




Preamble

This Client Service Charter serves as a commitment to our clients, stakeholders, and the communities we serve, 
outlining our service standards, responsibilities, and the rights of our clients. The Charter outlines our pledge to 
provide exemplary service, ensuring that their needs and expectations  are met with integrity, efficiency and 
respect.

1. Our Vision 

2. Our Mission 

To regulate, conserve and enhance capacity in sustainable management and utilisation of forest resources
.

3. Our Mandate

To ensure the development, conservation, protection and sustainable management and utilization of all forest 
resources of Zimbabwe.

4. Our Core Values

The Core Values of the Forestry Commission of Zimbabwe are
· Integrity 

Forestry Commission staff shall ascribe to high standards of transparency and ensure 
accountability in conduct of their business.

· Professionalism 
Decision making will be based on current scientific knowledge and best practices.

· Results Oriented 
Forestry Commission will pursue timely attainment of targeted results at all levels.

· Innovation 
Forestry Commission will encourage and reward creativity in work performance among staff.

· Teamwork
Forestry Commission will embrace mutual support and respect. 

5. Our Commitment

We are committed to:
· Providing timely, efficient, and accessible services to all our clients.
· Upholding the highest standards of professionalism and integrity in all interactions.
· Actively engaging and consulting with stakeholders in decision-making processes.
· Promoting transparency, accountability, and responsiveness in all our activities.
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     6. Departments / Units 

Conservation and Extension Division 
The function of this Division is to; 1) Oversee the conservation of gazetted forests located mainly on the fragile 
Kalahari Sands of western Zimbabwe by implementing various conservation strategies, and 2) to provide forestry 
extension and regulation services

Research and Training Division 

This Division has the research and development responsibility which generates appropriate technologies to enhance 

the contribution of the forestry sector to the national GDP as well as improving rural livelihoods and incomes on a 

sustained basis. The Training wing encompasses the Zimbabwe College of Forestry located in Mutare which trains 

technical forestry personnel by offering certificate and diploma level training in forestry, saw doctoring and wood 

technology. 

Finance and Accounting 

 The Finance and Accounting department oversees the financial management of funds allocated by Government and 

generated through revenue-generating strategies. Its responsibilities include ensuring compliance with statutory 

requirements and Accounting Officers' Instructions, monitoring the financial performance of programs and projects, 

preparing and coordinating departmental budgets and managing assets and inventory.

Human Capital Development and Administration

This department coordinate and guides staff related issues within the organization. This includes human resource 

planning, performance management, development of HR policies, employee relations, health and safety initiatives, 

HR information management, research to improve conditions of service, and providing registry services.

Internal Audit Management

Ensures integrity of management and control systems. It assesses the cost-effectiveness of projects, conducts risk 
assessments and mitigation strategies, and provides independent assurance to Board and management on financial and 
operational practices.

Information and Communications

This is the official spokesperson of the Forestry Commission, also responsible for maintaining and improving Forestry 

Commission's visibility through various strategies ie planning and implementation of exhibitions, shows, fairs and 

outreach events, planning and implementation of public image strategies and improving media relations

Business Development & Marketing

This unit is responsible for the formulation of business development and resource mobilisation strategies; conducting 

market research on sales and business trends and analysing Forestry Commission pricing of its products and services. 

The Unit also performs the marketing function of Forestry Commission's products and services.

Corporate Planning

Is responsible for Forestry Commission strategic planning and implementation monitoring; ensuring that planning, 

monitoring and evaluation systems are in place throughout the organization; ensuring compliance by Forestry 

Commission with statutory obligations and international treaties and conventions.
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Procurement Management Unit

Procurement Management function entails the acquisition of goods, services and or works and the disposal of assets as 

and when the need arises.

Corporate and Legal Services 

Is the Board Secretariat and legal advisor to all departments. The unit is responsible for reviewing of contracts; liaising 

with external lawyers; lobbying for legislative reforms and monitoring compliance with good corporate governance 

best practices and legislation.

    7. Internal Clients
· Forestry Commission Staff
· Board of Commissioners
· Ministry of Environment, Climate and Wildlife

8. External Clients
· District Councils
· Forest Industry/Private Sector
· Tourists/Hunters
· Regional Bodies
· Research/Education Institutions
· Schools and Colleges
· (Ministry of Education)
· Conservation Bodies
· Relevant Government Ministries and Departments such as Agritex, EMA, Zimbabwe Parks & Wildlife 

Management Authority
· Comptroller & Auditor General
· Treasury- Ministry of Finance
· Non-Governmental Organisations & Civil Society Organisations 
· Development partners / Donors
· Farmers, Communities, Community Based Organisations
· Pressure/Interest/Lobby/ Advocacy groups
· State Enterprises Reform Agency (SERA)
· Corporate Governance Unit (CGU)
· ZIDA
· ZIMRA

Service commitments and Standards
Our general standards of service to our clients shall be as follows:-

Continuous Improvement regarding:-
· Responsiveness to all queries
· Clear communication of information
· Provision of accurate information
§ Provision of consistent, accurate and impartial advice to clients
§ Strive to provide reasonable response time regarding our services.
§ Continuously train staff to be friendly, helpful, respectful and sensitive to clients' individual 

needs, explaining, and listening carefully to individual requirements and views.
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10. Clients Rights
· Information: you are entitled to complete, accurate and timely information
· Identification: You have the right to request for identity of the officer(s) serving you
· Communication: It is your right to be treated with respect and to have information requested from you to 

be treated confidentially.
· Enquiries: You are entitled to make inquiries at any time within the official working hours and to raise 

genuine complaints.
· Courtesy: It is your right to be treated politely and with courtesy.
· Services: You have a right to quality, non-discriminatory and timely service.
· It is your right to lodge complaints.
· It is your right to demand a receipt upon payment of any money charged for the services by the Forestry 

Commission.

11. Client Responsibilities/Obligations
As a client, you are responsible for:

· Accurate Information: You are obliged to make available, accurate and timely information to enable us 
to provide you with services.  Where called upon to make known information, you are obliged to disclose 
and produce all relevant information, records and documents.

· Courtesy and Consideration: You are obliged to be courteous and respectful to our staff and other clients
· Rules and Regulations: You are obliged to acquaint yourself with the rules, regulations and other legal 

instruments which govern the operations of the Forestry Commission.
· Fighting Corruption: It is your obligation to help the Forestry Commission combat corruption by not 

offering inducement by way of gifts and offers to staff, or to solicit the same in return for services.  You are 
obliged to report any case of corruption to the Forestry Commission or any other relevant authority.

12. Review of Clients' Charter
This Client Service Charter is a living document and will be reviewed annually to ensure its relevance and 
effectiveness in meeting the needs of our clients. 

13. Feedback Mechanism
 Forestry Commission is committed to providing the best service to our clients in a friendly and courteous manner.  
We are aware that feedback on our performance and suggestions for improvement can help us do better, and these 
will be taken seriously and dealt with as quickly as possible.  Wherever possible we shall place boxes at vantage 
locations in our offices to facilitate customer feedback. 
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You can also contact us through the following channels;

(
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