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FOREWORD
On behalf of the Ministry of Labour and Social Security (MoLSS), I am honoured to present to you this Service Charter and Service Pledge entailing services offered by the Ministry
This is the beginning of a sustained commitment by the Government of Swaziland and its clients and stakeholders for an improved quality service delivery, and in the process promote transparency, accountability, innovation, integrity, fairness, efficiency, effectiveness, confidentiality, loyalty and development cooperation effectiveness. The mission of the ministry is to create, maintain and improve an environment for labour protection, employment facilitation, social protection and social dialogue promotion to foster economic growth and social justice. This Service Charter spells out the role of the Ministry and highlights the services offered and its Service Pledges towards the fulfilment and achievement of our mission.
The development of this Service Charter clearly signifies our commitment to serve our Clients, Stakeholders, Development Partners and the General Public at large with a view to create a better and mutual understanding, thus enhancing our service delivery. It lists the Departments in which the different services can be accessed and the guiding legal instruments.
It is therefore my profound pleasure to present to you the Service Charter for the Ministry of Labour and Social Security.
HONOURABLE MINISTER FOR LABOUR AND SOCIAL SECURITY
ACKNOWLEDGEMENT
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The Ministry of Labour and Social Security (MoLSS) would like to express its profound appreciation to His Majesty’s Government and Cabinet for having spearheaded the initiative to develop a Service Charter and pledges for our ministry in order to optimise service delivery standards and efficiency. The Ministry’s core business is a labour, employment and social protection environment that is responsive to dynamic social economic demands of the country. This therefore means that a highly dedicated staff is required and expected in order to successfully achieve our mandate.
My sincere appreciation to the members of the Staff who coordinated the drafting of this Client- Service Charter and these are; Mr. Norman Gamedze, Bongiwe Dlamini, Magwabane Mdluli, Gcebile Dlamini, Thembisile Hlophe, Gugu Ginindza and Khulile Dlamini. These officers displayed great commitment in the drafting of this Charter and represented the rest of the ministry staff exceptionally well. The Ministry is also extremely appreciative to the Ministry’s Heads of Departments (HODs), Units and stakeholders who contributed immensely to the development of this important document. The production of the Service Charter would not be what it is today without their valued inputs, suggestions and feedback.
Lastly, the Ministry further gratefully acknowledges the dedication and important role played by the Management Services Department Consultants under the Ministry of Public Service who professionally guided the Service Charter development process from the initial conception stage to the production of this Charter.
THULANI E. MKHALIPHI PRINCIPAL SECRETARY (MoLSS)
OBJECTIVES OF THIS CHARTER ARE:
1. To inform our clients and stakeholders of the nature and quality of services our Ministry offers.
2. To clarify the relative rights, expectations and obligations of our clients and the service commitments.
3. To provide a framework for defining service delivery standards to be provided by Ministry of Labour and Social Security (MoLSS).
4. To act as a tool towards enhancing performance across all departments.
5. To professionalize and encourage excellence in the MoLSS.
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EXECUTIVE SUMMARY
This Charter is considered to be a significant milestone by MoLSS as it integrates functions and inputs from all Departments and units within the Ministry. It is meant to ensure that all clients and critical stakeholders are educated and informed of all the services and operations that the ministry renders. It is also meant to influence quality service at all levels.
This Service charter thus Outlines, the following;
· Ministry’s
Vision,
Mission
Mandate,
Ministry
Objectives,
Portfolio Responsibilities, and our Values.
· The Departments and Units of the Ministry that are responsible for executing its mandate.
· Our Clients and Stakeholders.
· Our Service Standards and Commitments and what we do and how the services are rendered by the Ministry.
· It also states what the client will expect from MoLSS and underpins the Clients Obligations when seeking services at the Ministry.
· This Charter further gives room for client complaints/compliments and Redress Mechanisms.
· And finally the Ministry’s Client Services Pledge.
At the same time Clients are therefore encouraged to compliment the ministry and its officials when the occasion calls for it or make suggestions on how to improve the service. These compliments and complaints will thus feed into the Ministry’s planning and reporting process.
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1. INTRODUCTION
The Ministry of Labour and Social Security was established in September, 2008 following a realignment of portfolios by the Government of ESWATINI. This Ministry and its portfolio responsibilities were drawn from a number of Ministries, such as Labour Administration and Industrial Relations, from the then Ministry of Enterprise and Employment, the National Human Resource Planning and Development, from the Ministry of Public Service, Scholarships Administration and Measurement and Testing from the Ministry of Education.
The Ministry endeavours to improve the standard of living through the promotion of decent work, facilitation of employment creation and social protection and its core activities revolve around improving economic growth through;
a) Ensuring an educated and skilled nation;
b) Social Dialogue;
c) Harmonious industrial relations;
d) Ensuring comprehensive social security which cover all citizens including vulnerable groups; and
e) 
Ensuring that the Ministry’s services such as labour inspections, localization enterprise inspections, vocational training, trade testing, labour dispute resolution, and dissemination of labour market information are decentralized.
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To promote world class social and economic growth through the provision of high standard and high quality labour (decent work), employment and social protection service.
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To create, maintain and improve an environment for labour protection, employment facilitation, social protection and social dialogue promotion to foster economic growth and social justice.
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· To facilitate social and economic growth through improved Human Capital Development and Management.
· To provide a decent working environment for the country.
· To provide comprehensive and integrated social protection for the nation.
· To manage the working environment to allow for the greatest possible contribution to the Ministry’s productivity and competitiveness.
 SHAPE  \* MERGEFORMAT 



