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INTRODUCTION

The Roads Fund Administration is a government agency which was 
established in 2006 by the Roads Fund Administration Act as part of the 
key reforms that took place in the road transport sub-sector to enhance 
transparency and accountability and fiscal discipline in the sector.

The Roads Fund Administration was created alongside the Roads Authority 
from the then National Roads Authority.  The statutory objectives of the 
Roads Fund Administration are to raise, administer and account for funds 
for the construction, maintenance and rehabilitation of public roads 
in Malawi.  The Roads Authority, on the other hand, is responsible for 
managing the road network and ensuring that it is in good maintenable 
condition at all times.

The Roads Fund Administration reports to the Ministry of Finance, 
Economic Planning and Development and the Roads Authority reports to 
the Ministry of Transport and Public Works.
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The main functions of the Roads Fund Administration are as follows:
• Administer and manage the Roads Fund
• Prepare and publish audited annual accounts of the Roads Fund
• Recommend to the Minister Fuel levy and other road user charges and tariffs 

as required
• Allocate financial resources

For the construction, maintenance and rehabilitation of roads based on a 
percentage of the approved  annual work programs of the Authority and for 
traffic and road safety management
• Arrange for the collection of monies assigned to the Roads Fund 

Administration
• Identify other sources of funding
• Co-ordinate and ensure total and timely accountability of the Roads Fund
• Arrange for the collection of road user charges by agents assigned for the 

purpose
• Prepare and publish procedures for the disbursements from the Roads Fund
• Specify the requirements for certification of direct payment for works
• Review the annual expenditure programs of the Administration
• Monitor through financial and technical audits the use of funds disbursed to 

the Roads Authority for maintenance and rehabilitation of roads.
• Do all such things as are necessary for achieving the purposes for which the 

Administration and the Roads Fund are established.

POWERS OF THE ROADS FUND ADMINISTRATION

For the better performance of its functions, the board, subject to the provisions 
of the roads fund administration act and any other written law, has power:-
1. To raise money in the form of road user charges;
2. To publish, from time to time, such technical or other information as it deems 

necessary or expedient for the promotion of the funding of the construction, 
maintenance and rehabilitation of public roads;

3. To enter into financing agreements with the Roads Authority for the funding of 
approved road programs; and

4. To raise, on behalf of the Roads Fund Administration, subject to the Public 
Finance Management Act, monies by way of loans or bank overdrafts on 
such reasonable terms and conditions as the Board may, in writing, agree 
with the lender.

MAIN FUNCTIONS OF THE ROADS FUND ADMINISTRATION
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VISION
A leader in public funds management for an improved public road 

network in Malawi
 

MISSION
To mobilize, administer and account for funds for the construction, 
maintenance and rehabilitation of public roads in an economical, 

efficient, effective, transparent and sustainable manner for the benefit of 
road users in Malawi.

 
CORE VALUES

•	 Integrity
We observe high standards of ethical behavior and professionalism. Our 
dealings with each other, with implementing agencies and stakeholders 
will be conducted to the highest standards of ethical behavior and 
professionalism. 

•	 Accountability
We accept responsibility of our actions and omissions.  We will welcome 
scrutiny and hold ourselves answerable to the performance of our 
functions and responsibilities. 

•	 Staff Focus
Our staff is our most valuable resource.  We will create and maintain a 
good working environment for our staff.

•	 Teamwork
We work as a team.  We will collaborate with the implementing agencies 
and stakeholders in recognition of the contribution each of us makes to the 
common purpose of improving the public road network in Malawi.
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OBJECTIVES OF THE CLIENT SERVICE CHARTER
This Client Service Charter describes how the Roads Fund Administration 
will provide excellent services to its clients and to their expectations. The 
charter also aims at enhancing the level of awareness and accountability 
of Roads Fund Administration on its critical role in improving the road sector 
performance.

It includes elaborations on the core activities, norms and values as well 
as adopted standards of service including the clients’ expectations, 
responsibilities and methods of relaying their feedbacks to Roads Fund 
Administration.

This charter is prepared in line with good governance and best practices after 
consulting all key stakeholders in the road transport sub-sector in Malawi.

