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P o I T

MALAWI COMMUNICATIONS REGULATORY AUTHORITY
INTERNATIONAL COMMERCIAL COURIER SERVICES LICENCE
Thus is to certify that
DHL INTERNATIONAL (MALAWI) LIMITED

Of:
P.O. Box 1762, Blantyre

is licensed to provide International Commercial Courier Services under Part XV of the Communica

period of FIVE(S) Years commencing on st July, 2018, and ending on 30th June. 2023, subject to the ]
with all Terms and Conditions of the Licence and the Communications Act. The licence fees payab

|

MACRA shall be as follows:

(@) An Apnual Livence Fee of the Malawi Kwacha cquivalent of Fifteen Thousand Uni
Dollars (US$]3,000.00) payable before the Gazetting of the Licence and on each an
the Licence.

(H A levy equal to one and halt' pereent (1 ¥ %) of the Licensces’ Not Operating Revenug

in advance in four cqua) instalments Calculation of the first three quarterly instalm
the management accounts of the Licensee for the financial year, A final quarterly p

ions Act, 2016, for a
Licensee's compliance
¢ by the Licensee to

ad States of America
every anniversary of

for each year payable
ents shall be based on
hyment shall be made

based on Net Operating Revenue within 30 days of issuc of audited accounts. Adjuftments shall bc made

for the furst three quarterly payments if the Net Operating Revenue in the budget di
accounts,

Nothing in this Licence shall be taken as discharging or exempting the Licensee from the obligation io
Jaw applicable to its business.

REV. ALEX MAULANA
Board Chairperson

GODFREY [
Director Gﬁ

ers from the audited

&omply with any other

VAYE
tneral

This Licence is issued subject to the terms and conditions herelo, and 10 any other terms and cond'l
performance that may from time to time be incorporated herein under the Communications Act and t
Faijure to comply with any lerms and conditions may lead to suspension or revocation of this Licencd

fions and promises of]
e Regulations thereto.

Issued without alteration or erasure, and void if altered or erased

Licence for DHL Inwrnational Malawi Limited
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e Act;
| by the Universal

h the interpretation

1. Interpretation and Definitions

1.1 This document constitutes the Licence in its entirety;

1.2 The Schedules hereto shall form part of this Licence;

1.3 Terms used but not expressly defined in this Licence shall have the meaning given in th

1.4 All technical terminology used in this Licence shall have the same meaning ascribed
Postal Union (UPU);

1.5 A provision conferring rights and obligations shall, notwithstanding that it is only 1
Clause, be given effect if it were a substantive Clause in the Licence;

1.6 Words importing the singular shall include the plural and vice versa; words denoting persons shall include

- - corporale bodies and unincorporated associations of persons and vice versa
1.7

Unless the subject matter or context otherwise requires, the following terms and cond|tions shall have the

following meanings’
(@) Act means the Communications Act 2016,

(b) Authority means the Malawi Cominunications Regulatory Authority (MACRAD
Section 4 of the Act.

, established under

(¢) Cease and desist order means an order made by the Authority requiring a licensee to stop a breach

(d) Commercial Courier Article mcans any letter, packet, small packet, or any othgr article whatsoever
packaged in a Commercial Courier package or in any other packaging bearingja clear Commercial
Courier Label, which has been collected by, or delivered to the Licensee for pnward {ransmission

through a Commercial Courier Service, but excludes any article which by the
regulations is prohibited from being accepted for transmission through post.

{e) Commercial Courier Label means a piece of paper, affixed onto a Commercig

Act or any lawful

Courier package or

commercial couner article, bearing the Licensee's logo, the name of the courier sqrvice, the weight, the

charge, time of posting, the sender’s and the recipient’s address and a unique idedti
tracking and tracing purposes.

fication number for

(A Commercial Courier service means a service for the cenveyance, for reward, of Commercial Courier
Articles in respect of which an undertaking is given to deiiver the article to a specified destination within

a specified lime.

(2) Compliance order means an order made by the Authority requiring a licensep

to comply with the

Cemmunications Act, Regulations, the licence or any other order made by the Apthority.

(A Domestic Commercial Courier Service means a courier service performed in fespect of commercial

courier articles aceepted, conveyed and delivered within Malawi.

(i) Effective Date means the datc when the Licence comes into force, namely when published in the

Gazetle.

(/) International Commercial Couricr Service means any commercial courier|service performed n
respect of courier articles posted within Malawi 1o an address outside Malawi, of received from a place

outside Malawi for delivery within Malawi.

(4} Licensee ieans entity that has been awarded a licence to operate courier busingss.

() Net Operating Revenue means the total revenue of the Licensee, less discounts
Tax and other taxes, derived from the provision of commercial courier services, get

given, Value-Added
of any terminal dues

paid or payable to courier operators. For the avoidance of doubt, ‘net operging revenue” does not

includc revenue from the sale of assets.

(m) Successor Company means any successor company formed in terms of the Coipanies Act of the Laws

of Malawi or any subsidiary of a successor company thaf lakes vn the burdensjof
merger, acquisition, or other means of succession.

{(n) Tariff means fees and charges that may be charged by the Licensee wn resgect
licensed services.

the Licensecthrough

of the provision of

Licence for DHL Internafivnal Malawi Limited




160

THE MALAW] GOVERNMENT GAZETTE 22ND JUNE, 2018

(o) Universal Service Fund means a fund sefup to covera policy of the Government to make ICT services
available thronghout the country inclnding rural and underserved areas at affordable prices.

Applicable Law

2.1

This licence shall be governed by the faws of Malawi,

Validity, Effective Term and Renewal

3.1

32

33

This Licence shall be valid for a period of Five (5) years from the Effective date unless revoked in terms of
the provisions herein.

This Licence may be renewed at Authority’s discretion for such number of years as may be agreed between
the parties at the expiry of the liccnee term.

The application for renewal shall be made in writing oot later than twelve (12) calendar months before
expiration of the term of the licence.

The Authority shall stipulate the fee payable in respect of any renewal of the licence.

The Licensee shall give notice of the intention to terminate the licence at least 12 months before the date of
the proposed termination date.

Scope of the licence

4.1

4.2

The Licensee is authorised by this licence fo provideDomestic and InternationalCommercial Courier
Scrvices, to convey, deliver; and perform all the incidental services of receiving, collecting, sending,
desparching and delivering Commercial Courier articles for reward; and in respect of which an undertaking
is given to deliver the article to a specified destination within a specified time.

The Licensee shall lodge with the Authonity commercial courier label; registered traderark or iogo, which
will be prominently displayed on all correspondence and at all official premises of the Licensee.

Operating Environment

5.1

52

50

The Licensee shall operate from permanent premises, which will have the following basic amenities and
facilitics—

(a) well-buill public counters,

(») rooms or lobbies and amenities for the comfort of customers waiting to be served,

(c) secure and lockable units or strong-rooms, lockers, cages, drawers, cupboards, safes for storing articles
awalting delivery, processing or forwarding,

(d) scales, in good working order for weighing courier articles for purposes of determining the tanff and
(¢) adequate transport arrangements for the conveyance of Cornmercial Courier articles.

The Licensee shall ensure that the scales referred to in clause 5.1(d) are assized io terms of the Weights and
Measures (assize) Regulations Cap 48:04 of the Laws of Malawi.

The Liccnsee shall obtain and provide the Autbority with proof that there is adequate insurance cover for
the Commercial Courier articles conveyed.

The Licensee shall provide adequate security arrangements and measures during the transmission of the
courier articles.

The Licensec shall dispose of all undelivecable Comsmercial Couricr articles according to the Act and
Regulations made under the Act.

In accepting Commercial Couricr articles for conveyance, the Liccasceshall comply with the law with
regard to the transmission of prohibited articles.

Licence for DHL Internarional Malawi Limited
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6.

Agents. Sub-contractors and Service Providers

6.1

6.2

6.5

6.6

6.7

GY

Licence Fees

7.1

Universal Service Fund

g1

5.2

The Licensee may offer Commercial Courier Services under this licence through an agent,sub-contractoror
service provider. Provided that before entering into an arrangement or contra¢t with any agent,

sub-coniractor or service provider the Licensce shall seek the prior approval from the Authority.

The Authority may in giving its approval under Clause 6.1 above, impose such terms and conditions it
deems appropriate. Such terms and conditions may be changed by the Authority any timp with written notice

to the Licensec.

The Licensce shall ensure that any arrangement or contract entered with an agent, sub-fontractor or service
provider doesnot affectihe Licensec’s ability to comply with the terms and conditions §f thig licence.

condittons of this liceace.

4 The Licensee shall ensure that Hs agent, sub-contractoror service provider complicﬁ with the terms and

The Licensce shall be responsible for the acts or omissions of its agent, sub-contractof or service provider
provided that the [iability of the licensee shall be limited to acts or omissions which corfstitute contravention

of the terms and conditions of this licence;

The Licensee shall, upon becoming aware of an act or omission by its agent, sub-
provider amounting to a breach of any term or condition of this Leence, the ]
cxpeditiously as is reasonably possible to remedy the breach.
The Authority shall, upon becoming aware of any breach of any ierm or condition d
agent. sub-contractor or service provider of the Ljcensee notify the [icensee in writ
breach.
The failure by the Authority to notify theLicensee of a breach by the Licensee’s agen|
service providercontravention shall not in any way negate or limit the Authority’s rig
contravention under this Bicence or otherwise.

The ficence fees payable by the Licensee to the Authority shall be as follows ..

4

toniractor or service
icenseeshall act as

f this liccoce, by an
ng to correut such a

s, sub-contractors or
hts in respect of such

{a) A basic Licence Fee of the Malawi Kwacha equivalent of (US$15,00U.OO_)Fiﬁchn Thousand United

Srates of America Dollars on or before the Effective Dateand on each and evefy anniversary of the

licenge.

