zambia
Iierbank Payment Settlement System (ZIPSS), 2018.

Zambia Interbank Payment Settlement System (ZIPSS) shall

(a)  ensure that the person's customers are aware of the
person’s obligations provided in Schedules |, 11, 11
and IV.

(b)  ensure that the person's customers are aware of their
obligations provided in Schedules I1, 11T and 1V.

(c)  display Schedules I, I, 1l and IV prominently at
cvery place where the person offers the service.

(d4)  comply with the person’s obligations stipulated in
Schedules 1, I, 111 and 1V,

PART I
PenaLTies ForNon-CompLiance with DIRECTIVES
7. A person that contravenes these directives shall be guilty of
an offence and shall be liable to a fine not exceeding two hundred
thousand penalty units or for a term of imprisonment not exceeding
three years, or both,

b T



31st August, 2018 Zambia Gazette 671

PART IV
Miscrn axpeous Provision

8. The Directives shall come into foree on the day that they are issucd by the Bank.

SCHEDULE

SERVICE STANDARDS

The following shall be the minimum service standards which shall apply w funds transfer reluted services through Direct Debit and
Credit Clearing (DDACC) or the Zambia Interbank Payment Settlement System (ZIPSS):
1. Direct Credits Transmission and Settlement times
Where customer instruciions are Beneficiary s account af the receiving

Sessions Processing Timo received by the following times: bank 1o be credited no tater than:

Elecironic lnsiruction  Manual Insiruction

One 08.00 10 9.30 Hours 09:00 Hours 08:30 Hours 10:30 Hours
Two up 1o 11.30 Hours 11.00 Hours 09:30 Hours 12:30 Hours
Three up to 14:00 Hours 13:30 Hours 11:30 Hours 15:00 Hours
Four®* up to 1500 Hours 14:30 Hours 13:00 Hours 15:45 Hours

* Instructions submitied after final cut off tomes that is 1430 hours for electronic channels and 13:00 hours for manual instructions may
be processed in session one of the next business day. Funds which are not credited to the beneficiary customer s account shall be returned
to the originating customer s gccount in the following session.

2. Direct Debits Transmission and Settlement times

A service provider Paving customers  Service provider s Account ar the
Sessions Pracessing Time shall submit valid acecount ai the receiving bank to be Credited
instructions by: recerving bank to be  irrevocably by collecting bank no
debited no later later than:
than®:
One 08:00 10 09.30 Hours (9:00 lours 10:30 Hours 16:00 Hours
Two up to 11:30 Hours 11.00 Hours 12:30 Hours 10:30 Hours Next Business Day
Three up to 14:00 Hours 13:30 Hours 15:00 Hours 12:30 Hours Next Business Day
Four up to 15,00 Hours Not Applicable Not Applicable Not Applicable

FA paving customer shall ensure that sufficient funds are provided on the respective account on the due date.

3 Zambia Interbank Payment and Scttlement System (ZIPSS) Transmission and Settlement times
Description Processing Time Where customer instrictions are Beneficiary s uccount at the receiving
received by the following times: bank to be credited no later than *:
Electronic Instruction Manual Instruction
Customer 08.15 to 16:00 hours Not fater than Not later than 14:30
Payments on 15:00 hourshours, mstruction shall be One (1) hour after successful
Z1PSS processed within one settlement on
(1} hour from the Lime ZIPSS.

such payment instructions
arc submitted by the
customer,
* Instrwections subminied after final cut off times, that is 15:00 hours for electronic channels and 14:30 howrs for manual instructions. may

be processed an the next business dav. Funds whichk are not credited 1o the beneficiary customer s account shall be retnrned to the
originating customer ¥ account in no later than one (1) hour after successful settlement on Z{PSS.



672

Zambia Gazette

31ist August, 2018

SCHEDULE N

DIRECT DEBIT AND CREDIT CLEARING (DDACC)
CUSTOMER RESPONSIBILITY

Requissting Customer

As a customer requesting for a direet debit and credit clearing
(DDACC) transfer service, you have the following responsibilitics:

. Ensure that your account is adequately funded for the
DDACC transfer to be effected.

2. Ensure that your DDACC (ransfer instruction is time-date
stamped when you manually deliver an instruction 1o your bank.

3. Ensure that you provide correct delails of the following in
your instruction:

fa) Your identification details:

(i} Surname (if individual) or registered name
of entity.

(it} First name(s) ifindividual,

(it} Identification number (NRC, Passport,
PACRA Number, TPIN or your Service
Provider Account Number in your service
provider's system (c.g. NAPSA, LWSC,
LESCO or DSTV, elc).

(iv)  Bankaccount number (13 digirs).