PRINCIPLES OF SERVICE DELIVERY AND STANDARDS OF RFA
The service standards outlined below provide the benchmark against which 
the Roads Fund Administration performance will be measured.

1. The Roads Fund Administration shall be results oriented, and will provide 
prompt, accurate and relevant response(s) to enquiries from the clients and 
enable the clients to contact the person best placed to assist them.

2. The Roads Fund Administration shall be honest, professional and 
accountable, and will observe ethics, accept responsibility for its actions, 
and learn from its mistakes; will inform its clients about obligations, and 
about decisions that affect them, including information on government 
policies related to the Roads Fund Administration.

3. The Roads Fund Administration shall be client and stakeholder focused and 
will work with clients and stakeholders to deliver outputs as expected by the 
Government in order to meet the general public needs and expectations. 

4. The Roads Fund Administration shall consult widely to gain the views of their 
clients and stakeholders about future policy directions and service delivery 
strategies, including the use of clients’ feedback to monitor and improve 
Roads Fund Administration performance. 

5. The Roads Fund Administration shall strive to ensure that value for money is 
observed in the roads construction and maintenance activities.

Client ServiCe Charter November 2015

3



THE ROADS FUND ADMINISTRATION’S MAIN CLIENTS
The Roads Fund Administration clients and stakeholders include any person or any 
organization we provide a service to or who has an interest in what we do. 

The main clients of the Roads Fund Administration include, but are not limited to 
the following: 
1.  The Ministry of Finance
2.  The Ministry of Transport and Public Works
3.  The Ministry of Local Government and Rural Development
4.  The Roads Authority
5.  The Directorate of Road Traffic & Safety Services
6.  The Traffic Police
7.  The Donor Community active in the road subsector
8.  Members of Parliament
9.  Local Authorities
10. Community Road Maintenance Clubs
11. Contractors and Consulting Engineers
12. Road Users
13. Malawi Revenue Authority
14. Malawi Energy Regulatory Authority
15. National Construction Industry Council
16. Suppliers of goods and services
17. Banks and other Financial institutions
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ROADS FUND ADMINISTRATION RESPONSIBILITY TO THE CLIENTS
The Roads Fund Administration shall always be committed to quality service 
delivery in order to effectively fulfill its obligations.  As such, the service standards 
outlined below shall provide the benchmark against which the Roads Fund 
Administration’s performance will be measured.

Service Standards pertaining to Communications
• Letters received will be responded to within 5 working days - with exception to 

those requiring a longer time in the process of decision making or collection of 
information.

• E-mail communications received will be responded to within 24 hours except 
for those requiring a lengthy process and decision making by relevant top 
executives, which may take up to 5 working days depending on the demands 
involved.

• Telephone calls will be responded instantly as the conditions will allow, including 
timely relay of the information communicated to respective officials for action.

• Roads Fund Administration shall ensure that there is clarity in its communications 
for the clients’ best comprehension.

Service Standards pertaining to Payments
• All payments shall be made within 7 days from date of receipt of relevant 

invoices and interim payment certificates.

Service Standards to Ministry of Finance
The Ministry of Finance signs Financing Agreements with various donors on behalf 
of Roads Authority and Roads Fund Administration.  The Ministry of Finance also 
plays an advisory role to Roads Fund Administration on financial matters through 
Secretary to Treasury.  As such:
• Roads Fund Administration shall ensure that Disbursement Reports are submitted 

to the  Ministry within 10 days after the disbursement.
• Roads Fund Administration shall submit financial reports to the Ministry on 

quarterly basis.

Service Standards to Roads Authority
Roads Fund Administration shall:
1. Remit to the Roads Authority funds for its operations and capital expenditure 

monthly based on  signed Annual Financing Agreement by the 20th of the 
preceding month.

2. Provide input and feedback during the preparation of the Annual National 
Roads Programme within 10 working days from receipt of the draft.

3. Ensure that capital expenditure funds for the Roads Authority are paid within 5 
days from receipt of the request.

4. Ensure that feedbacks on conducted technical and procurement audits are 
availed to the Roads Authority within one month from receipt of such reports 
from the auditors.