{b) Anp annual levy equal to one andhalf percent (1% %) of the Licensee’s net npcr:l?ing revenue for each
year payable in four (4) equal instalments. Calculation of the first three (3) quantcrly instalments shall

be based on the management accounts of the Licensee for the financial year, A i
shall be moade based on net operating revenue within thirty (30) days of issug

al gquarterly payment
of andited accounts.

Adjustments shall be made for the fust three (3) quarterly payments if the net operatihg revenue in the

budget differs fror the one in the audited accounts.

The Authority may cxempt the Licenser from paying the basic licence fee or annug
particular year.

| levy or both in any

The Licensee shall from time to time consult with the Authority on the actions 1o by: taken to achieve the

objectives of the National Communic wions Policy.

The Licensee shal! be required to contnibute to the Universal Service Fund (UFA) when so requested by the

Authority in accordance with the provisions of the Mational Communications Policy
Regulations provided that the Licensee shall not be required to contribute in any y
Courier Operator providing International Couricr Servicesso contributes.

and Universal Service
ear in which no other

Licence for DHL International Malawi Limited
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Service standards

9.1 Customer service

9.1.1

9.1.2

9.1.6

9.1.7
9.1.8

%19

9.1.10

The Licensee shall maintain adequale trained personnel to reccive and respond promptly to
complaints from customers.

The Licensee shalf take all commercially reasonable measures to promptly remedy and avoid the
regurrence of the cause of all customer complawts that relate to the quality, availability or delivery
of its service.

The Licensee shall take all commercially reasopable actions and insurance necessary to guarantee
that amounts due to customers are paid in full if this operating licence is revoked.

The Licensee shall establish efficient procedures that take account of the predominant local
languages so that customers can recetve assistance from its personnel during normal business
bours. These procedures shall be included in the Licensee's standard terms and conditions for the
provision of Courler services.

These procedures shall include without limitatiorn;,
{a) Procedures for dealing with customer complaints
(5 Customers’ right of appeal to the Authority.

The Licensee shall submit {o the Authority for approval a Master Customer Contract containing
Servive Level Agreements and standard terms and conditions for the provision of Courier Services
withiz one month from the Gazetting of this licence.

The Licensee may amend the Master Castomer Contract with the prior approval of the Authority.

An application for approval of an amendment to a Master Customer Contract shall be made by the
Licensee to the Authority in writing. 1f the Authority fails to rcspond in writing to the
Licensee 'sapplication for the amendment of the Master Customer Contract within thirty (30) days
from the date of reccipt of the application, the amendment shall be deemed to have been approved.

The Licensee shall display a copy of the approved Master Customer Contract shall be displayed at
its principal offices and any branch offices open to the public.

The Licensee shall make available a copy of the Master Customer Contract to any interested party
upor: request.

9.2 Customer privacy

9.2.1

The Licensee shall use all reasonable endeusvours to ensure that information obtained or received
in the provision of the scrvice by itselt or its agents, sub-centracters or service providers ts kept
confidential, that is, not disclosed or made accessible to third parties or used otherwise than for the
purposes or furtherance of the provision of the service.

The Licensee shall not disclose information of a custoroer except with the consent of the custo;ner.
which form of consent shall be approved by the Authority, except for the prevention or detection
of crime or the apprehension or prosecution of offenders or except as may be authorized by or
under the law.

9.3 Services for Physically Challenged Persons

9.3.1

The FLicensee shall provide facilities at its premises giving due regard to the requirements of the
physically challenged members of the society. In particular, counters and access to service
facilities shall be accessible to physically challenged persons.

9.4 Quality of service targets

3.4

The Licenseeshall meet the service targets and standard of performance set out in schedule | and
as may be determined by the Authority from time to time.

Licence for DHL International Malawi Limited
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I

" Tarifts

10.1
102

10.3

10.6

10.7

Roll out
111

11.2

113

Provision of information

12.1

9.4.2  The Licensee shall, within fourteen (14) days after every quarter of the year supmit to the Authority
a report providing details of the performance of the Licensee during the previous quarter.

94.3  In the cvent of poor pcrformance for the period in question. the Authority sk-lall impose punitive
measures in line with Schedule | of this license.

944  The Licensee shall, within three months after the end of each financial year, sﬁbmit to the Authority
a report providing details of the performance of ihe Licensee during the pr Lvious financial year
against the standards set in this licence.

945  Notwithstanding any punitive measures taken under this clause, the Authority reserves the right to

impose any regulatory sanctions deemed necessary for poor performance.
All tariffs set by the Licensec shall be just and reasonable and shall be cost based.

Licensee shall notify the Authority of proposed new tariff rates at least fourteen
proposed tariffs become effective.

The proposal submitted by the Licensee to the Authority shall set out—
(@) details of the nature and amount of charges payable for the licensed Scrvices
(b) the method of determining the charges.

The format of tariff proposals shall be as per Tarifl Guidelines or any official comm
the Authority.

The Licensce shall publish any new tariff adjustments in the press at least seven (7)
into effect.

The Authority shall bave the power to order the discontinuance of any tariff which it ¢
and unreasonable and not cost based.

The Licensee shallmake available to its customers the tariffs for Commercial Courig
offered to various destinations and at various weight steps for the bencfit of the
premises.

The Licensec shall begin to offer commercial coursier servives not later than thre
effective date of this license. Failurc to comply shall b2 considercd material br
conditions of the Jicence.

The Licensee sha!l establish and maintain service coverage throughoutMalaw
Authoritv.Notwithstanding the foregoing the Licensee shall maintain continuously
the four (4) main cities of Malawi namely, Blantyre, Zomba. Lilongwe and Mzuzu.

The Licensee ghall within 2 months from the effective date submit 10 the Authoy

14) days before the

wnication provided by

lays before they come

etermines to be unjust

t articles and services

public, at all business

t (3) months from the
f‘ ch of the tcrms and

1 as agreed with the
a physical presence in

rity a roll out plan for

approval by the Authority which when approved shall be set in schedule 2 of this Ijicence.

Confidentiality

12.1.1  All information furnished by the Licensee to Authority and marked "confidential” shall be held in
confidence by the Authority. Such information may be released by the Authority fo the extent that
its release is required by the law.

12.1.2  This requirement of confidentiality shall continuc afler the termination or|expiry of this licence or

revocation of the licence.

Licence for DIIL Internarional Malawi Limited
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12.2 Regulatory Reporting
12.2.1 The Licensce shall submit writtenReports such as annual financial statements including budgets for
the coming financial ycar, Quality of Service returns and any other documents or reports in a
format determined by the Authority, at least sixty (60) days after the anniversary date of the licence,
andon such other occasions as the Authority may require.
123 Preparation of accounts
12.3.1 The Licensce shal at all times keep at its principal place of business within Malawi, all proper
books of accounts accurate and up to date in accordance with Internationally Generally Accepted
Accounting Principles (GAAP) and good business practices. All financial information submitied
I by the Licensce to the Authority for any purpose shall be prepared and presented in accordance
with GAAP or as the Authority shall direct.
13. Inspections
131 Access 10 inspection
13.1.1 The Licensee shall grant unhindered access to all its facilities, installations, office records, any
equipment associated with its Commercial Courer service in Malawi to all authorized inspectors
or Monitors of the Authority during normal working bours or, following prior wiitten notice, for
access after working hours, for purposes of verifying the performance by the Licensee of its
obligations under this licence.
13.1.2  The Licensee may provide a representative to be present at any such inspection.
13.1.3 The mere fact that the Licensee has not provided a representative as provided in clause 13.1.2
abovec will not invalidate any findings of the Authority’s inspectors or monitors.
132 Monitoring of service provision
13.2.1 The Authority may monitor, inspect and test the service or any equipment associated with the
Licensce’s Commuercial Courter service in Malawi without prior notice to the Licensee where therc
are reasonable grounds to believe that prior notification to the Licensee will prejudive the
Authority’s inspectors in the exercise of their duty.
14. General conditions

14.1

142

14.3

14.4

Ownership

14.1.1 The Licensee must be incorporated in Malawi. The Licensee shall ensure that foreign ownership in
the Licensee s in accordance to the Laws of Malawi.

14.1.2 The Licensee shall seek approval from the Authority before effecting any change in its
sharcholding structure.
Transfer of licence

142.1 The licence shall not be assigoed or otherwise transferred or pledged without the writtcn consent
or approval of the Authority.

Amendment

143.1 Any amendment to the licence shall be in accordance with the Act.

1432 No amendment shall be of anv force or effect, unless reduced to writing and signed by the
Authority.

Penaltics

14.4.1 The Authonty shall reserve the right to impose any regulatory sanction deemed appropriate for
breach of any licence terms or cenditions.

Licence for DHL fnternational Malawi Limited
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14.5

14.6

14.7

14.8

14.9

14.42  The regulatory sanctions stipulated in 14.4.1 above may include;

(a) Impose such fines which it sees fit and are proportional to the breach;
(&) Compensation;

(c) Warnings;

(d) Suspension;

(e) Cease or desist order;

(/) Compliance order;

(g) Revocation; or

(R) Any other sanction deemed appropriate by the Authority.

Notwithstanding Clause 14.4.2 above the Authority shall impose specific pe
out in Schedule 3 of this licence
Suspension or Revocation

14.5.1 The Authority may suspend or revoke this license on any of the following

(b) if the Licensee fails to pay outstanding license fees within a period of 13

nalties and fines as set

%mund&
(a) if the Licensee is in substantial breach of any term or condition of this |icense;

the date the fecs became due and payable;
(¢) if the Licensee has been declared insolvent;
{d) if the Licensee takes steps to deregister itself or is dercgistered; or

(e) Ifihe licensee agrees in writing oncancellation of the license.