	· Labour Administration and Industrial Relations
· Conciliation,
Mediation
and Arbitration
· Labour Inspections
· Workmen’s Compensation
· Occupational Safety and Health
· Factory and Machine Inspections
· Social Dialogue
· Registration
and
monitoring
of Labour market organizations
· Development and review of labour legislation
· Apprenticeship Oversight
	· Vocational
Training
and Rehabilitation Services
· Training and Localization
· Social Security
· Measurement and Testing
· Wages Regulation
· National Employment Services
· National Employment Statistics
· National Human Resource Planning and Development
· Child Labour
· Labour migration
· Pre-service Tertiary Education and Training (Scholarship)
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The implementation of this Service Charter/commitment will be guided by the following principles and values;
a) Professional excellence: We shall be committed to building a Ministry of professionals. We shall constantly search for the best ways to meet the requirements of Government that benefit citizens, clients, Government Ministries and Departments. We shall adhere to the code of conduct as illustrated in the Public Service Act and further adhere to ethics and a high degree of competence.
b) Innovation: We shall focus on doing things differently and better build the capability to pursue results through the application of better services, processes, technologies, or novel ideas.
c) Transparency and accountability: We shall be open and accountable as much as possible about the decisions and actions taken in a uniform, impartial and reasonable manner.
d) Integrity: We shall be honest, truthful and driven by strong values and moral principles in conducting all public affairs. We shall ensure that proper rules are in place, and that these are aligned with the principles and policies of Government, and strictly followed and enforced.
e) Fairness: We shall treat people equally without favouritism or discrimination.
f) Loyalty: We shall be committed to the policies and programs of the Government of the Kingdom of Swaziland.
g) Efficiency: we shall be dependable and provide excellent service that embraces best practices.
h) Confidentiality: we shall not avail or disclose confidential information to undeserving individuals.
2. DEPARTMENTS AND UNITS OF THE MINISTRY OF LABOUR AND SOCIAL SECURITY
The Ministry has seven (7) departments namely, Minister’s Office, Administration, Labour Administration, Social Security, National Human Resource Planning & Development (NHRPD), Industrial Vocational Training and Testing (DIVT), Rehabilitation and General Vocational Training (VTRS) and Measurement & Testing.
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The Minister’s office is responsible for the policy and political administration of the Ministry in facilitating world class social and economic growth through the provision of high standard and high quality labour (decent work), employment and social protection services. The Minister has the mandate to supervise two (2) parastatals and the following Boards, namely;
2.1.1 PARASTATALS
2.1.1.1 [image: image65.png]2.1.2.1 Labour Advisory Board (LAB)



Conciliation Mediation and Arbitration Commission (CMAC)        
CMAC was established in terms of section 62 of the Industrial Relations Act, No. 1 of 2000 (As amended) with the mandate to provide an effective, speedy, and accessible labour dispute resolution and prevention service which is necessary to foster labour peace and promote economic growth. It is an independent public enterprise which is headed by an Executive Director. Its Head-quarters are situated at Mbabane House, Mbabane with operational offices located in all the four regions of the country; namely, Mbabane (Old Regional Police Headquarters), Pigg’s Peak (Pigg’s Peak Town Council Building), Matsapha (Matsapha Shopping Complex), Manzini (Ka-Lankhosi Building), Siteki (SNPF Building), Simunye (Simunye Plaza), and Nhlangano (Swaziland Water Services Corporation Siyalu Building).
	Mbabane City
Head Office
Mbabane House 1st Floor
P.O. Box 3942 Mbabane
	Mbabane Operations
Old Regional Headquarters
P.O. Box 3942 Mbabane

	Manzini City
Ka Lankhosi Building
P.O. Box 4530 Manzini
	Nhlangano Town
SWSC Siyalu Building
P.O. Box 644 Nhlangano


	Matsapha
Matsamo Shopping Complex Mahhala
	Simunye
Simunye Plaza, Shop No. 28A Simunye

	Pigg’s Peak
Pigg’s Peak Town Board Building Next to Pigg’s Peak Library
	Siteki
Lidlelantfongeni building
P.O. Box 316 Siteki
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The Fund is currently administered in terms of the Provident Fund Act of 1974. It was established with the purpose of providing benefits for employed persons when they retire from their regular employment in old age or in the event of becoming incapacitated. The fund operates independently of government and is headed by a Chief Executive Officer.
Its Headquarters is located at Lidlelantfongeni Building in Manzini, whilst their Service Agents are located in the following cities and towns.
	Manzini Headquarters:
Provident Fund Building Corner Ngwane and Martin St
Box 1857 Manzini M200
Tel: 00268 2508 2000
Fax: 00268 508 2001
	Pigg’s Peak (Provident Fund Building) Box 1857 Manzini M200
Tel: 00268 2437 1149

	Matsapha (Opposite Standard Bank) Box 1857 Manzini M200
Tel: 00268 2518 7104
	Mankayane (D.C. Offices) Box 1857 Manzini M200
Tel: 00268 2538 8282

	Nhlangano (Plaza)
Box 1857 Manzini M200
Tel: 00268 2207 8551
	Siteki (Provident Fund Building)
Box 1857 Manzini M200
Tel: 00268 2343 4386

	Simunye (Plaza)
Box 1857 Manzini M200
Tel: 00268 2383 8984
	Big Bend (SNPF Building). Box 1857 Manzini M200
Tel: 00268 2363 6415