5. Monitor the effective and efficient use of funds disbursed to the Roads Authority 
through undertaking monitoring visits on a quarterly basis.
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Service Standards to Ministry of Transport and Public Works
The Ministry of Transport and Public Works provides key input for road policy in 
Malawi.  The Annual National Roads Programme produced by Roads Authority is 
approved by the Minister of Transport and Public Works before it is submitted to the 
Roads Fund Administration for funding.

The Roads Fund Administration shall share information that may be requested for 
annual funding and allocations within 3 working days from date of receipt of the 
request.
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Service Standards to Malawi Revenue Authority
The Roads Fund Administration has an agency agreement with the Malawi 
Revenue Authority for the collection of international transit fees at all border posts.  
Previously, the Malawi Revenue Authority collected in all border posts except at 
the country’s four busiest borders at Songwe, Mchinji, Dedza and Mwanza, where 
the Roads Fund Administration collected on its own. The collection responsibility at 
these border posts now rests with the Malawi Revenue Authority as an agent.

The Roads Fund Administration collects, on behalf of the Malawi Revenue 
Authority, Value Added Tax (VAT) from contractors and consultants at the time of 
payment for the contractors and consultants’ certificates and invoices.  

As such Roads Fund Administration shall:
• Pay to Malawi Revenue Authority collection fees on transit fees as revised from 

time to time on quarterly basis not later than14 working days after receipt of 
invoice.

• Statutory payments to Malawi Revenue Authority within their statutory time 
frames.

• Share statutory information that may be requested within 5 working days from 
date of receipt of request.

Service Standards to Malawi Energy Regulatory Authority (MERA)
The Roads Fund fuel levy is collected, on behalf of the Roads Fund Administration, 
by the Malawi Energy Regulatory Authority (MERA) from companies that import 
petrol and diesel into the country.

The Roads Fund Administration shall confirm receipt to MERA of any revenue 
deposited in Roads Fund Administration account within 5 working days from date 
of receipt.

Service	Standards	to	Directorate	of	Road	Traffic	and	Safety	Services
The Roads Fund Administration finances selected road traffic management and 
road safety programs.  These programs were in the past implemented by the Road 
Traffic Directorate and the National Road Safety Council of Malawi, respectively, 
who have since been merged into the Directorate of Road Traffic and Safety 
Services. 

As such; The Roads Fund Administration shall make payments to, or on behalf of, 
the Directorate of Road Traffic and Safety Services within 7 working days from date 
of receipt of request.
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Service Standards to National Construction Industry Council
The Roads Fund Administration has an agency agreement with the National 
Construction Industry Council for the collection of NCIC levy.  Roads Fund 
Administration collects, on behalf of the National Construction Industry Council, 
NCIC levy from contractors and consultants at the time of payment for the 
contractors and consultants’ certificates and invoices.  

As such the Roads Fund Administration shall:
1. Inform NCIC of total amount and contractor details of the NCIC levy collected 

on a monthly basis.
2. Remit to NCIC the collected NCIC Levy by 25th of the following month.

Service Standards to Donor Community
The Roads Fund Administration manages resources which are provided by various 
donors for construction and maintenance of road projects.  

As such the Roads Fund Administration shall submit relevant financial reports to 
the project financiers on a quarterly basis.
Service Standards to Contractors and Consultants
Roads Fund Administration is mandated to pay contractors who are hired to 
construct, upgrade and maintain roads in Malawi by the Roads Authority. 

As such the Roads Fund Administration shall:
1. Pay all contractors hired to construct and maintain roads using fuel levy within 

seven days after submission of interim payment certificates or Invoices.
2. Prepare vouchers for payments to contractors and consultants hired under 

development program and timeously submit them to the Accountant General 
once funding is received.

Service Standards to the General Public (Road Users)
Roads Fund Administration is mandated to inform the road users or the general 
public on financial aspects of resources for road construction.  As such the 
Roads Fund Administration shall publicize the status of Roads Fund disbursements 
biannually.

Service Standards to the Media
• To provide timely and credible information to the media within 2 days from 

receipt of an inquiry.
• To provide timely information for the public through press release, website, 

newspaper advertisements and other media outlets. 
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THE CLIENTS’ OBLIGATIONS TO THE ROADS FUND ADMINSTRATION

Ministry of Finance
1. The Ministry shall promptly communicate every funding made to the 

development budget. 
2. The Ministry shall fund the budget in accordance with the approved cash 

flows.