(/) 1fthe Licensee has ceased to provide the scrvices specifiad in the liceng

Exercise of powers
14.6.1

(@) act reasonably having regard o all surrounding circumstances:

in exercising any powers granted fo the Authority in terms of this licence,

(twelve) months from

the Authonty shall;

(0) prior to cxercising any power, afford the Licensee every reasonablk opportunity to make

representations to the Authonty in respect of all relevant issues;

{c) at the request of the Licensee, furnish written reasons for any decision

Force majeure

v made.

i+7.1  Any failure by the Licensec tu comply with any ebligation, terms or condifions of the licence shall
be excused to the extent that it is caused by ao event which is beyond thecontrol of the Licensee,
including, but not limited to extreme weather conditions, fire, war or civil [strife or any other cause
beyond the reasonable control of the Licensee.

14.7.2  The Licensec shall use reasonable endeavours 1o minimise the impact on it operations of any event
of this nature and to remedy, if possible, the failure. The Licensee ghall keep the Authority
informed of any problems that may be encountered, their consequences ¢n its operations and the
steps it is taking to address the problems.

Liabihty

14.8.1 The Licensee sball indemnify thc Authority against any losses, clainys, charges or expenses,

actions, damages or demands which may be made against the Authonty

result of or in relatiou *~ the activities of the Licensee, its service providg

conncction with the provision of the service.
Fair trading

149.1
particular persons or persons of any class ur description in respect of the
courier servicas under this licence.

by any third party as a
s, servants, or agents, in

The Licensee shall not show undue preference to, or excrcise undup discrimination against,

provision of commercial

Licence for GHE International Mafawi Limited
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15.

16.

149.2 The Licensee may be deemed to have shown undue preference or undue discrimination as
described in clause 13.9.1 if the Authority determines that it unfairly favours to a material extent
any business carried on by it so as to place at a significant competitive disadvantage persons
tawfully competing with that business.

14.9.3 The Licensee will not alone or together with others, engage in or continuc or knowingly acquiesce
in any anti-competitive practices and, m particular, the Licensee shall:

(@) not engage in any cross-subsidization;
(b} not engage in the abuse of its dominant position, if any;

{¢) not cnter into any agrecments or undertakings with any person, including any supplicr of
services that compefe with the service, which have as their objective or effect the fixing of
prices or apy other restraint on competition;

(d) not engage in apy anti-competitive tied or linked sales practices, provided that the Licensee
may bundle services so long as the bundled services are also avatlable separatcly;

{€) nol use information obtained from competitors if the object or effect of such use is anti-
competitive.

Compensation and Safety Measures

15.1 The Licensee shall be responsible for all commercial courier articles entrusted to it and shall pay
compensation as may be appropriate to customers for losing, misplacing or failing to guarantee the integrity
of uny commereial courier article.
152 The Licensee shall in respett of all its systems, tools, equipment and installations, possessed, operated,
maintained or used under this licence, take all proper and adequate safety measures to safeguard life of staff
and property.
15.3  The Licensee shall not accept for transmission any prohibited articles as specified by written laws of the
country, international conventions and Postal Regulations.
Severability
16.1 Should any provision of this licence be invalid or unenforceable, the same shall be severed from the licence
and the remaining provisions shall remaimn valid and enforceable.
Notices
17.1 Any notice required or permitfed under the terms and conditions of this Licensee shall be m writing in the
English Janguage and shall be sufficiently served if delivered by hand or sent by registered mail as follows;
(a) In the case of MA(C'RA, to;
The Director General,
MACRA,
Privatc Bag 261,
Blantyre,
Malawi.

» 1n the case of the Licensee, 1o,

The Country Manager

DHL International (Malawi) Limited
P.O. Box 1762

Blantyre

Licence for DHL International Malawi Limited
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1R. Arbitration

18.1 Any dispute arising out of or in relation to this license shall, if not settled amicably on|the written request

of either party be referred to arbitration in accordance with the Arbitration Act.

Issued at Blantyre on this 22nd day of June, 2018.

Signed: RevV. ALEX MAULANA
Chairperson
S s Malawi Communications Regulatory Authority (MACRA)

GODFREY I TAYE
Director-General

Malawi Communications Regulatory Awhority (MACRA)

Schedule 1: Quality of Service Targets

Domestic Courier Transmission Targets

Service Category Target
4 Hour Sevvice Intracity 98%
Same Day Service-Intracity 98%

Overnight Service

Blantyre, Zomba, Machings, Liwonde., Balaka. Nicheu, Dedza,
Litongwe, Kasungu, Mzimba, Mzuzu 98%

48-Hour Service

Chikwawa, Nsanje, Nchalo, Thyole, Mulanje, Phalombe,
Mangochi, Salima, Nkhotakom, Dwangwa, Nkhatabuy, Rurophi,
Karonga, Mchinji, Chitipa, Likoma, Mwanza, Neno, Chiradzulu 98%

Service Requirements

1. Track and Trace

[

. Doer-to-Door Delivery

3. Pick-up services
4. Record of Delyvery

. Servicg during Public Holidays arn. Weekends

. Fivg-day week service (Mop-Fri)

. Display of hours of Business

. Display of current Tariffs

G ojeo g Oyt

. Commercial Courier Label

Licence for DHL International Mafawi Limited
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4-hour service:

Same-day service:

Overnight service:

48-hour service:

72-hour service:

Track and Trace:

Door-to-Door:

Record of Delivery:

Pick-up Service:

GLOSSARY OF TERMS

Refers to a servicc where the delivery of commercial courier articles accepted occur at most four
bour after such acceptance

Refers to a service where the delivery of commercial courier articles accepted occurs during the
day of such acceptance.

Refers to a service wherc commercial couner articles accepted are delivered on or before close of
business the followmg day.

Refers to a servicc where delivery of commercial courier articles accepted within Malawi or
received from outside Malawi is effected within 48hours from the time of such acceptance or
receipt.

Refers to a scrvice where delivery of commercial courier arlicles accepted is effected within
72hours from the time of such acceptance.

Refers to systern that allows for the ascertaining the exact location of Courier articles along the
transmission course. It relics on a unique jdentification number that is allocated to the article at the
time of acceptance, conveyance or delivery,

Refurs to the delivery of courier articles to a physical address indicated on the article or otherwise
advised by the addressee.

Refers to any written document, delivery note, consignment note, commercial couner label or
equivalent showing delivery or attempted delivery details

Refers to the activity where a Licensee, his Agents, Strategic Alliances, or Sub-coatractors provide
collection services of the customers’ courier items, from the customer’s prcmiscs or sites
designated or indicated by the customer for such collection to be effected

SCHEDULE 2: ROLL-OUT PLAN

[The schedule shall provide the Licensee’s plans i providing coverage and location of offices in the main cities of the

_ __country)

SCHEDULE 3- PENALTIES AND FINES

1, International Commercial Courier Services License US Dollar 1SS
a. Implementing tariffs without notifying the Authority 600
b. Failure to meet roll out targets per service arca 2150
c. Failure to mect quality of service standards 1,000
d. Failure to comply with customer service provisions 1,000
e Operating without assized scales per station 600
f Implementing unpubiished tariffs 175
g Failure to dispose undeliverable articles {75
h. Not aftixing commercial courier {abel on article 500
i Fadure to display tariffs and services offered at all business places 600
j Any other offence not covered above shall attract a maximum penalty of 2,000

Licence for DHL International Malawi Limited
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GENERAL NOTICE No. 51 ) Licence No. P/DCCL/2018/00F
—_—
——
) — (This licence pumbcer must be t#.loled on all
Reference: P/DCCL/2018/007 o correspendence and at interviews)

MACRA

oy ot 6.7 g

MALAW] COMMUNICATIONS REGULATORY AUTHORITY

DOMESTIC (INTER CITY) COMMERCIAL COURIER SERVICES LICENCE
This 1s to certify that

Ankolo.com

of:

P.O. Box 31760, Lilongwe 3

is licensed to provide Domestic (Inter City) Commercial Courier Services under Part XV of the Commupications Act, 2016,
for a period of FIVE(5) Years commencing on Ist July, 2018, and ending on 30th June, 2023, subjeft to the Licensce’s
compliance with all Terms and Conditions of the Licence and the Communications Act. The licence fees payable by the
Licensee to MACRA shall be as follows:

(a) An Annual Licence Fee of the Malawi Kwacha equivalent of Two Thousand Unitegl States of America
Dollars (US$2,000.00) payable before the Gazetting of the Licence and on each and ¢very anniversary of

" the Licence.
(b A levy equal to one and half percent (1 2 %) of the Licensees’ Net Operating Revenue flor each year payable

in advance in four equal instalments. Calculation of the first three quarterly instalments shall be based on
the managemenl accounts of the Licensee for the finuncial year. A final quarterly payment shall be made
based oo Net Operating Revenue within 30 days of issue of audited accounts. Adjustments shal} be made
for the first three quarterly payments if the Net Operating Revenue in the budget differs from the audited
accounts.

Nothing in this Licence shall be taken as discharging or exempting the Licensee from the obligation to cpmply with any other
law applicabie to its buyiness.

REV. ALEX MAULANA GODFREY 1TAYE
Board Chairperson Director Gepieral

This Licence is issued subject to the terms and conditions hereto, and to any other terms and condifions and promises o
performance that may from time to time be incorporaied herein under the Communications Act and the Regulations thercto.
Failurc to comply with any terms and conditions may lead to suspension or revocation of this Licence

Issued without alteration or erasure, and void if altered or erased

Licence for Ankolo.com
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Interpretation and Definitions

1.1
1.2
1.3
14

1.5

1.7

This document constitutes the Licence in its entirety;
The Schedules hereto shall form part of this Licence;

Terms used but not expressly defined in this Licence shall have the meaning given in

the Act;

All technical terminology used in this Licence shall have the same meaning ascribpd by the Universal

Postal Union (UPU),

A provision conferring rights and obligations shall, notwithstanding that it is only
Clausc, be given effect if it were a substantive Clause in thé Licence; -

in the interpretation

- J6 - — —Words-imposting the singular shall include the plural and vice versa; words denoting jpersons shall include
corporate bodies and unincorporated associations of persons and vice versa

Unless the subject matter or context otherwise requires, the following terms and confditions shall have the

following meanings:

(a)

Act means the Communications Act 2016.