(v}  Phonenumber,

(b} Beneficiary's bank details:

{i) Beneficiary’s full names.

(ii) Beneliciary's bank account number (13
digits).

(i) Beneficiary’s bank name.

(iv) Beneficiary's branch name or sort code.

f¢) Transaction details:

(i) Kwacha amount to be transferred (both
figures and words),

(i) Description of the transaction.

(i) Date of transaction being paid for (Month

and Year).

4. Be honest and conduct sincere dealings on your bank
account.

5. Subscribe 1o receive electronic notifications to track
transacuions,

6. You have the right to query funds ransfers thal are not
processed as per service standards. (Refer to the section on
Complaints Pracedure.)

AnpIrIoNAL RESPONSIBIITIES For A Dikcer Depir InsTRUCTION

Ior a Diveet Debit Transfer, as a customer, you have the following
additional responsibility:

1. Ensure that you do not sign up for direct debit

TITAMECITITTT T 7 s

astanding order arrangement, Note that bouncing of direct
debit instruction attracts penalties in accordance with
the National Payment Systems Act. In line with the
National Payment System Directives on Cheques and
Direet Debits (Issued on Insufficiently Funded Accounts)
2010, your bank shall;

- Charge a penalty on your account for every
bounced direct debit instruction:

- Submit account details to the Credit
Reference Bureaw for ¢very bounced direct
debil transaction: and

- Withdraw the direct debit mandate
arrangement where a direct debit transaction
bounces three times in iwelve consecutive
months,

Recuvina/Benericiary Cusromer

As a receiving customer of DDACC transfer, you have the
following responsibilitics:

1. Ensure that you provide correct details of your account
1o the sender/payer;

2. Be honest and conduct sincere dealings on your bank
account;

3. Ensure you do not withdraw funds that have wrongly
been credited to your account. Kindly report to your
bank on such funds immediately;

4. Subscribe to receive electronic notifications to track all
activilies on your accounts,

Nove: The bank has the right to debit all funds wrongly credited
to your account including acerued interest thercon to correct
the anomaly without obtaining your prior authority,

SENDING BANK RESPONSIBILITIES
Senping Bank or Dirgct CrepiTs
As the bank sending your direct credit transfer instruction, we
have the following responsibilities:

L. We shall ensurc that your DDACC wansfer instruction is
time-date stamped when we receive il at our bank for
processing,

2. We shall process funds transfer instructions in line with
the service standards;

3. We shall publish the bank sort codes for our customers”
usc;

4. We shall sensitize our customers on proper account
conduct/usage; and

5. Where you have a complaint, we shall endeavor to resolve
the issuc within seven (7) business days, see complaints
procedure.

SENDING BANK OF DIRECT DEBITS
As a sending bank of direct debit files,
responsibilities:

I. Weshall casure that we send a direct debit file to a Paying
Bank on the respective due date;

2. Weshall ensure that only a valid direct debit transaction
is senl to a Paying Bank as prescribed in the Zambia
Electironic Clearing House (ZECH) rules;

3. We shall ensure that we forward a duly completed direct
debitmandate to a Paying Bank an behalf of each service
prover,

RECEIVING BANK RESPONSIBILITIES
As the bank receiving your DDACC credit transfor instruction,
we have the following responsibilities:
I. We shall apply credit to your account in line with the
service standards;
2. Weshall reverse all wrongly credited amount from your
account uas soon as the anomaly is discovered without

| oblaining authority from vou:

we have the following

3. We shall publish the bank sort codes for our customers'
use; and

4. We shall ensure that we provide you with electronic
notifications to track all activities on your account.

As a Paying Bank of direct debit files, we have the following
responsibilities:

1. Shail ensure that you validate a direct debit transaction
against o valid mandate;

2. Shall ensure that you rejeet a direet debit transaction
that is not supporied by a valid mandate in line with
ZECH rules;

3. Shall ensure to colleet and remit regulatory penatties
when a customer bounces a direct debit transaction duc
to insufficient funds;

4. Shall ensure that a customer that bounees a dircet debit
transaction due to insufticient funds is reported to the
Credit Reference Burcau in line with the National
Payment System Directives on unpaid cheques and
direet debit transactions; and
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5. Shallwithdraw the divect debit mandate srvangement where
a customer bounces a direct debit wransactions three
transactions in Lwelve consecutive months.