Roads Authority
Roads Authority shall submit to RFA: 
1. Monthly financial reports not later than 20th day of the subsequent month.
2. Quarterly Technical Reports not later than 45 days after the end of each 

financial quarter period.
3. Copies of the quarterly and annual procurement reports that RA submits to 

Office of the Director of Public Procurement. 
4. Copies of the annual procurement reports that RA submits to Office of the 

Director of Public Procurement. 
5. Draft Annual National Roads Programme for review by RFA by 31 December.
6. Annual National Roads Programme as approved by Ministry of Transport and 

Public Works to Roads Fund Administration by 31 March for funding.

The Roads Authority shall:
• Utilize roads funds as per financial agreement and the Procedures Agreement.
• Ensure that approved invoices and IPCs from consultants and contractors 

respectively are submitted to Roads Fund Administration with valid supporting 
documents.

• Ensure absorption and utilization of funds in an effective, efficient, 
accountable and transparent manner.

Ministry of Transport and Public Works
The Ministry shall:
• Keep the Roads Fund Administration fully up to date on its policies related to 

road maintenance and construction.
• Diligently examine the Annual National Roads Programme in accordance 

with the Roads Authority and the Roads Fund Administration Acts, and shall 
timeously and clearly request any relevant information required in its role in the 
financing of roadworks.
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Local Councils
Local Councils shall;
• Ensure that approved certificates submitted to the RFA are properly supported.
• Submit activity reports with liquidations at the agreed intervals.

Malawi Revenue Authority 
Malawi Revenue Authority shall;
• Collect International Transit Fees in accordance with the revenue collection 

agreement between Malawi Revenue Authority and Roads Fund Administration.
• Reconcile cash receipts and deposits and production of regular reports as 

instructed by Roads Fund Administration.
• Furnish Roads Fund Administration with accounts copies, bank receipts deposits 

(slips) and monthly collection summaries per boarder by 10th of each month.
• Allow regular monitoring or inspection by Roads Fund Administration`s 

inspectors.
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Malawi Energy Regulatory Authority 
Malawi Energy Regulatory Authority shall ensure timely transfer of funds collected 
on behalf of Roads Fund Administration to the Roads Fund Administration 52 days 
after importation of fuel into the country.

Directorate	of	Road	Traffic	and	Safety	Services
Directorate of Road Traffic and Safety Services shall:
• Submit for prior approval, an annual traffic management and road safety 

programme.
• Submit funding request with valid supporting documents.
• Submit monthly financial reports not later than 20th day of the subsequent 

month.

National Construction Industry Council
NCIC shall Pay Roads Fund Administration a commission on total levy collected as 
agreed in the Revenue collection agreement between Roads Fund Administration 
and NCIC. 

Donor Community
The Donor Community shall:
• Continue providing financial support to the road projects.
• Provide funding according to approved budgets.
• Share with the Roads Fund Administration relevant information on agreements 

and projects in road works.

Suppliers 
• Undertake their assignments according to the Terms of Reference of the 

contracts.
• Submit invoices with proper supporting documents.

Contractors and Consulting Engineers
Contractors and Consulting Engineers shall:
• Ensure that they abide by professional standards and ethics in undertaking 

their assignments so that they do not produce sub-standard products against 
specifications of the contracts.

• Submit IPCs/Invoices with proper supporting documents to Roads Fund 
Administration

General Public
The General Public shall:
• Use the road infrastructure responsibly and observe all the relevant laws.
• Take part in protecting them, to avoid unnecessary and expensive frequent 

repairs. 
• Be whistleblowers on vandalism of road infrastructure and steel/metal culverts.
• Inform relevant Authorities on road defects.
• Be whistleblowers on fraud and corruption in the road sector.
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COMPLAINTS MANAGEMENT

The Clients’ complaints towards our services will be received and acknowledged 
by Roads Fund Administration.  Complaints can be made by any person who feels 
that:
• They have been unfairly treated by Roads Fund Administration.
• A service to which they are entitled is not being provided.
• A service which is being provided is inadequate. 
• A service is not being provided timely.
• RFA Employee is seeking a bribe and engaging in fraudulent practices in the 

course of offering a service.
• A decision made by RFA with regard to them is incorrect or in their opinion did 

not take into consideration all the relevant facts.
• A request for a service or information has been ignored.