	Mbabane (Dlanubeka House) Box 1857 Manzini M200
Tel: 00268 2404 2804
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STATUTORY BOARDS
2.1.2.1 Labour Advisory Board (LAB) 
This Board is established in terms of Part III of the Industrial Relations Act, No. 1 of 2000 (as amended) with the mandate to consider and advise the Hon. Minister on any matter affecting employment initiative, including:
· making proposals for any new legislation relating to employment or industrial relations;
· amendments to the Industrial Relations Act or any other law relating to employment or industrial relations;
· propose action in regard to the agenda items or text to be discussed by the International Labour Conference;
· monitoring of implementation of occupational health and safety;
· measures to provide for the implementation or recommendations or ratification of international labour standards, amongst other duties;
· Etc.
The LAB is a tripartite Board in that it is composed of representatives from Government, Organized Labour (or Labour Federations) and Organized Business (or Employer Federations), respectively. It is chaired by the Commissioner of Labour and/or in his/her absence, by the Deputy Commissioner of Labour.
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This Board is established under Section 3 of the Commissions of Enquiry Act, No. 35 of 1963 with a mandate to manage social dialogue in ESWATINI by:
· Sensitizing all stakeholders on social dialogue, setting programmes and time frames for the social dialogue process and monitoring progress on social dialogue;
· Creating public awareness on social dialogue, mobilizing and securing funds for social dialogue activities, receiving and managing outcomes of the dialogue process;
· Identify issues for discussion, which will be tabled to Cabinet by the Chairperson for information;
· Prioritizing the issues for social dialogue as outlined in the Decent Work Country Programme for Swaziland;
· Harmonizing other activities, such as those of the Smart Partnership, with social dialogue activities.
· Etc.
The NSCSD, just like the LAB, is also a tripartite Committee in that it is composed of representatives from Government, Organized Labour (or Labour Federations) and Organized Business (or Employer Federations), respectively. It is chaired by the Honourable Minister for Labour and Social Security and/or in his/her absence, by the Ministry’s Principal Secretary.
In the conduct of its business and depending on nature of the matter at table, this Committee is allowed to sit as a tripartite plus by inviting other Government Ministries, Departments and Public Enterprises, to be part of its meeting, save only that the co-opted members cannot participate in the decision making process of the Committee.
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This Board is established in terms of Section 6 of the Industrial and Vocational Training Act No. 16 of 1982 with a mandate to consider and advise the Minister on any matter affecting industrial and vocational training referred to the Board by the Minister and may, on its own volition, investigate or make recommendations to the Minister or issue directions on any matter connected with industrial and vocational training, including:
· Measures considered necessary by the Board to ensure an adequate supply of trained manpower in all sectors of employment in ESWATINI;
· Steps to be taken to improve the quality and efficiency of industrial and vocational training;
· The establishment, review and maintenance of a system or systems of tests in respect of any trade or occupation and for the granting of certificates of efficiency to, and the making of reports upon persons who enter such tests;
· The protection and promotion of the welfare of apprentices and trainees;
· Measures to ensure that the cost of apprenticeship and other training are shared equitably among employers;
· The investigation, and where possible, the settlement of any dispute or other matter arising out of a contract which may be referred to the Board by the Director of the Vocational and Training Centre;
· The performance of such duties and functions in regard to industrial and vocational training as the Minister may direct.
This Board is also tripartite in nature in that it is composed of representatives from Government, Organized Labour (or Labour Federations) and Organized Business (or Employer Federations), respectively. It is chaired by an independent Chairperson and/or his/her Deputy, appointed by the Minister after consultation with the Organizations of employers and employees, respectively.
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This Board is appointed under Section 3 of the Commissions of Enquiry Act, No. 35 of 1963 with a mandate to:
· Select and approve suitable candidates for the award of scholarships granted by or through the ESWATINI Government for pre-service tertiary education;
· Advice the Minister on matters relating to scholarships; and
· Perform such other functions relating to scholarships as may be determined by the Minister.
The Scholarship Selection Board is appointed by the Minister at three-year periodic intervals and is composed of a combination of skills including academia, public officers, training institutions, legal skills, amongst others.
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This Committee is appointed by the Hon. Minister for Labour and Social Security, in consultation with the Minister responsible for Public Service, in terms of Section 92 of the Industrial Relations Act, No. 1 of 2000 (as amended) with a mandate to:
· Conduct investigations as to whether or not the whole or a part of any service is an essential service, and to decide whether or not to designate the whole or a part of a service as an essential service;
· Determine disputes as to whether or not the whole or a part of any service is an essential service; and
· Determine whether or not the whole or a part of any service is a minimum maintenance service.
This Committee is tripartite by composition in so far as it is constituted of representatives from Government, Organized Labour (or Labour Federations) and Organized Business (or Employer Federations), respectively. It is chaired by an independent Chairperson.
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This Committee is appointed by the Hon. Minister in terms Section 19 of the Occupational Safety and Health Act, No. 9 of 2001 and plays an expert advisory role to the Labour Advisory Board with a mandate to:
· Collect information on standards of occupational health and safety in all branches of economic activities and propose national standards;
· Coordinate legislation in occupational health and safety at national level;
· Recommend formulation and review of the national policy on occupational health and safety;
· Advise the Labour Advisory Board which in turn shall advise the Minister on the formulation of standards and guidance notes for the purpose of assisting employers and employees to create and maintain an acceptable standard of occupational health and safety;
· Perform any other functions assigned to it by the Labour Advisory Board.
This Committee is tripartite plus by composition insofar as it is constituted of representatives from Government, Organized Labour (or Labour Federations) and Organized Business (or Employer Federations) as well as experts drawn from a combination of various Government Ministries, Departments and public enterprises. It is chaired by the Chief Inspector.
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In terms of Section 6(1) of the Wages Act, No. 16 of 1964, in an industry or economic sector where the Hon. Minister is satisfied that there is no machinery which exists to facilitate the effective negotiation of wages or conditions of employment of those employees, or that the existing negotiation machinery is likely to cease to exist or be adequate for that purpose, and that it is rather expedient that such a Council be established for that industry or economic sector, the Hon. Minister is mandated to establish a Wages Council.
Pursuant to this legal requirement, presently there are 18 Wages Councils which are appointed by the Hon. Minister at three-year intervals covering 18 economic sectors, including the Security industry, Retail sector, Domestic workers, Support Staff in Schools and Educational institutions, Hotel and Catering industry, Agriculture industry, Textile and Apparel industry, to mention but a few. The core function of the Wages Councils is to consider, negotiate, review and advise the Minister on new or improved basic terms and conditions of service for employees employed within that particular sector or industry, including salaries and wages. The Minister, subsequent to this advice, then publishes through the Government Gazette a Regulation of Wages Order containing the new basic terms and conditions of service within each economic sector.