(&) Anthority means the Malawi Communications Regulatory Authority (MACRA), established under

(©

(h

—

()

U

)
)

(m) Successor Company means any successor company formed in terins of the C

(n) Taritf means fees and charges that may be charged by the Licensee in re

Section 4 of the Act.
Cease and desist order means an order made by the Authority requiring a licen
Commercial Courier Article means any letier, packet, small packet, or any ot
packaged in a Commercial Courier package or in anv other packaging beurin
Courier Label, which has been collected by, or delivered to the Licensee fo
through a Commercial Courier Scrvice, but excludes any article which by {
regulations is prohibited from being accepted for transmission through post.

cornmercial courter arlicle, bearing the Licensee’s logo, the name of the courier

ee 10 stop a breach

her article whatsoever
sy 1 clear Commercial
onward transmission
¢ Act or any lawful

Y Commercial Courier Label means a piece of paper, affixed onto a Commercjal Courier package or

bervice, the weight, the

charge, time of posting, the sender’s and the recipient’s address and a unique idpntification number for

tracking and tracing purposes.

Commercial Courier service means a service for the convevance, for reward,

hf Commercial Courier

Articles in respect of which an undertaking s given to deliver the article to a spedified destination within

a specified time.
Compliance order means an order made by the Authority requiring a licen
Cotmunications Act, Regulations, the ficence or any other order made by the
Domestic Comnmercial Courier Service means a courier service pertormed i
courier articles accepted, conveyed and delivered within Malawi.
Effective Date means the date when the Licence comes into force, namely
Gazette.

International Commercial Courier Service means any commercial courig
respect of courier articles posted within Malawi to an address outside Malawi,
outside Malawi for delivery within Malawi,

ce to comply with the
Authority.

respect of commercial

when published i the

r service performed in

br received from a place

Licensee means entity that has been gwarded a licence to operate courier busihess.

Net Operating Revenue means the fotal revenue of the Licensee, less disco#mts given, Valug-Added

Tax and other taxes, derived fron the provision of commercial courier services

net of any terminal dues

paid or payable to courier operators. For the avoidance of doubt, ‘net opefating rcvenue” does not

include revenue from the sale of asscts.

of Malawi or any subsidiary of a successor compaiy that takes on the burde
merger, acquisition, or other means of succession.

licensed services.

bmpantes Act of the Laws

of the Licenseethrough

Epect of the provision of
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(o) Universal Service Fund mcans a fund setup to covera policy of the Government to make ICT services
available throughout the country including rural and underserved areas at affordable prices.

Applicable Law

2.1

This licence shall be governed by the laws of Malawi.

Yalidity, Effcctive Term and Renewal

31

32

This Licence shall be valid for a period of Five (5) years from the Effective date unless revoked in terms of
the provisions herein.

This Licence may be renewed at Authority’s discretion for such number of years as may be agreed between
the parfies at the expiry of the licence term.

The application for renewal shall be made in writing not later than twelve (12) calendar months before
expiration of the term of the licence

The Authority shall stipulate the fec payable in respect of any renewal of the licence.

The Licensce shall give notice of the intention to terminate the licence at [east 12 months before the date of
the propesed termination date.

Scope of the hcence

4.1

The Licensee is authorised by this licence to provideDowestic (lnter City) Commercial Courier Services, to
convey, deliver; and perform all the incidental services of receiving, collecting. sending, despatching and
delivering Commercial Courier articles for reward; and in respect of which an undertaking is given to
deliver the article to a specified destination within a specified time.

The Licensee shall lodge with the Authority commercial courier label, registered trademark or logo, which

will be prominently displayed on all correspondence and at all ofticial premises of the Licensee.

Operating Environment

51

h
(38

54

55

5.6

The Licensec shall operate from permanent premises, which will have the following basic amcnities and
facilities
(m) well-built public counters,

{h) rooms or lobbies and amenitics for the comfort of customers waiting to be served,

{¢) secure and lockable units or strong-rooms, lockers, cages, drawers, cupboards, safes for storing articles
awaiting delivery, processing or forwarding,

() scales, w good working order for weighing courier articles for purposes of determining the tanff and
{¢) adequate transport arrangements for the conveyance of Commercial Courier articles.

The Licensee shall ensure that the scales referred to 1o clause 5.1(d) are assized in terms of the Weights and
Measures (assize) Regulations Cap 48:04 of the Laws of Malawi.

The Licensee shall obtain and provide the Authority with proof that there is adequate insurance cover for
the Commercial Courier articles conveyed.

The Licensee shall provide adequate security arrangements and measures during the transmission of the
courier articles.

The Licensee shall dispose of al undeliverable Commercial Courier articles according to the Act and
Regulations made under the Act.

In accepting Commercial Courier articles for conveyance, the Licensce shall comply with the law with
regard to the transmission of prohibited articles.
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Ankolo.com

22ND JUNE, 20138 THE MALAWI GOVERNMENT GAZETTE

173

6.

Agents, Sub-contractors and Service Providers

6.1 he Licensee may offer Commercial Courier Services under this licence through an agept, sub-contractor or
service provider. Provided that before entering into an arrangement or contragt with any agent,

sub-contractor or service provider the Licensee shall seek the prior approval from the

futhority.

6.2 The Authority may l'm giving its approval under Clause 6.1 above, impose such terths and conditions it
deems approprizate. Such terms and conditions may be changed by the Authority any time with written notice

to the Licensee.

6.3 The Licensee shall ensure that any arrangement or contract entered with an agent, sub-tontractor or service
provider doesn ot atfect the Licensee’s ability to corply with the terms and conditiong of this licence.

6.4 The Licensee shall ensure that its agent, sub-contractor or service provider complie
conditions of this licence.

4 with the terms and

6.5 The Licensee shall be responsibie for the acts or omissions of its agent, sub-contractar or scrvice provider
provided that the liability of the licensee shall be limited to acts or omissions which coystitute contravention

of the terms and conditions of this licence;

6.6 The Licensee shall, upon becoming aware of an act or omission by its agent, sub-gontractor or service

provider amounting to a breach of any term or condjtion of this licence, the
expeditiously as is reasonably possible to remedy the breach.

Licenseeshall act as

6.7 The Authority shall, upon becoming aware of any breach of any term or condition ¢f this licence, by an

agent, sub-contractlor er service provider of the Licensee notify the Licensee in wriffng to correct such a

breach.

6.8 The failure by the Autherity to notify the Licensce of a breach by the Licensee’s agengs, sub-contractors or
service provider contravention shall not in any way negate or limit the Authority’s rights in respect of such

contravention under this licence or utherwise.

Licence Fees
7.1 The licence fees payable by the Licensee to the Authority shall be as follows—

(@) A basic Licence Fee of the Malawi Kwacha equivalent of (US$2,000.00) Two Tl
of Amcrica Dollars on or before the Effective Dateand on each and every annive

(bY An annual levy equal to onc andhalf percent (1Y %) of the Licensee’s net operd
year payable in four (4) equal instalments. Calculation of the first three (3} quar
be based on the managerent accounts of the Licensee for the financial year. A {i
shall be made based on net operating revenue within thirty (30) days of issug
Adjustments shall be made for the first three (3) quarterly payments if the pet of
budget differs from the one in the audited accounts.

72 The Authority may exempt the Licensee from paying the basic licence fee or annu
particular year.

Universal Scrvice Fund

8.1 The Licensee shall from time to time consult with the Authority on the actions to b
objectives of the National Com.munications Policy.
8.2 The Licensce shajl be required to contribute to the Universal Service Fund (UFA) wi
Authority in accordance with the provisions of the National Communications Policy|
Regulations provided that the Licensee shall not be required to contribute in any
Courier Operator providing International Courier Services so contributes.

ousand United States
rsary of the licence.

ting revenue for each
etly instalments shall
hal quarterly payment
of audited accounts.
erating revenue in the

bl levy or both in any

c taken to achieve the

en 50 requested by the
and Universal Service

ear in which no other
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Service standards

9.1

9.2

9.4

Customer service

9.1.1

912

9.13

9.14

9.1.5

9.1.7
9.1.8

9.19

9.1.10

The Licensec shall maintain adequare trained personnel to receive and respond promptly to
complaints from customers.

The Licensee shall take all commercially reasooable measures to promptly remedy and avoid the
recwrence of the cause of all customer complaints that relate to the quality, availability or delivery
of its service.

The Licensee shall take all commercially reasonable actions and insurance necessary to guarantce
that amounts due 1o customers are paid in full if this operating licence is revoked.

The Licensee shall establish efficient procedurcs that take account of the predominant local
languages so that customers can receive assistance from its personnel during normal business
hours. These proccdures shall be included in the Licensee's standard terms and conditions for the
provision of Courier services.

These procedures shall include without limitation;
(a) Procedures for dealing with customer complaints
(b) Customers’ right of appeal to the Authority.

The Licensee shall submit to the Authority for approval 2 Master Customer Contract containing
Service Level Agreements and standard terms and conditions for the provisien of Courler Services
within one month from the Gazetting of this licence.

The Licensce may amend the Master Customer Contract with the prior approval of the Authority.

An application for approval of an amendment to a Master Customer Contract shall be made by the
Licensee to the Authority in writing. If the Authonity fails to respood in writing to the Licensee’s
application for the amendment of the Master Customer Coatract within thirty (30) days from the
date of receipt of the application, the amendment shall be deemed to have been approved..

The Licensee shall display a copy of the approved Master Customer Contract shall be displayed at
its principal offices and any branch offices open to the public.

The Licensee shall make available a copy of the Master Customer Contract to any interested party
upon request.