A Client may then raise their complaint with the head of department they have 
been dealing with to resolve the problem before forwarding complaints to the 
Chief Executive Officer. 

All complaints should be in writing.  Complaints bordering on corruption and fraud, 
can also be reported to the addresses below:

Deloitte Tip Off Anonymous, 
P.O. Box 1726, 
BLANTYRE; 

Or Call Tip-offs on 
TNM/AIRTEL/ACCESS:  847 
E-mail:    reportsqm@tip-offs.com 
Website:    www.tip-offs.com.

MANAGEMENT OF UNREASONABLE COMPLAINANT CONDUCT
Roads Fund Administration considers the following as unreasonable complainant 
conduct;

1. Unreasonable persistence:
Persisting with a complaint that has already been investigated and closed by 
Roads Fund Administration.  This persistence may present itself in several ways, for 
example, by demanding that the complaint be looked at again by another officer 
after completion of the complaint and review process or appeal or by resubmitting 
the same complaint as a fresh complaint.

2. Unreasonable demands:
Complainants may, for example, demand an unrealistic solution that is 
disproportionate to their complaint, or attempt to direct Roads Fund Administration 
in the conduct of the investigation.
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3. Unreasonable level of co-operation and a failure to co-operate:
This may be demonstrated by a failure to clearly define the complaint, presenting 
large volumes of documentation in a disorganized way, changing the substance 
of the complaint while the investigation process is ongoing, or the withholding 
of information and untruthfulness. It also includes non-cooperation by the 
complainant with the investigation which may hinder, obstruct or delay the 
investigative process.

4. Unreasonable arguments:
Examples of this would include complainants placing a lot of emphasis on relatively 
trivial issues, advancing conspiracy theories that are unsupported by any evidence 
or an insistence that their version of events be acknowledged as fact despite a 
lack of evidence to substantiate that conclusion.

5. Unreasonable behavior:
Examples of unreasonable behaviors (whether oral or written) include threats, 
physical violence, personal verbal abuse, derogatory remarks, rudeness and 
attempting to provoke officials into engaging in unnecessary and time-wasting 
argument or confrontation.  It is also considered that inflammatory statements and 
unsubstantiated allegations can be abusive behavior.

PROCEDURE TO MANAGE UNREASONABLE COMPLAINANTS

1. Telephone Calls
RFA officials have a right to make a decision to end telephone calls if the 
caller is considered aggressive, abusive, offensive, intimidating or excessively 
argumentative or confrontational. The staff member taking the call will inform the 
caller that his/her behavior is unacceptable and that the call will be terminated if 
the behavior continues.

2. Other Contacts
In other cases, if Roads Fund Administration considers a complainant’s conduct 
unreasonable the Client will be told why this is the case and be asked to withdraw. 
If unacceptable conduct continues or constitutes a serious risk (such as threatening 
a member of staff with violence), action will be taken to restrict the complainant’s 
contact with Roads Fund Administration.

Action likely to be considered is the following:
• Limiting contact to a particular contact channel (e.g. by letter only).
• Limiting contact to a named Roads Fund Administration official.
• Limiting the frequency and duration of telephone calls (e.g. to specified days 

and times and to a maximum duration).
• Future correspondence relating to the same complaint is read, acknowledged 

and then filed but no substantive response is given.
• Limiting access to Roads Fund Administration’s public offices.
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A comprehensive written record will be maintained in each case where a 
complainant’s conduct is considered to be unacceptable or unreasonable. This 
will include dates and times of contacts, a clear factual description of events and 
copies or transcripts of recorded telephone conversations, where available.

 

Roads Fund Administration
Private Bag 369
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Lilongwe 3
MALAWI 

Tel: +265 1 762 733
Fax: +265 1 762 631

E-mail: rfa@rfamw.com
Website: www.rfamw.com 

Ngerengere Complex, Off Queens Drive, Mchinji Road,
Lilongwe, Malawi. 

Working hours: 07:30 - 16:30