The composition of the Wages Councils is tripartite insofar as each Council is constituted of representatives from Government, Organized Labour (or Labour Federations) and Organized Business (or Employer Federations). Each Council is chaired by an independent Chairperson.
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This Board is appointed in terms of Section 31 of the Workmen’s Compensation Act, No. 7 of 1983 with a mandate to determine and issue out its decision (in writing) on any dispute or matter referred to it by the Commissioner of Labour with regard to:
· The degree and duration of incapacity or disablement of an injured workman under Sections 7, 8 and 9 of the Workmen’s Compensation Act;
· The medical examination and treatment of a workman.
The composition of this Board is also tripartite in that it constitutes of three members; one of whom shall be the Chairperson and he/she must be a medical practitioner under the employ of Government, one medical practitioner nominated by Organized Business and one medical practitioner representing Organized Labour, respectively.
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This Committee is appointed by the Hon. Minister under Section 3 of the Commissions of Enquiry Act, No. 35 of 1963 with a mandate to:
· Hold meetings for the purpose of discussing issues pertaining to training and localization;
· Cary out regular visits to industries with a view to monitor compliance with the aims and objectives of the Training and Localization Policy;
· Provide guidance to the Immigration Department on issues of work permits; and
· Provide advice to the Minister of Labour and Social Security on issues pertaining to appointment of locals into senior positions in industries.
This Committee is tripartite by composition insofar as it is constituted of representatives from Government, Organized Labour (or Labour Federations) and Organized Business (or Employer Federations), respectively. It is chaired by an independent Chairperson.
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This committee was established in terms of the Administration of the Workers Deferred Pay Special Fund Regulations, 1977 and its function is to receive and to disburse money derived from remuneration voluntarily deferred by persons employed in the mines and elsewhere in the Republic of South Africa and to supervise and ensure proper administration of the fund.
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This board is established in terms of Legal Notice No.17 of 2016 of the Workmen’s Compensation Regulations, 1983 and is composed of three medical doctors, each representing government, workers and employers. The function of this board is to examine workers exposed to occupational diseases such as silicosis, tuberculosis and pneumoconiosis to determine the percentage of compensation to be awarded to workmen exposed to such diseases.
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The Administration Department consists of the Principal Secretary’s Office, Under Secretary’s Office, Legal Advisory’s Office, Accounting & Financial Management Unit, Human Resource, Transport & Facilities Management Office and Planning, Budgeting & Project Management Office and Information Management & Communication Office.
2.2.1 Principal Secretary’s Office
The Principal Secretary is the administrative head and controlling officer of the Ministry. This office provides strategic direction and further interprets and implements policies to guide the
Ministry’s direction. The Principal Secretary further ensures that the resources of the Ministry are used in a manner that is in accordance with the provisions of Public Finance Management law; examining and developing means that will improve the provision by the ministry or department of cost-effective public services.
2.2.2 Under Secretary’s Office
Under Secretary’s office is in charge of the general administration and management of the ministry and further deputizes for the Principal Secretary’s Office. It plays a crucial role in procurement of all required supplies for an effective functioning of the Ministry.
2.2.3 Legal Advisory Office.
This section advises the MoLSS on all legal matters and drafts legal documents that may be required in collaboration with the Attorney General’s office. The office is also responsible for reviewing contracts and agreements (conventions, treaties, protocols etc.) entered with MoLSS for final vetting by the Attorney General’s Office.
The services extend to providing support to any litigation instituted by or against the ministry
2.2.4 Accounting & Financial Management Unit
The unit provides advice on accounting and financial management practices to the Ministry. It is headed by a Financial Controller at Senior Accountant level who is also responsible for the day to day management of the ministry’s budget and expenditure.
2.2.5 Human Resource & Facilities Management Office
Responsible for advising on all human resources management issues, in-service training and development, personnel records management, employee welfare and facilities administration as well as supporting the functions of the office of the Under Secretary. This office is headed by the Principal Human Resource Officer.
2.2.6 Planning, Budgeting & Project Management Office
This unit provides policy, programmes and project planning and advice to the Principal Secretary and technical sections of the Ministry. It is also an advisory unit on resources allocation under the recurrent budget to departments and parastatals. It coordinates the preparation of the capital budget submission for the line agency and advises on revenue and cost recovery issues affecting the sector. It monitors financial implementation of the capital budget and request supplementary capital funds as appropriate.
2.2.7 Information Management & Communication
This unit coordinates efficient external communication and media management, monitors the ministry’s Government website, responsible for all press releases and carries out all MoLSS radio programmes, announcements and relevant communication aimed at increasing knowledge and in the Ministry’s business. The unit is headed by a Communications Officer.
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This unit is responsible for the organizing, procurement, allocation, management, and maintenance of all the Ministry’s transport facilities. The unit is headed by a Transport Officer.
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The mandate of this Department is to promote a harmonious industrial relations environment that enhances decent working conditions to improve the socio-economic development of the country and the standard of living for the citizens of ESWATINI. This entails ensuring the development, review and administering the legislative framework that effectively regulates the labour market and promote socio-economic development through decent work. This department also coordinates international labour relations through these structures- SADC Employment and Labour Sector, African Union, African Regional Labour Administration Centre and the International Labour Organization, amongst others.
The department consists of five (5) Units, namely; General Inspectorate, Industrial Relations, Statutory Bodies and International Affairs, Occupational Safety and Health and Child Labour.
2.3.1 General Labour Inspectorate & Child Labour Unit
This unit is responsible for ensuring compliance with statutory basic minimum terms and conditions of employment. This is done through conducting labour inspections in the various workplaces liable for inspection. The unit also attends to labour complaints and the issuing of labour compliance certificates.
Further, the unit undertakes a relatively new function to mobilize, support and coordinate the Action Programme on the Elimination of Worst Forms of Child Labour (APEC). This Programme seeks to ensure effective protection of children from child labour and eliminate the worst forms of child labour.
2.3.2 Industrial Relations & Migration Unit
This unit is responsible for promoting harmonious industrial relations in the work place by providing mediation services in industrial disputes and also enforcing compliance with labour laws, thus promoting the decent work agenda. The unit deals with the registration and monitoring of trade unions, employers’ organizations, federations and staff associations, works councils, redundancies and retrenchments, lay-offs, industrial and protest actions. The unit also strives to protect migrant workers and to optimize the benefits of labour migration by
supporting the development of policies, legislation and administrative structures that promote efficient, effective and transparent labour migration flows to promote safe labour migration practices.