Clustomer piivacy

9.2.1

922

The Licensee shall use all reasonable endeavours 1o ensure that information obtained vr received
in the provision of the service by itself or its agents, sub-contractors or service providers is kept
confidential, that is. not disclosed ¢r made accessible to third parties or used otherwise than for the
purposes or turtherance of the provision of the service.

The Licensee shall not disclose information of a customer except with the consent of the customer,
which form of consent shall be approved by the Authority, except for the prevention or detection
of crime or the apprehension or prosecution of offenders or except as may be authorised by or
under the law.

Services for Physically Challenged Persons

93.1

The Licensee shall provide facilities at 11s premises giving due regard to the requirements of the
physically challenged members of the sociely. In particular, counters and access to service
faciiities shail be accessible to physicaily chailenged persons.

Quality of service targets

%41

The Licensee shall meet the service targets and standard of performance set out in schedule 1 and
as may be determined by the Authority from time to time.
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A (A VT3 1i

1.

12,

10.1
10.2

10.3

10.7

Roll out
1.1

11.2

11.3

Provision of information

12.1

942  The Licensee shall, within fourteen (14) days after every quarter of the year submit to the Authority
a report providing details of the performance of the Licensee during the previdus quarter.

943  In the event of poor performance for the period in question, the Authority shall impose punitive
measures in line with Schedule | of this license.

9.44  The Licensce shall, within three moaths after the end of each financial year, sufmit to the Authoriry
a report providing details of the performance of the Licensee during the prqvious financial year
against the standards set in this licence.

9.4.5  Notwithstanding any punitive measures taken under this clause, the Authorityjreserves the right to

impose any regulatory sanctions deemed necessary for poor performance.
All tariffs sef by the Licensee shall be just and reasonable and shall be cost based.

Licensee shall notify the Authority of proposed new tariff rates at least fourteen
proposed tariffs become effective.

The proposal submitted by the Licensec to the Authority shall set ont—
(a) details of the nature and amount of charges payable for the licensed Services
(b) the method of determining the charges.

The format of tariff proposals shall be as per Tariff Guidelines or any official comm
the {\LﬂhOriTy.

14) days before the

inication provided by

The Licensee shall publish any new tari{l adjustments in the press at least seven (7)
into effect.

The Authority shall have the power to order the discontinuance of any tariff which it
and unreasonable and not cost based.

ays before they come

etenmines to be unjust

The Licensee shall make available to its customers the tariffs for Commercial Courir articles and scrvices
offered to various destinations and at various weight steps for the benefit of the Jpublic, at all business

preinises.

The Licensee shall begin to offer commercial courier services not later than thrge

(3) months from the

cffective date of this license. Failure to comply shall be considered material breach of the terms and

conditions of the licence.

The Liccnsce shall establish and maintain service coverage in the four {4} main ¢jties of Malawi namely,

Blantyre. Zomba, Lilongwe and Mzuzu.

The Licensee shall within 3 months from the effective date submit to the Authprity a roll out plan for
approval by the Authority which when approved shall be sct in Schedule 2 of this Licence.

Confidentiality
12.1.1

All information furnished by the Licensee to Authority and marked "confidential” shall be held 1n

confidence by the AutLority. Such information may be released by the Ajtbority to the extent that

its release 1s required by the law.

12.1.2
revocation of the licence.

This requirement of contidentiality shalt continue afler the termination dr expiry of this licence ot
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12.2 Regulatory Reporting
12.2.1 The Licensee shall submit written Reports such as annual financial statements including budgets
for the coming financial year, Quality of Service returns and any other documents or reports in a
format determined by the Authority, ar least sixty (60) days after the anniversary date of the licence,
andon such other occasions as the Authority may require.
123 Preparation of accounts
123.1 The Liceasee shall at all times kecp at its principal place of business within Malawi, all proper
books of accounts accurate and up to date in accordance with Intenationally Generally Accepted
Accounting Principles (GAAP) and good business practices. All financial information submitted
. by the Licensee to the Authority for any purpose shall be prepared and presented in accordance
with GAAP or as the Authority shall direct. :
13. Inspections
13.1 Access to inspection
13.1.1  The Licensce shall grant unhindered access to all its facilities, installations, office records, any
equipment associated with its Commercial Courier service in Malawi to all authorized inspectors
or Moniters of the Authority during normal working hours or, following prior written notice, for
access after working hours, for purposcs of verifying the performance by the Licensee of its
obligations under this licence.
13.1.2  The Licensee may provide a representative to be present at any such inspection.
13.1.3  The mere fact that the Licensee has not provided a representative as provided in clause 13.1.2
above will not invalidate any findings of the Authority’s inspectors or monitors.
13.2 Monitoring of service provision
13.2.1 The Autherity may monitor, inspect and test the service or any equipment associated with the
Licenscee’s Commercial Courier service in Malawi without prior actice to the Liccnsce where there
are rzasonable grounds to belicve that prior notification to the Licensee will prejudice the
Authority’s inspectors in the cxercise of their duty.
14. General conditions

14.1

14.2

,_,
+
v

144

Owaership

14.1.1 The Licensee must be incorporated in Malawi. The Licensee shall eosure that foreign ownership in
the Licensee is in accordance to the Laws of Malawi.

14.1.2 The Licensee shall seck approval from the Authority before cHecting any change in its
shareholding structure.

Transfer of licence

14.2.1 The licence shall not be assigned or otherwise trapsferred or pledged without the wriiten consent
or approval of the Authority.

Amendment
14.3.1 Any amendment to the licence shall be in accordance with the Act.

1432 No amendment shall be of any force or effect, unless reduced to writing and signed by the
Authority.

Penalties

14.4.1 The Authority shall reserve the right to impose any regulatory sanction deemed appropriate for
breach of any licence terms or conditions.
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144.2

14.5

14.6

14.7

14.3

14.9

14.43

Suspension or Revocation

14.5.1

Exercise of powers

1461

Force majeurc

14.7.1

14.7.2

Liability

148.1

Fair trading

14.9.1

The regulatory sanctions stipulated in 14.4.1 above may include;

(@) Impose such fines which it sees fit and are proportional to the breach;
(b) Compensation;

{c) Warnings;

(d) Suspension;

(e) Cease or desist order;

() Compliance order,

(g} Revocation; or

(R) Any other sanction deemed appropriate by the Authority.

Notwithstanding Clause 14.4.2 above the Authority shall impose specific pe
out in Schedule 3 of this heence

nafties and fines as set

The Authority may suspend or revoke this license on any of the following grdunds:

(g} if the Licensee is in substantial breach of any term or condition of this lidense;

(b) if the Licensee fails to pay outstanding license fees within a period of 12
the date the fees became due and payable;

(c) if the Licensee has been declared insolvent;
(d) if the Licensee takes steps to deregister itself or is deregistered; or

{e) If the licensee agrees in writing gn cancellation of the license.

() If the Licensee has ccased to provide the services specified in the licence|

k3

(fwelve) months from

In exercising any powers granted to the Authority in terms of this licence, the Authonty shall;

(@) act reasonably baving regard to all surrounding circumstances;

1b) prior to excreising any power, afford the Licensee every reasonable
represcntations to the Authority in respeet of all relevant issues;

(¢} at the request of the Licensee, furnish written reasons for any decisions

ppportunity to make

made.

Any faiture by the Licensee to comply with any obligation, terms or conditigns of the licence shall

be excused to the extent that it is cuused by an eveni which is beyond the ¢

dntrel of the Licensee,

including, but not limited to extreme weather conditions, fire, war or civil stfife or any other cause

beyond the reasonable control of the Licensee.

The Licensee shall use reasonable endeavours to minimise the impact on its
of this nature and tc remedy, if possible, the failure. The Licensee sh

informed of any problems that may be encountercd, their consequences on

steps it 18 taking to address the problems.

The Licensec shall indemnifv the Authority against any losses, claims,
actions, damages or demands which may be made against the Authority
result of or in relatisn to the activities of the Licensce, its service providers
connection with the pro ision of the service.

The Licensee shall not show undue prefcrence to, or exercise undue
particular persons or persons of any class or description in respect of the p
courier services under this licence.

%pcra'nons of any event

Il keep the Authority
its operations and the

charges or expcnscs,
v any third party as a
servants, or agents, in

Hiscrimination against,
rovision of commercial
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149.2 The Licensee may be deemed to have shown undue preference or undue discrimination as
described in clause 13.9.1 if the Authority determines that it unfairly favours to a material extent
any business carried on by it so as to place at a significant competitive disadvantage persons
lawfully comp-eting with that business.

1493  The Licensee will not alone or together with others, engage in or continue or knowingly acquiesce
in any anti-competitive practices and, in particular, the Licensec shall:

{a) not engage in any cross-subsidization;

(5) not engage in the abuse of its dominant position. if any;

(¢} not enter into any agreements or undertakings with any person, including any supplier of
- services that compete with the service, which have as their objective or effect the fixing of
prices or any other resfraint on competition;

(d) not engage m any anti-competitive tied or linked sales practices, provided that the Licensee
may bundle services so long as the bundled services are also available separately;

{e) not use information obtained from cowpetitors if the object or effect of such use is anti-
competitive.

p—
La

Compensation and Safety Measures

15.1 The Licensee shall be responsible for all commercial courier articles entrusted to it and shall pay
conmpensation as may be appropriate to customers for losing, raisplacing or failing to guarantce the integrity
of any commercial courier article,

152 The Licensce shall in respect of all ils systems, tools, equipment and installations, possessed, operated,

maintained or used under this licence, take all proper and adequate safely measures to sateguard life of statf I
and property.
153 The Licensee shall ot accept for transmission any prohibited articles as specified by written laws of the d

country, intcrnational ¢conventions and Postal Regulations.

16. Severability

16.1 Should any provision of this liccnce be invalid or uncnforceable, the same shall be severed from the licence
and the remaining provisions shall remain valid and enforceable.

