
COMPLAINT LETTER

INVESTIGATIONS 
PROCESS COMMENCES

FILE NO. 
ASSIGNED BY REGISTRY CLERK

LEGAL COUNSEL ANALYSIS

PP/DDPs ISSUE INSTRUCTION
TO UNDERTAKE INVESTIGATION

REGISTRAR OUTLINES
INVESTIGATION STRATEGY

I.O ASSIGNED CASE 
ACCORDING TO PROVINCE

LETTER TO RESPONDENT 
INSTITUTION SIGNED BY REGISTRAR

MATERIAL RECEIVED

SITTING HEARING
WARRANT
OF ARRESTEVIDENCE COMPILED BY I.O

I.O SUBMITS EVIDENCE 
TO REGISTRAR

REGISTRAR MAKES
RECOMMENDATIONS TO PP

I.O FOLLOW UP
ON COMPLIANCE

CASE CLOSED 
CASE SUMMARY 

REQUEST MORE INFO
FROM COMPLAINANT

COMPLAINANT ADVISED

INSTITUTION ADVISES

ACKNOWLEDGEMENT OF
COPLAINT TO COMPLAINANT

SUMMON BY I.O SIGNED BY REGISTRAR

YES

3 REMINDERS

YES

NO

NO

NO

DECISION COMMUNICATED
TO RESPONDANT
STATE INSTITUTION

PP MAKES DECISION TO
RESPONDANT

STATE INSTITUTION

INFORM COMPLAINANT 
RESPONDENT

SPECIAL INVESTIGATIVE
REPORT ISSUED
TO PARLIAMENT

OFFICE OF THE 
PUBLIC PROTECTOR

INVESTIGATION
PROCESS

Following the enactment 
of the Constitution of 
Zambia (Amendment) 
Act No.2 of 2016, the 
Office of the Public 
Protector was 
established to replace 
the Office of the 
Investigator General. This 
is by virtue of Article 243 
of the amended 
Constitution.
The Public Protector is 
the OMBUDSMAN 
INSTITUTION of Zambia 
entrusted with the 
mandate to promote 
and safeguard the 
interests and the rights of 
an individual in his or her 
quest to receive a 
“public service” that is 
just and fair. The 
institution also serves to 
promote practices of 
good governance within 
public institutions in the 
delivery of public 
services to the general 
public. 

THE PUBLIC PROTECTOR?

OFFICE OF THE PUBLIC PROTECTOR
Stand No 4623 Mwaimwena Road,
Rhodes Park Lusaka, P.O Box 50494
You can also call us on +260 211 228330/1
Email us at ombudsmanzambia@cfi.gov.zm
Or Visit our Facebook page at
www.facebook.com/officeofthePublicProtector-Zambia