2.3.3 Statutory Bodies and International Affairs Unit (SBIA)
This unit is responsible for coordinating and providing secretariat services to all the statutory bodies which include: The National Steering Committee on Social Dialogue, the Labour Advisory Board, the Essential Services Committee, and 18 Wages Councils covering various sectors of the economy. The unit is also responsible for international affairs issues, which include; preparation and submission of ILO reports and comments from the ILO, SADC and African Union regional meetings and conferences, queries and co-ordination of responses to comments from these organizations.
2.3.5 Occupational Safety and Health (OSH) UNIT
The main function of this Unit is the protection of the nation against risks to health and safety arising out of employment that includes HIV/AIDS and TB in the world of work. This is done by enforcing the Factories, Machinery and Construction Works Act, 1972 and the Occupational Safety and Health Act, 2001. The main objectives being to promote and improve safety, health and well-being of all workers in workplaces and in turn improve and enhance productivity, the economy and development of the country as a whole.
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The department’s mandate is to facilitate quality labour supply and absorption thus contributing to the economic development of the country through its seven (4) units namely; National Human Resource Planning and Development, Training and Localization, National Employment Statistics, and Pre- Service Tertiary Education and Training Loan (Scholarship) unit
2.4.1 National Human Resource Planning and Development (HRPD) Unit
The Unit is responsible for coordinating the implementation of the National Human Resource Planning and Development Programme whose goal is to have a National Human Resource Development Plan and Strategy that will ensure that the country has adequate and relevant skills and competencies which are labour market driven.
2.4.2 Training and Localization
The principal objective of the unit is to ensure the maximum utilization of local manpower resources and to formulate training plans in conjunction with industries so as to maximize employment opportunities in ESWATINI.
2.4.3 National Employment Statistics Unit
The Unit is responsible for the collection, collation, processing, analysis and dissemination of all labour market related information in the country, to produce quality (timely, accurate, consistent, valid and complete) indicators for formulation, monitoring and evaluation of labour market policies & programmes for facilitation of informed decisions.
2.4.4 Pre-Service Tertiary Education & Training Loan (Scholarship) Unit
The main purpose of the Unit is to improve the skills base of the country by providing Pre- Service Tertiary Education (PTET) Loans to deserving eMaswati students. The PTET loan covers registration, tuition, books, internships, lodging, meals and personal allowances.
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The Unit is responsible for the administration of industrial on the job skills training/ development and competence assessment for skilled Labour force.
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The Unit is tasked with the responsibility of empowering Persons with Disabilities with relevant skills to enable them to be socially and economically productive and further re- integrate them back to society or their communities.
The Unit’s office is located at ground floor, Old Income Tax Building, Mbabane and there are three institutions geographically located in Mbabane (ka-Qobonga in Sidwashini), Nhlangano (between Ngwane College and NASTC) and Malkerns (next to Dalcrue Dairy farm).
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The mandate of the unit is to ensure availability of testing tools for career guidance and counselling, further training, scholarship selection and job recruitment purposes. The unit also provides special programs such as; Job Shadowing, National Internship Program & National Productivity Framework. It is situated in the Old Income Tax Building, ground floor, Mhlambanyatsi road.
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This Department provides policy guideline on the implementation of a comprehensive national social security programme. It also exercises advisory and oversight services to Government and the country at large for the establishment and implementation of national social security schemes, their governance and general administration.
These national social security schemes include employment injury benefit (well known as workmen’s compensation), Old-age benefit, Unemployment benefit, maternity benefit, sickness benefit, amongst others. Some of these social security benefits are already operational in the country and yet others are still in the process of being established.
The Department is presently working on finalizing the national social security Policy which shall provide general regulation and guideline for monitoring all social security benefits, either housed within the Ministry of Labour or within public enterprises and other Government Ministries and Departments.
Presently, the social security department consists of one Unit, being the Workmen’s Compensation Unit, which is housed within the Ministry of Labour and Social Security’s premises situated at the 3rd Level, Inter-Ministerial Building, Mbabane. This Unit administers and enforces compliance with the Workmen’s Compensation Act, No.7 of 1983 in terms of ensuring that all workmen (or employees) in the country are insured against injuries on duty as well as contracting occupational health diseases. This Unit also facilitates the processing of payment of compensation to all employees who suffered occupational injuries or contracted occupational health diseases.
3. LIST OF SERVICES PROVIDED BY THE MINISTRY OF LABOUR AND SOCIAL SECURITY
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PRINCIPAL SECRETARY AND ADMINISTRATION
3.1.1 Oversee the implementation and monitoring of the Ministry’s strategic plan and other reviews.
3.1.2 Advice the Honourable Minister on government rules and procedures, circulars, policies and the country laws as
3.1.3 Ensure that Heads of Departments meet monthly to monitor progress of Ministry strategic goals and objectives.
3.1.4 Conduct a culture audit of the Ministry and implement a programme to ground staff roles and performance in a strong value system.
3.1.5 Facilitate for a fair and conducive working condition for all employees.
3.1.6 Ensure that rules and regulations relating to the Public Service are complied with and provide advice and information on such.
3.1.7 Ensure proper co-ordination, team work and intra-ministry collaboration and re- energize top leadership and the management team.
3.1.8 Implement measures to enhance the external image and influence of the Ministry to make it better empowered to drive Government policies.
3.1.9 Supplies the basic requirements for equipment, up-grading of ICT, and modernization of the operations of the Ministry.
3.1.10 Receive all incoming mail, dispatches accordingly and ensure that it is attended to.
3.1.11 Responsible for all procurement and purchasing activities, payment of all suppliers and issuing out tenders for procurement needs of the Ministry.
3.1.12 Ensures that there is efficient media management;
· Monitoring the ministry’s Government website.
· Responsible for all press releases.
· Approves all MoLSS radio programmes and announcements.
3.1.13 Coordinate and advise all departments and public enterprises on all budgetary requirements.
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This department renders the following services for all clients through the following Units:
3.2.1 General Inspectorate & Child labour
3.2.1.1 Conduct Labour Inspection in all workplaces liable for inspection.
3.2.1.2 Attend to labour complaints.
3.2.1.3 Educate the public through media on labour issues.
3.2.1.4 Issuance of Labour Compliance Certificates.
3.2.1.5 Provide advice to social partners and the general public on labour law.
3.2.1.6 Attend to industrial and protest action (strikes & lockouts) issues.
3.2.1.7 Review and enforce legislation on the eradication of child labour.
3.2.1.8 Investigate matters of child labour.
3.2.1.9 Make recommendations on issues concerning offenders involved in child labour.
3.2.1.10 Sensitize the public against child labour through media and other forums and by commemorating the World Day Against Child Labour.
3.2.1.11 Liaise with stakeholders on issues of child protection.
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3.2.2.1 Attend to issues pertaining to retrenchments and or closure of businesses.
3.2.2.2 Attend to industrial and protest action (strikes & lockouts) issues.