17. Notices

17.1 Any notice required or permitted under the terms and conditious of this Licensee shall be in writing in the
English language and shall be sufficiently served if delivered by hand or sent by registered mail as follows;
(a) In the case of MACRA, to,
The Director Generai,
MACRA,
Private Bag 261,
Blantyre,

Malawi.

® In the case of the Licensce, to;
Managing Director
Ankolo.com
P.O. Box 31760

Lilongwe

Licence for Ankelo.com
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18. Arbitration

18.1 Any dispute arising out of or in relation to this license shall, if not settled amicably ¢
of either party be referred to arbitration in accordance with the Arbitration Act.

Issued at Blantyre un this 22nd day of June, 2018,

Signed: REV. ALEX MAULANA

GODFREY ITAYE

Chairperson
Malawi Communications Regulatory Authority (MACRA)

Director-General

Malawi Communications Regulatory Authority (MACRA)

Schedule 1: Quality of Service Targets

Domestic Courier Transmission Targets

Service Category

Target | Target { Target

Year | Year 2 | Year3
Same Day Service-Intracity 90%% 95% 98%
Overnight Service-Intercity (24 HOURS) 90% 93% 98%

Service Requirementy

Compulsory |

. Track and Trace

. Door-to-Door Delivery

. Pick-up services

. Record of Delivery

. Service during Public Holidays and v/eekends

. Five-day week service (Mon-Fri)

. Display of hours of Business

oo |~ o W fh W I —

. Display of current Tariffs

9. Commercial Courier Label

n the written request

Licence for Ankolo.com
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GLOSSARY OF TERMS

Same-day service: Refers to a service where the delivery of commercial courier articles accepted occurs during the
day of such acceptance.

Overnight service: Refers to a service where commercial couricr articles accepted are delivered on or before close of
business the following day.
Track and Trace: Refers 1o system that allows for the ascertaining the exact location of Courier articles along the

transmission course. It relics on a unique identification number that is allocated to the article at the
time of acceptance, conveyance or delivery.

Door-to-Door: Refers to the delivery of courier articles to a physical address indicated on the article or otherwise
advised by the addressee.

Record of Deliverv: Refers to any writfen document, delivery note, consignment note, commercial coutier label or
cquivalent showing delivery or attempted delivery details

Pick-up Service: Refers to the activity where a Licensce, his Agents, Strategic Alliances, or Sub-contractors provide
collection services of the customers' courier items, from the customer’s premises or sites
designated or indicated by the customer for such collection to be effected

SCHEDULE 2: ROLL-OUT PLAN

[The schedule shall provide the Licensec’s plans in providing coverage and location of offices in the main cities of the
country]

SCHEDULE 3: PENALTIES AND FINES

1. International Commercial Courier Services License US Doliar 15§
a. Implementing tariffs without notifying the Authority 600
b. Failure to meet rol} out fargets per service arca 2150
c. Failure to mect quahty of service standards 1,000
d. Failure to comply with customer scrvice provisions 1.000
e. Operating without assized scales per station 600
f. Implementing unpublished tariffs 175
g. Failure to dispose undeliverable articles 175
h. Not afﬁxiﬁg commercial courier label on article 600
i. Failure to display tariffs and scrvices offered at all business places 600
J Any other offence not covered above shall attract a maximum penalty of 2,000

Licence for Ankolo.com
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GENERAL NOTICE No. 52

Licence No. P/DCCL/20184208
A N
Reference: P/DCCL/2014/008 p— (This licence number must bp quoted on all
’ . correspondence and at interviews)
MACRA ~

T el

MALAW] COMMUNICATIONS REGULATORY AUTHORITY

DOMESTIC COMMERCIAL COURIER SERVICES LICENCE
This is 1o certify that

G485 SECURE SOLUTIONS (MALAWI) LIMITED

Of:
P.O. Box 781, Lilongwe

is licensed to provide Domestic Commercial Courier Services under Part XV of the Communications Ac
of FIVE(3) Years commencing on Ist July, 2018, and ending on 30th June, 2023, subject to the Licensey
all Terms and Conditions of the Licence and the Communications Act. The licence fees payable by the [
shall be as follows:

, 2016, for a period
p's compliance with
icensee to MACRA

(a) An Annual Licence Fee of the Malawi Kwacha equivaient of Five Thousand Uniteg Statcs of America

Dollars (US$5,000.00) payable before the Gazetting of the Licence and on each and
the Licence.

() A levy equal to one and half percent {1 %2 %) of the Licensees’ Net Operating Revenue

gvery anniversary of

for each year payable

in advance in four egual instalments, Calculation of the first three quarterly instalmeqts shall be based on
the management accounts of the Licensee for the financial year. A final quarterly payment shall be made
bas:zd on Net Operating Revenue within 30 days of issue of audited accounts. Adjus#nents shall be made

for the first three quarterly payments if the Net Operating Revenue in the budget di
accounts.

Nothing n this Licence shall be taken as discharging or exempting the Licensee from the obligation to ¢
iaw applicable to its business.

Rev. ALEX MAULANA
Buard Chairperson

Goprrey [
Director G

ers from the audited

Jmiﬂy with any other

YE
eral

This Licence js issued subject to the terms and conditiens hereto, and to any other terms and condi

Failure to comply with any terms and conditions may lead to suspension or revocation of this Licency

ions and promises of

performance that may from time to time be incorporated bercin under the Comimunications Act and the Regulations thereto.

Issued withour alteration or erasure, and void if altered or erased

Licence for G45 Secure Solutivns (Maluwi) Limited
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1. Interpretation apd Definitions

1.1
1.2
1.3
1.4

1.5
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This document constitutes the Licence in its entirety;

The Schedules hereto shall form part of this Licence;

Terms uscd but not expressly defined in this Licence shall have the meaning given injthe Act;

All technical terminology used in this Licence shall have the same meaning ascrifed by the Universal

Postal Union {UPUY;

A provision conferring rights and obligations shall, notwithstanding that it is only] in the interpretation

Clause, be given effect if it werc a substantive Clause in the Liceace;

Words importing the singuiar shall snclude the plural and vice versa; words denoting|persons shall include

corporate bodics and unincorporated associations of persons and vice versa

Unless the subject matter or context otherwise requires, the following terms and corjditions shall have the

following meanings:

(@) Act means the Commumications Act 2016.

() Authority means the Malawi Communications Regulatory Authority (MACRRA). established under

Section 4 of the Act.
(c) Cease and desist order means an order niade by the Authority requiﬂng a licen)

(dy Commercial Courier Article means any letter, packet, small packet, or any ot
packaged in a Commercial Courier package or in any other packaging bearin
Courier Label, which has been collected by, or delivered to the Licensee foj
through a Commervial Courier Service, but excludes any article which by 4§
regulations is prohibited from being accepted for transmission through post.

fee fo slop a breach

her article whatsoever
r a clear Commercial
onward transmission
he Act or any lawful

(¢) Commercial Couricr Label means a picce of paper, affixed onto a Commercjal Courier package or

commercial courier article, bearing the Licensee’s lugo. the name of the courier
charge, time of posting, the sender’s and the recipient’s address and a unique idd
tracking and tracing purposes.

() Commerciai Courier service means a service for the vonveyunce, for reward, |

ervice, the weight, the
ntification number for

f Commercial Courter

Articles in respect of which an undertaking is given lo deliver the article to a spec)ficd destination within

a specified time.

(g} Compliance order means an order made by the Authority requiring a liccnsge to comply with the
Communications Act, Regulations, the licence or any cther order made by the 4uthority.

(h) Domestic Commercial Courier Service means a courier service pertormed in
courier articles accepted. conveyed and delivered within Malawi.

respect of commercial

(i) Effective Date means thc date when the Licence comes into force, namcly when published in the

Gazette,

{7 International Commercial Courier Service means any commercial courie

service performed in

respect of courier articles posted within Malawi fo an address outside Malawi, dr received from a place

outside Malawi for delivery within Malawi.

(k) Licensee means cntily that has been awarded a licence to operate courier business.

{/) Net Operating Revenue means the total reveauwe of the Licensee, lcss discoul
Tax and other taxes, derived from the provigion of commercial courier services,
paid or payable to courier operators. For thc avoidance of doubt, "net opers
include revenue from the 3.'= of asgets.

{m) Successor Company means any successor company formed in terms of the Co
of Malawi or any subsidiary of a successor company that takes on the burdens
merger, acquisition, or other means of succession.

(n) Tariff means fees and charges that may be charged by the Licensec in resy
licensed services.

nts given, Valug-Added
net of any terminal dues
fting rcvenue docs pot

mpanics Act of the Laws
of the Licenseethrough

pect of the provision of
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(¢) Universal Service Fund means a fund setup to covera policy of the Government to make ICT services
available throughout the country including rural and underserved areas at affordable prices.
2. Applicable Law
2.1 This licence shall be governed by the laws of Malawi.
3. Validity, Effective Term and Renewal

n

3.1

32

33

This Licence shall be valid for a period of Five (5) years from the Effcctive date uniess revoked in terms of
the provisions heren. :

This Licence may be rengwed at Authority’s discretion for such number of years as may be agreed between
the partics at the expiry of the licence term.

The application for renewal shall be madc in writing not later than twelve (12) calendar months before
expiration of the term of the licence

The Authority shall stipulatc the fee payable in respect of any renewal of the licence.

The Licensee shall give notice of the intention to terminate the licence at least 12 months before the date of
the propesed termunation date.

Scope of the licence

4.1

The Liceosee is authorised by this licence to provide Domestic Commercial Courter Services, to convey,
deliver; and perform all the incidental services of receiving, collecting, sending, despatching and delivering
Commercial Courier articles for reward; apd in respeet of which an undertaking is given to deliver the article
to a specified destination within a specified time.

The Licensee shall lodge with the Authority commercial courier {abel; registered trademark or logo, which

will be prominently displayed on all correspondancc and at all official premises of the Licenses.