SCHEDULE 11
RTGS SYSTEMS/ZIPSS
CUSTOMES RESPONSIBILITIES
RTGS stands Tor real-time gross settlement, which is a system
that allows commercial banks to send funds to other banks in Zambia
in real-time on behalf of their customers (individual or companics)
or on their own behalf. The sysiem does not have a minimum or
maximum limit on the amount that can be transierred. The RTGS
system is also referred 1o as the Zambia Interbank Payment and
Settlement System (Z1P58).
As the Sending customer of an RTGS/ZIPSS transfer, you have
the following responsibilities:

1. Ensure that your account is adequately funded for the
RTGS/ZIPSS wansfer to be clfected;

2. Ensure that your RTGS/ZIPSS wansfer instruction is
time-date stamped when you manually deliver it to your
bank;

3. Ensure that you provide correct details of the following
in your instruction:

) Your identilication details:
{1} Surname (if individual) or registered
name of entity
(1) First name(s) f individual
(iti)  Identification number (NRC,
Passport, PACRA Number, 7PIN)
(iv)  Bank account number (13 digits)
(b} Beneticiary's bank details:
(i) Beneficiary's name
(i)  Full beneficiary's bank account
number (13 digits)
(i) Beneliciary's bank name
(¢} Transaction details:
(i)  Amount to be transferred (both
hgures and words).
(i) Description or purpose of the
{ransaction.

4. Be honest and conduct sincere dealings on vour bank
account;

5. Ensure you subscribe to receive electronic notifications
to track all account activities on your accounts; and

0. Ensure that you report delayed transfers from your
account that are not processed within 24 hours [rom time
they are delivered 1o vour bank,

1. We shall pur in place mechanisins including straight-
through-processing (STP) to ensure timely processing of
vour payment instruction received through clectronic
channcl;

2. We shall ensure that your RTGS transfer instruction is
time-date stamped when we receive it for processing;

3. We shall process your transaction within one (1) hour
from the time that we receive your transter instruction to
transfer funds through the RTGS/ZIPSS when the
instruction is reccived before 14:30 hours:

4. We shall ensure that all payment instructions we receive

{from you after 14:30 hours are at the latest processed by

09:00 hours of the next business day:

We shall effect all funds transfer instructions through the

RTGS/ZIPSS withoul restrictions in terms of minimum

OF MAXHNUMm amount;

6. We shall sensitise you as our customers on proper account
conduct; and
7. Where you have a complaint, kindly refer 10 the
complaints procedure for guidance on to make a
complaint,
RECEIVING BANK OBLIGATIONS
As The Bank receiving vour RTGS/ZIPSS transfer, we have the
following responsibilitics:

un

1. We shail put in place mechanisms including straight-
through-processing (571P) to ensure timely processing of
your payment instruction;

2. We shall credit the RTGS/ZIPSS transactions to your
account as soon as scitlement has taken place on the
RTGS/ZIPSS;

3. In exceptional cases that manual intervention is required

for such settlements to be cfiected on the core banking
systein. such interventions shall not take more than one
(1) hour after successful settlement an RTGS/ZIPSS: and

4. We shall reverse all amounts wrongly credited to your
account as soon as the anomaly is discovered without
obtaining authority {rom you.

SCHEDULE IV
COMPLAINTS PROCEDURE

1. Where you have a complaini, we shall resolve the problem
within seven (7) business days. The complaint procedure
shall be as follows:

() Lodge formal complaint with our bank and ensure that
we acknowledge receiprt of the complaint;

(b} I the matter remains umresolved after seven (7) days,
you may write to the Chairman of the Bankers’
Association of Zambia enclosing copies of all
correspondence lor consideration, The address of the

As a beneficiary customer of an RTGS/ZIPSS transfer, vou have
the following responsibilities:

7. Ensure that you provide correct details of your account
ta the sender/payer,

8. Be honest and conduct sincere dealings on your bank
account;

9. Ensure you do not withdraw funds that have wrongly
been credited to your account. Kindly report to your
bank on such funds, and

HL Iosure you subscribe to reccive electronic notifications
1o track all activilics on your accounts,

Note: The Bank has the right to debit all funds wrongly credited
fo your account including acerued interest thercon 1o correet the
anomaly without obtaining your prior authority,

SENDING BANK OBLIGATIONS

As The Bank sending your RTGS/ZIPSS wransler transaction,
we have the following responsibilities:

Bankers' Associaton of Zanhia is as follow %
The Chairman,
Bankers’ Association of Zambia
Mukuba Pension House, Dedan Kimathi Road.
Box 31936
LUSAKA
ZAMBIA
E-mail: bazrecrerariandibaz.co.zin
(¢} If you arestitl in dispute and the matier remains unresolved
after seven (7) days of submission to the Chairman of
BAZ. you may appeal to the Bank of Zambia on the
following address;
The Director — Banking, Currency & Payment System
Bank of Zambhia
Box 30080
LUSAKA
ZAMBIA
E-mwil: pricchoz.zm

B, B, K. E. Na"annu
Deputy Governor = Operations