3.2.2.3 Registering and monitoring of employers and workers’ organizations.
3.2.2.4 Facilitate prosecution of non-compliant employers.
3.2.2.5 Provide advice to social partners on labour legislation.
3.2.2.6 Facilitates payment of social security benefits from the Republic of South Africa to ex- miners and miners.
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3.2.3.1 Develop and review the Labour Legislation whenever there is a need.
3.2.3.2 Review basic minimum wages and terms and conditions of employment
3.2.3.3 Attend and implement resolutions of Labour related international meetings and conferences (SADC, ARLAC, AU, and ILO).
3.2.3.4 Compile and submit regular annual reports on compliance with international labour standards to the ILO
3.2.3.5 Compile and submit reports to SADC, and the AU whenever required.
3.2.3.6 Attends to questionnaires and queries from the ILO.
3.2.3.7 Provide secretariat services to statutory bodies.
3.2.3.8 Provide advice to social partners on labour law.
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3.2.4.1 Conduct inspections on safety and health;
· Workplaces,
· lifts and escalators,
· boilers,
· pressure vessels,
· personal protective equipment,
· etc.
3.2.4.2 Registering of factories;
· Receive, recommend and approve factory building plans.
3.2.4.3 Registration of lifts, escalators and boilers.
3.2.4.4 Facilitate Employee wellness services in the workplace at national level.
3.2.4.5 Develop, amend and review OSH Legislation as and when it becomes necessary.
3.2.4.6 Provide information and advisory services on OSH.
3.2.4.7 Investigate occupational accidents
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This department renders the following services for all clients through the following Units:
3.3.1 National Human Resource Planning and Development
Provide research-based information in the form of reports which are;
3.3.1.1 National Human Resources Development (NHRD) Policies,
3.3.1.2 National Human Resource Development Plans and Strategies,
· National Classifications of Occupations,
· National Skills Report,
· Labour Market Analysis
· Training Needs Report,
3.3.1.3 National Human Resource profile
3.3.1.4 Growth and Development Plans,
3.3.1.5 Career Growth Trends,
3.3.1.6 Absorption patterns of different Graduates and any NHRD related Studies.
3.3.2 Training and Localization Unit
3.3.2.1 Administration of Training and Localization Programme of Swaziland.
3.3.2.2 Establish effective machinery to execute the localization plans.
3.3.2.3 Provide advice to the Immigration Department on the granting and renewal of work permits for expatriate personnel.
3.3.2.4 Create and foster for a culture amongst expatriate employees of cascading their skills to the local counter parts that are designated as their understudies.
3.3.2.5 Encourage a culture that is receptive to the use of skilled expatriate manpower in those areas where there is shortage of locals.
3.3.2.6 Maintain a record of qualified personnel in various disciplines and field of employment to assist in placement of locals in appropriate jobs.
3.3.2.7 Monitor and ensure the appointment of trained Swazi Nationals to be in compliance with the Training and Localization Policy.
3.3.2.8 Conduct joint inspections on companies and businesses in conjunction with the Ministries of Home Affairs and Commerce, Industry and Trade to ensure compliance with Training and Localization Policy.
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3.3.3.1 Conduct the following surveys:
· labour force survey (households)
· employment and wages survey (establishments)
3.3.3.2 Compile reports and disseminate information on socio economic indicators e.g. employment, unemployment and earnings, etc.
3.3.3.3 Develop and maintain Labour Market Information System (LMIS) in order to Organize, systematize and disseminate Labour Market Information to describe & analyse labour market towards:
· Formulating and monitoring relevant Government policies & programmes;
· Facilitating decision-making by stakeholders;
· Providing information to all who wish to know.
3.3.4 Pre-service Tertiary Education and Training Loan (Scholarship) Unit
3.3.4.1 Prepare Budget for the scholarship unit for Government funding
3.3.4.2 Establish and maintain relations with external scholarship sources or funders for ESWATINI candidates to study abroad/ in host countries.
3.3.4.3 Ascertain and set through stakeholder consultations priority training areas/ programmes in the country for scholarship support
3.3.4.4 Set minimum requirements for qualifying programmes for purposes of scholarship support
3.3.4.5 Issue and receive scholarship application forms to qualifying students
3.3.4.6 Screen applicants to be interviewed by the Scholarship Selection Board
3.3.4.7 Facilitate the selection of qualifying candidates through interviews by the Scholarship Selection Board.
3.3.4.8 Facilitate the Signing of agreement forms and issuing of award letters to awarded students.
3.3.4.9 Disburse/ pay Tuition and Allowances for awarded students
3.3.4.10 Recover scholarship loans from previously awarded beneficiaries.
3.3.4.11 Issue scholarship clearances indicating that a beneficiary is paying or has paid back his/her loan to the Swaziland government in full.
3.3.4.12 Attend to special issues of individual students i.e. Change of Program or institution, deferrerment and reinstatements of scholarship.
3.3.4.13 Dissemination of accurate information to the public, i.e. attending Career Fairs, Radio Programme and Trade Fair exhibition.
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3.4.1 Formulates Industrial and Vocational Training Policies to promote and enhance Industrial and Vocational Training.
3.4.2 Administration of industrial Apprenticeship Training (On the job skills training).
3.4.3 Administration of Trade Testing (Competence Skills Assessment).
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3.5
3.5.1 Provide training to People living with Disabilities (PWDs) in different skills which include;
· Sewing, Electrical Installations, Carpentry, Metal work, Leather craft, Commercial Studies, Agriculture, Information Technology, and Building and Construction.
3.5.2 Conduct assessments for trained students for competence and readiness for the labour market
3.5.3 Ensure compliance with international standards on the UN conventions on the rights of persons with disabilities and SD National Disability Policy in respect of training and absorption into the labour market.
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3.6.1 Conduct Form 3 Aptitude Tests annually in all secondary and high schools in the country for subject choice in Form 4.
3.6.2 Administer recruitment tests as and when requested for training and employment purposes to meet training needs of Government Ministries and Private Sector.
3.6.3 Provide Self Directed Search Tests to assess form 5 students’ and individual’s career paths for informed career decision making upon request.
3.6.4 Sensitize stakeholders about the importance of Measurement and Testing.
3.6.5 Facilitate internet based tests (TOEFEL, SAT, GRE and GRT) for international training institutions.
3.6.6 Establish a National Productivity Framework to enhance national labour productivity for sustainable economic growth such as:
· Job Shadowing programmes
· National Internship Programmes
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The core service of this department is policy guideline, advice and oversight in the implementation of the comprehensive national social security Policy. This service entails exercising an advisory and oversight role in the establishment and implementation of national social security schemes, their governance and general administration.
Through the current sole Unit (the Workmen’s Compensation Unit) which is housed within the Ministry of Labour and Social Security, this department renders the following services for all clients:
3.7.1 Workmen’s Compensation Unit
3.7.1.1 Receive and register all occupational injuries and diseases reports in terms of the Workmen’s Compensation Act No.7 of 1983;
3.7.1.2 Attend all workmen’s compensation cases reported;
3.7.1.3 Conciliate on all disputes under the Act;
3.7.1.4 Investigate dependents to be paid in the event of a fatal occupational accident.
3.7.1.5 Educate stakeholders on the provision of the workmen’s compensation act.
3.7.1.6 Liaise with Insurances and Medical Board on issues of compensation to be awarded to workmen exposed to on duty injury.
3.7.2 Social Security Unit
3.7.2.1 
Develop national social security Policy which shall provide general regulation and guideline for monitoring all social security benefits in the country)
4. KEY STAKEHOLDERS AND CLIENTS
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	1. Workers (private & public)
	19. Approved Inspecting Authorities