Operating Environment

5.1

53

54

5.5

5.6

The Licensce shall operate from purmanent premises, which will have the following basic amenities and
facilities—

{2} well-built public counters,
(b rooms or lobbies and amenities for the comfort of customers waiting to be served,

(¢} secure and lockable units or strong-rooms, lockers, cages, drawers, cupboards, safes for stering articles
awaiting delivery, processing or forwarding,

(d) scales, in good working order for weighing courier articles for purposss of determining the tariff and
(¢) adequate rransport arrangements for the conveyance of Commercial Couner articles.

The Licensee shall ensure that the scales referred to in clause 5.1(d) are assized in terms of the Weights and
Measures (assize) Regulations Cap 48:04 of the Laws of Malawi.

The Licensee shall obtain and provide the Authority with proot that there js adequate insurance cover for
the Commercial Courier articles conveyed.

The Licensce shall provide adequate security arrangements and measures during the transmission of the
courier articles.

The Licensee shall dispose of all undeliverable Commercial Courier articles according to the Act and
Regulations made under the Act,

In accepting Commercial Courter articles for conveyance, the Licensee shall comply with the law with
regard to the transmission of prohibited articles.

Licence for G485 Secure Soiutions (Malawi) Limited
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6. Agents, Sub-contractors and Service Providers
6.1 The Licensee may offer Commercial Courier Services under this licence through an agent, sub-contractor

or service provider. Provided that before entering into an arrangement or contrac{ with any agent,
sub-contractor or service provider the Licensee shall seek the prior approval from the Agthority.

6.2 The Authority may in giving its approval under Clause 6.1 above, impose such termd and conditions it
deems appropriate. Such terms and conditions may be changed by the Authority any time with written notice

to the Licensee.

63 The Liccusee shall ensure that any arrangement or contract entered with an agent, sub-coniractor or service

provider doesn ot affect the Licensee’s ability to comply with the terms and conditions

6.4 The Licensee shall ensure that its agent, sub-contractor or service provider complies
conditions of this licence.

bt this licence.

vith the terms and

6.5 The Licensee shall be responsible for the acts or omissions of its agent, sub-contraclor|or service provider
provided that the liability of the licensce shall be limited to acts or omissions which constitute contravention

of the terms and conditions of this licence;

6.6 The Licensee shall, upon becoming aware of an act or omission by its agent, sub-c

atractor or service

provider amounling to a breach of any term or condition of this licence, the Ljcensceshall act as

expeditiously as is reasonably possible to remedy the breach.

6.7 The Authority shall, upon becoming aware of any breach of any term or condition of this licence, by an
agent, sub-contractor or service provider of the Livensee notify the Licensee in writifig to correct such a
breach.

6.8 The failure by the Authority to notify the Licensee ol a breach by the Licensee’s agent, sub-contractors or

scrvice provider contravention shall not in any way negate or limit the Authority’s rights in respect of such

contravention under this licence or otherwise.

~1

Licence Fees

74 The Licence fees payable by the Licensee to the Authority shali be as follows—

(@) A busic Lucence Fee of the Malawi Kwacha equivalent of (US$5,000.00) Five Thpusand United States
of America Dollars on or before the Effective Dateand on each and every annivesary of the licence.

(b) An annual levy equal fo one andhalf pereent (1% %) of the Licenscc’s net operafing revenue for each

vear payable in four (4) equal instalments. Calculation of the first threc (3) quurte

rly instalments shall

be based on the management accounts of the Licensee for the financial year. A fihal quarterly payment

shall be made based on net operating revenue within thirty (30) days of issugj of audited accounts.
Adjustments shall be made [or the first three (3) yuarterly payments if the net opprating revenue in the

budget differs from the one in the audited accounts.

12 ‘The Authority may cxempt the Licensce from paying the basic licence fee or annugl
particular yecar,

8 Universal Service Fund

8.1 The Licensce shall from time to time consult with the Authonity on the actions to be
objectives of the Wational Commuuications Policy.

levy or both io any

taken to achieve the

3.2 The Licensee shall be required to contribute to the Universal Service Fund (UFA) wijen so requested by the
Authority in accordance with the provisions of the National Communications Policy|and Universal Service
Regulations provided that the Licensee shall not be reyuired to contribute in any Jear in which no other

Courier Operator providing International ('ourier Servicesso contributes.

Licence for G4S Secure Sofutions (Malawi) Limited
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Service standards

9.1

9.2

Customer service

9.1.1

9.1.2

9.1.7
9.1.8

9.19

9.1.10

The Licensee shall maintain adequatc trained personnel to receive and respond promptly to
complaints from customers.

The Licensee shall take all commercially reasonable measures to promptly remedy and avoid the
recurrence of the cause of all customer complaints that relate to the quality, availability or delivery
of its service.

The Licensee shall take all commercially reascnable actions and insurance necessary to guarantee
that amounts due to customers arc paid in full if this operating licencc is revoked.

The Licensce shall establish efficient procedures that take account of the predominant local
languages so that customers can receive assistance from its personne! dunng normal business
hours. These procedurcs shall be wcluded in the Licensee's standard terms and conditions for the
provision of Courier services.

These procedures shall include without limitation;
(o) Procedures for dealing with customer complaints
(b) Customers’ right of appeal to the Authority.

The Licensee shall submit to the Authonty for approval a Master Customer Contract containing
Service Level Agreements and standard terms and conditions for the provision of Courier Services
within onc month from the Gazetting of this licence.

The Licensee may amend the Master Customer Contract with the prior approval of the Authority.

An application for approval of an amendment to a Master Customer Contract shall be made by the
Licensce to the Authority in writing. If the Authority fails to respond in writing fo the
Licensee 'sapplication for the amendment of the Master Customer Contract within thirty (30) days
from the date of receipt of the application, the amendment shall be decrned to have been approved.

The Licensee shall display a copy of the approved Master Customer Contract shall be displayed at
its principal offices and any branch offices open to the public.

The Licensee shall make available a copy of the Master Customer Contract to any interested party
upon request

Customer privacy

9.2.1

The Licensee shall use all reasonable endeavours to ensure that information obtained or received
i the provision of the service by itself or its agents, sub-contractors or service providers is kept
confidential, that is, not disclosed or made accessible to third parties or used otherwise than for the
purposes or furtherance of the provision of the service.

The Licensee shall not disclose information of 4 customer cxcept with the consent of the customer,
which form of consent shall be approved by the Authority, except for the prevention or detection
of crirne or the apprehension or prosecution of offenders or except as may be authorised by or
under the law.

Services for Physically Challenged Persons

9.3.1

The Licensee shall provide facilities at its premises giving due regard to the requirements of the
pbysically challenged members of the society. In particular, counters and access to service facilities
shall be accessible to physically challenged persons.

Licence for G4S Secure Solutions (Malawi) Limited
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10.

.

9.4

Tariffs
10.1
10.2

10.3

10.6

10.7

Roli ont
11.1

Provision of information

12.1

Quality of service targets

94.1 The Licensee shall meet the service targets and standard of performance get out in schedule 1 and
as may be determined by the Authority from time to time.

9.4.2  The Licensee shall, within fourteen (14} days after every quarter of the yeal submit to the Authority
a report providing details of the performance of the Licensee during the pfevious quarter.

94.3  In the event of poor performance for the period in question, the Authority shall impose punitive
measures in line with Schedule | of this license.

94.4  The Licensee shall. within three months after the end of each financial year] submit to the Authority
a report providing details of the performance of the Licensee during the|previous financial year

T against the standards set in this licence.
94.5  Notwithstanding any punitive measurcs taken under this clause, the Autholity reserves the right fo

impose any rcgulatory sanctions deemed necessary for poor performance.

All 1ariffs sct by tbe Licensee shall be just and reasonable and sha)] be cost based.

Licensee shall notify the Authonty of proposed new tariff rates at lcast ‘founcén (14) days before the

proposed taritfs become cflective.
The proposal submiticd by the Licensce to the Authority shail set out—
{a) details of the nature and amount of charges payable for the licensed Services

(hy the method of dutermining the charges.

The format of tarifl proposals shall he as per Tariff Guidelines or any official comnunication provided by

the Authority.

The Licensee shall publish any new tanff adjustments in the press at least seven (7
into effect.

The Autherity shall have the power to order the discontinuance of any tariff which it

and unreasonable and not cost based.

The Licensee shail make available to its customers the tariffs for Commercial Cour
offered to varipus destinations and at various weight steps for the benefit of the

premises.

days before they come

determines to be unjust

er articles and services
public, at al} business

The Licensce shall begin to offer commercial courier services not later than thrde (3) months from the
effective date of this license. Failure to comply shall be considered material breach- of the terms and

conditions of the licence.

The Licensec shall establish and maintain service coverage in the four (4) main cibes of Malawi namely,

Blantyre, Zomba, Lilongwe and Mzuzu,

The Licensee shall within 3 months from the effective date submil to the Authefity a roll out plan for
approval by the Authority which when approved shall be set in Schedule 2 of this licence.

Confidentiahity

12.1.1  All information furnished by the Licensee to Authority and marked “confi

jentiar’ shall be held in

confidence by the Authority. Such information may be released by the Authority to the extent that

its relcase is required by the law.

Licence for G45 Secure Sotutions (Malawi) Limited
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14,

12.2

123

12.1.2  This requirement of confidentiality shal] continue after the termination or expiry of this licence or
revocation of the licence.

Regulatory Reporting

12.2.1 The Licensee shall submit written Reports such as annual financial statements including budgets
for the coming financial year, Quality of Service returns and any other documents or reports in a
format detcrmined by the Authority, at least sixty (60) days after the anniversary date of the licence,
andon such other occasions as the Authorily may require.

Preparation of aceounts

12.3.1 The Licensee shall at all times keep at its principal place of business within Malawi. all proper
books of accounts accurate and up to date in accordance with Internationally Generally Accepted
Accounting Principles (GAAP) and good business practices. AU financial information submitted
by the Licensee to the Authority for any purpose shall be prepared and presented in accordance
with GAAP or as the Authority shall direct.

Inspections

13.1

Access lo inspection

13.1.1 The Licensee shail grant unhindered access to all its facilitics, installations, office records. any
cquipment associated with its Commercial Courier service in Malawi to all authorized inspectors
or Monuturs of the Authority during normal working hours or, following prior written notice, for
access after working bours, for purposes of verifying the performapce by the Licensee of its
obligations under this licence.

13..2 The Licensee may provide a represcntative fo be present at any such inspection.

13.1.3 The mere fact that the Licensce has not provided a representative as provided in clause 13.1.2
above will not invalwdate any findings of the Autherity’s inspectors or monitors.

Menitoring of service provision

13.2.1  The Authority may monitor, inspect and test fhe service or any equipment associated with the
Licensee’s Commiercial Courier service in Malawi without privr notice to the Licensce where there
arc teasonable grounds to believe that prior notification to the Licensee will prejudice the
Authority’s inspectors in the exercise of their duty.

General conditions

14.1

142

14.3

Ownership

[4.1.1 The Licensee must be incorporated in Malawi. The Licensce shall ensure that foreign ownership in
the Licensee is in accordance fo the Laws of Maiawi,

1412 The Licensee shall seek approval from the Authority before effecting any change in its
shareholding structure.

Transfer of licence

142.1 The licence shall not be assigned or otherwise transferred or pledged without the wntten consent
or approval of the Authority.

Amendment
14.3.1  Any amendment to the licence shall be in accordance with the Act,

1432 No amendment shall be of any force or effect, unless reduced to writing and signed by the
Authortty.

Licence for G4S Secure Solutions (Malawi) Limited
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14.4

14.5

14.6

14.7

14.8

14.9

Penalties

14.4.1

14.4.2

1443

Suspension or Revocation

14.5.1

Exercise of powers

1461

Force majeure

14.7.1

14.7.2

Liability

148.1

Fair trading

14.9.1

The Authority shall reserve the right to impose any regulatory sanction

breach of any licence terms or conditions.

The regulatory sanctions stipulated in 14.4.1 above may include;

(@) Impose such fines which it sees fit and are proportional to the breach

(b) Compensation;

(¢) Warnings;

(d) Suspension,

(e) Cease or desist order;

(/) Compliance order;

{g) Revocation; or

(h) Any other sanction deemed appropriate by the Authority.

Notwithstanding Clause 14.4.2 above the Authority shall impose specific
out in Schedule 3 of this Licence

deemed appropriate for

penalties and fines as set

The Authority may suspend or revoke this license on any of the following grounds:

(@) if the Licensee is in substantial breach of any term or condition of ths license;

(b) ifthe Licensee fails to pay outstanding livense fces within a period of |12 (twelve) months from

the date the fees became due and payable;
(c) if the Licensee has been declared insolvent;
(d) if the Licensee takes steps to deregister itself or is deregistered; or

(e) Tfthe licensee agrees in writing on cancellation of the license.

() If the Licensee has ceased to provide the services specified in the licgnce.

In exerciging any powers granted o the Authority in termas of this licence, the Authority shall;

(a) act reasonably having regard (o all surrounding circumstances;

(b) prior to exercising any power, afford the Licensee every reasona
representations to the Authority in respect of all relevant issues;

ble opportunity to make

{c) at the request of the Licensee, furnish written reasons for any decisidns made.

Any tailure by the Licensee to comply with uny obligation, terms or cong
be excused to the extent that it ts caused by an event which is beyond thy
including, but not limited to extreme weather conditions, fire, war or civ
beyond the reasonable control of the Licensce.

The Licensee shall use reasonable endeavours to minimise the impact on
of this nature and to remcdy, if possible, the faillure. The Licensee

Jitions of the licence shall
E control of the Licensee.
! strife or any other cause

is operations of any event
shall keep the Authonty

informed of any probliems that may be encountered, their consequences on its operations and the

steps 1t is taking to address the problems.

The Licensee shall indemnify the Authority against any losses, claifns, charges or expenses.

actions, damages or demands which may be made against the Authon:

ty by any third party as a

result of or in relatio. *» the activitics of the Licensee, its service providers, servants, or agents, 1o

coanection with the provision of the service.

The Licensee shall not show undue preference to, or exercise undje discrimination against,

particular persons or persons of any class or description in respect of th
courier services under this hicence.

e provision of commercial

Licence for G4S Secure Solutions (Malawi) Limited
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1492 The Licensce may be deemed to have shown undue preference or undue discrimination as
described in clause 13.9.1 if the Authority determines that it unfairly favours to a material extent
any business carried on by it so as to place at a significant competitive disadvantage persons
lawfully competing with that business.
1493 The Licensee will not alone or together with others, engage in or continue or knowingly acquiesce
in any aati-competitive practices and, in particular, the Licensee shall:
{a) not cngage in any cross-subsidization;
(b} not-engage tn the abuse of its dominant position, if any;
(¢) not enter nto any agrecments or undertakings with any person, including any supplier of
services thal compete with the service, which have as their objective or effect the fixing of
prices or any other restraint on competition; B
(¢) not engage in any anti-competitive tied or linked sales practices, provided that the Licensee
may bundle services so long as the bundled services arc also available separately;
(e) not use information obtained from competitors 1f the object or effect of such use is anti-
competitive.
15. Compensation and Safety Measures

15.1 The Licensee shall be responsible for all commercial courier articles entrusted to it and shall pay
compensation as may be appropriate to customers for losing, nisplacing or failing to guarantee the integrity
of any commercial courier article.

15.2 The Licensee shall in respcct of alf its systems, tools, equipment and installations, possessed, operated,
maintained or used under this licence, take all proper and adequate safety measures to safeguard life of staff
and property.

153  The Licensee shall oot accept for transmission any prohibited articles as specified by written Jaws of the
country, international conventions and Postal Regulations.

16. Severability

16.1 Should any provision of this licence be invalid or unenforceable, the same shail be severed from the licence

and the remaining pzovisions shall remain valid and enforccable,
17. Notices
17.1 Any notice Tequired or permitied under the terns and condihions of this Licensee shall be in writing in the

English language and shall be sufficiently served if delivered by hand or sent by registered mail as follows;

(@) In the case of MACRA, to,
The Director General,
MACRA,
Private Bag 261,
Blantyre,

Malawi.

(b) In the case of the Licensee. to;
Managing Director
G48S Secure Solutions (Malawi) Limited
P.O. Box 720
Blantyre

Licence for G4S Secure Solutions (Malawi) Limited
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18. Arbitration

18.1 Any dispute arising out of or in relation to this license shall, if not settled amicably on th

of cither party be referred to arbitration in accordance with the Arbitration Act.

Issued at Blantyre on this 22nd day of June, 2018.

Signed: REv. ALEX MAULANA

Chairperson

Malawi Communications Regulatory Authority (MACRA)

GODFREY [TavE

Director-General

Malawi Communications Regulatory Authority (MACRA)

Schedule 1: Quality of Service Targets

Domestic Courier Transmission Targets

Service Category Target
4 Hour Service Intracity 98%
Same Day Service-Intracity 98%
Overnight Service

Blantyre, Zomba, Machinga, Liwonde, Balaka, Ntcheu, Dedza,

Lilongwe, Kasungu, Mzimba, Mzuzu 98%
48-Hour Service

Chikwawa, Nzanje, Nchalo, Thyole, Mulanje, Phalombe,

Mangochi, Salima, Nkhotakota, Dwangwa, Nkbatabay, Rumpbi,

Karonga, Mchinji, Chitipa, Likoma, Mwanza, Neno, Chiradzulu 98%

Service Requirements

Compulsory I Optional

1. Track and Trace v

2. Door-to-Door Delivery J

3. Pick-up services z J
4. Record of Delivery v

S. Service during Public Holidays and Weckends e i J
6. Five-day week service (Mon-Fri) /

7. Display of hours of Business J

8. Dusplay of currcat Tariffs N4

9. Commercial Courier Label v

e written request

Licence for G4S Secure Svlutions (Malawi) Limited
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Same-day service:

Overnight service:

Track and Trace;

Door-to-Door:

Record of Delivery:

Pick-up Service:

GLOSSARY OF TERMS

Refers to a service where the delivery of commercial courier articles accepted occurs during the
day of such acceptance.

Refers to a scrvice where commercial courier articles accepted are delivercd on or before close of
business the following day.

Refers to system that allows for the ascertaining the exact location of Courier articles along the
transmission course. 1t relies on a unique identification number that is allocated to the article at the
time of acceptance, conveyance or delivery.

Refers to the delivery of courier articles to a physical address indicated on the article or othcrwise
advised by the addressee.

Refers to any written document, delivery note, consignment note, comnmercial courier iabel or
equivalent showing delivery or attempted delivery details

Refers to the activity where a Licensec, his Agents, Strategic Alliances, or Sub-contractors provide
collection services of the customers' courier items, {rom the customer’s premises or sites
designated or indicated by the customer for such collection to be effected

SCHEDULE 2: ROLL-QUT PLAN

[The schedule shall provide the Licensee’s plans in providing coverage and location of offices in the main cities of the

country]

SCHEDULE 3: PENALTIES AND FINES

1. International Commercial Courier Services License US Dollar US%
a. Implementing taciffs without notifying the Authority 600
b. Failure to meet roll out targets per scrvice area 2150
c. Failure to meet quality of service standards 1,000
d Failure to comply with customer service provisions 1,000
e. Operating without assized scales per station 600
£ lmplementing unpublished tariffs 175
2 Failure to dispose nndeliverable articles 175
h. Not affixing commicrcial vourier label on article 600
i Failure to display tariffs and services offercd at all busingss places 600
i Any other offence not covered above shall attract a maximum penalty of 2,000

Licence for G48 Secure Solutions (Malawi) Limited
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