	2. Safety Committees in companies
	20. Labour Market Organizations

	3. Employers
	21. International Labour Organization

	4. Health Sector
	22. Private Sector

	5. Economic Planners
	23.
Southern
African
Development
Community (SADC)

	6. Development partners
	24.
SWASA
(
Swaziland
Standard Authority)

	7.  SWABCHA
(Swaziland
Business
Coalition on HIV and Aids)
	25. City Councils and Town Councils

	8. African Union
	26. Federation of Swaziland Employers and
Chamber of Commerce

	9. Trade Union Congress of Swaziland
	27. Federation of Swaziland Trade Unions

	10. Government
Ministries
and
Departments
	28.
Federation
of
Swazi
Business
Community (FESBC)

	11. Non-Governmental Organizations
	29. Legislature

	12. Researchers
	30. African Regional Labour Administration
Centre (ARLAC)

	13. Human
Resources
Development
Institutions
	31. Conciliation, Mediation and Arbitration
Commission (CMAC)

	14. SHERQ Forum
	32. National Commissioner of Police

	15. PSHACC
	33. Construction Industry Council

	16. Students
	34. Training Institutions

	17. SNPF
	35. SHEC

	18. FODSWA
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	1. The General Public
	6. Elevator Companies

	2. Scholars/students
	7. Academicians

	3. Employers
	8.  Human
Resources
Development
Institutions

	4. Researchers
	9. Persons with Disabilities

	5. Employees
	10. Development partners


5. EXPECTATIONS AND OBLIGATIONS
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· Treat members of the public seeking services with respect, understanding, patience and courtesy.
· Serve Clients promptly at all service delivery points.
· Confidentiality in the treatment of public information.
· Provide friendly and helpful service.
· Help service users make the right choices in accessing services.
· Provide appropriate signage and information desks.
· Ensure officers are easily identified.
· Efficiently attend to all telephone calls
· Answer calls within 3 rings
· Increase the drive to ensure shorter queues at service delivery points.
· Respond to queries and complaints within fourteen (14) working days.
· Resolve customer complaints fairly, consistently within twenty-one (21) days and or within a reasonable time, depending on the nature and complexity of the matter.
· Respond to mail and email correspondence within five (5) working days.
· Encourage service users to make suggestions on how to better the services offered.
· Provide redress and remedial action where applicable.
· Exhibit sensitivity to timeliness.
· Issue out requirements for all services provided by the Ministry.
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· Treat MoLSS employees with courtesy, respect, patience and understanding.
· Desist from offering gifts, favours and inducements or exerting undue pressure to MoLSS employees.
· Respond to requests for information comprehensively and promptly.
· Punctually attend scheduled appointments.
· Contribute to service provision in accordance with laid down policies and regulations.
· Contribute to solutions towards arriving at recommendations.
· Abide with the legal requirements that make them eligible for the services sought.
· Be presentable when visiting offices.
· Timely and appropriate delivery of services and goods by suppliers.
· Neutrality in dealing with Government.
· Submit all required documents when seeking MoLSS services.
6. COMPLAINTS, COMPLIMENTS AND SUGGESTIONS REPORTING OFFICE
We encourage you help us improve our products and services by contacting us to offer suggestions on what we might do differently, compliment us on the service we render well, send a complaint and tell us what we can do better. The compliments, complaints and suggestions should be forwarded to the following offices;
	Principal Secretary
Ministry of Labour and Social Security
P.O. Box 198 Mbabane H100
Tel: (+268) 2404 1971/2/3
Fax: (+268) 2404 9889
Cell: (+268) 7606 4214
Email: mkhaliphit@gov.sz or tmkhaliphi@gmail.com
	Under Secretary
P.O. Box 198 Mbabane H100
Tel: (+268) 2404 1971/2/3
Fax: (+268) 2404 9889
Cell: (+268) 7606 4206
Email: gamedzen@gov.sz


If you have a complaint that you do not wish to raise directly with us, or after dealing with us you are not satisfied with the outcome you may refer the matter to:
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MINISTRY LOCATION AND BUSINESS HOURS
The Ministry’s Headquarters is located along Hospital Road/ Mhlambanyatsi Road Mbabane, Ministry of Labour and Social Security, Inter Ministerial Building. Our Postal Address is P.O. Box 198, Mbabane.
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8. REVIEW OF THE CHARTER
The Ministry is committed to frequently monitor and evaluate its performance. Therefore, the Service Charter will be monitored and reviewed every five years in order to ensure that it is in line with new developments and also ensure sustainability of efficiency and effectiveness in service delivery.
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9. MINISTRY OF LABOUR AND SOCIAL SECURITY SERVICE PLEDGE
 
WE PLEDGE TO:

1. Treat all our clients with courtesy, with expediency and ensure that they are received in a clean, tidy and presentable internal and external office environment.
2. Create a pool of qualified and skilled artisans through:
(i) Formal Training (Industrial on the job Training and Certification).
(ii) Informal training (Skills Assessment and Certification).
3. Provide relevant, marketable skills to Persons with Disabilities without discrimination.
4. Provide valid and reliable aptitude tests to all Form 3 learners in the country without discrimination.
5. Efficiently and diligently scrutinize and recommend on applications for work permits for employees who are expatriates.
6. Ensure the country’s compliance, both in law and in practice, with international labour standards by:
(i) Working together with our social partners and international organizations (e.g. the International Labour Organization, the African Union, the International Organization for Migration, the SADC Employment and Labour Sector and the Africa Regional Labour Administration Centre).
(ii) Preparing and submitting regular reports as required by these bodies.
7. Develop continuously and progressively review labour legislation for the country that is in full compliance with international labour standards and best practice, through social dialogue.
8. Enforce labour legislation through conducting labour and occupational safety and health inspections in all work places liable for inspection with the sole objective of improving the welfare and wellbeing of workers in the country through the promotion of decent work conditions.
9. Ensure a harmonious labour relations environment that promotes the socio-economic development of the country through speedy resolution of disputes and complaints and monitoring of lay-offs, retrenchments, industrial and protest actions.
10. Register and monitor workers and employers’ organizations in an effort to promote freedom of association, the right to organize, collective bargaining and social dialogue in the country.
11. Create, operationalize and maintain robust, efficient and effective tripartite structures for the promotion of harmonious labour relations and effective management of the labour market in the country, through social dialogue.
12. Ensure that the Kingdom of Swaziland has adequate and relevant skills and competencies for the achievement of its vision of improved economic and human development.
13. Ensure provision of pre-service tertiary education and training loans to all deserving students.
14. Ensure that employers comply with the Localization Policy.
15. Ensure the establishment and maintenance of a comprehensive national social security system for all citizens of the country.
16. Ensure timely dissemination of labour market information to the public.
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1.1 VISION:





1.2 MISSION:





1.3 OBJECTIVES





1.4





Portfolio Responsibilities (per Legal Notice No. 198 of 2015)





1.5 Core Values and Principles





2.1 MINISTER’S OFFICE





2.1.1.2 Swaziland National Provident Fund (SNPF) 





2.1.2.2 National Steering Committee on Social Dialogue in Swaziland (NSCSD). 





2.1.2.3 Industrial and Vocational Training Board 





2.1.2.4 Pre-Service Tertiary Education and Training Loan (Scholarship Selection) Board 





2.1.2.5 Essential Services Committee 





2.1.2.6 Technical Committee on Occupational Safety and Health 





2.1.2.7 Wages Councils 





2.1.2.8 Workmen’s Compensation Medical Board 





2.1.2.9 Training and Localization Committee 





2.1.2.10 Voluntary Deferred Pay Special Fund Board (VDP) 





2.1.2.11 Pneumoconiosis Medical Board 





2.2	ADMINISTRATION DEPARTMENT





2.2.8 Transport Management Office





2.3 DEPARTMENT OF LABOUR





2.4





NATIONAL HUMAN RESOURCE PLANNING & DEVELOPMENT DEPARTMENT





2.5 DIRECTORATE OF INDUSTRIAL VOCATIONAL TRAINING (DIVT)





2.6 VOCATIONAL TRAINING AND REHABILITATION SERVICES UNIT (VTRS)





2.7 MEASUREMENT & TESTING UNIT





2.5	DEPARTMENT OF SOCIAL SECURITY





3.2	DEPARTMENT OF LABOUR





3.2.2





Industrial Relations & Migration





3.2.3





Statutory Bodies & International Affairs





3.2.4





Occupational Safety & Health (OSH)





3.3 DEPARTMENT OF NATIONAL HUMAN RESOURCE PLANNING & DEVELOPMENT





3.3.3





National Employment Statistics





3.4





DIRECTORATE OF INDUSTRIAL AND VOCATIONAL TRAINING (DIVT) UNIT





VOCATIONAL TRAINING AND REHABILITATION SERVICES





3.6





MEASUREMENT AND TESTING UNIT





3.7 DEPARTMENT OF SOCIAL SECURITY





4.1 STAKEHOLDERS





4.2 CLIENTS





5.1 What the client should expect from MoLSS





5.2 Obligations from Client (What the MoLSS expects from its Clients)





Secretary to Cabinet Private and Cabinet Office Tel: (+268) 2404 2251


Cell: (+268) 7606 2710


Email: � HYPERLINK "mailto:dlaminimb@gov.sz" \h �dlaminimb@gov.sz�





7.1 Physical Address





7.2 Operating Hours





All the above MoLSS departments and units will be opened from 08:00hrs – 13:00hrs and 14:00hrs – 16:45hrs Monday to Thursday, 08:00hrs – 13:00hrs and 14:00hrs - 16:30hrs Fridays


On weekends and public holidays offices will be closed as well as any other days stipulated by the Government of Swaziland.










