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1. POLICY OBJECTIVE

1.1.

1.2

This Policy establishes Namibia's framework for service provisioning in safety
and security regulatory oversight across all aviation stakeholders. This includes
clearly defining the responsibilities and accountabilities of the Namibia Civil
Aviation Authority (NCAA for licensing and certification of bodies regulated
under the Namibia Civil Aviation Regulations (NAMCARS).

The policy aims to ensure that the NCAA executes its mandate efficiently and
effectively to the required accountability standards, preserving the standards
of aviation safety and security while contributing to a thriving, responsive, safe,
secure, and sustainable aviation sector.

2. POLICY STATEMENT

2.1,

2:4.

The NCAA, as the juristic person established under the Civil Aviation Act, 2016
(Act No. 6 of 2016), is responsible for the regulation, oversight, and promotion
of aviation safety and security in Namibia. In this context, the NCAA commits
to developing, implementing, and continuously improving strategies,
processes, and oversight mechanisms to achieve the highest practicable level
of aviation safety and security in Namibia.

In this context, NCAA commits to:

2.2.1. Work ethically and consistently to deliver the best service possible for
safety and security oversight, licensing and certification, and air
navigation service provisioning, while maintaining strict adherence to
compliance and the highest acceptable levels of safety and security

2.2.2. Ensure that all regulatory and air navigation services are delivered in
accordance with the published service standards and turnaround times
contained in the NCAA Service Charter wherever practicable.

2.2.3. Apply the provisions of the Civil Aviation Act, NAMCARs, NAMCATS, and
applicable ICAO Standards and Recommended Practices consistently,
objectively, and without bias.

2.2.4. Maintain  transparent communication  with  stakeholders by
acknowledging enquiries and applications within stipulated timeframes
and providing clear, accurate, and timely responses.

2.2.5. Safeguard the confidentiality and integrity of information received from
stakeholders in accordance with applicable laws, policies, and regulatory
obligations.
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2.2.6. Promote a culture of accountability, professionalism, and continuous
improvement across all levels of the Authority.

2.2.7. Regularly review and monitor service performance against established
standards to ensure efficiency, effectiveness, the highest levels of safety,
and security, and international compliance.

2.2.8. Engage constructively with industry stakeholders through consultation,
feedback mechanisms, and collaborative initiatives to enhance aviation
safety and service delivery.

2.2.9. Benchmark its regulatory oversight and air navigation service provision
against recognised international best practices to ensure sustained
excellence and global credibility.

3. APPLICABILITY
3.1. This policy applies to:
3.1.1. NCAA employees and persons designated by the Executive Director.
3.1.2. Aviation Safety and Security Division and inspectors.
3.1.3. Regulated entities under the Civil Aviation Act, é of 2016.

4. EFFECTIVE DATE AND REVIEW

This Policy takes effect on the date of Board approval and shall be reviewed at
least every three years or sooner if required; it may be amended at any time as
necessary.

5. GENERAL PROVISIONS

ICAO Annexes and Documents.

Namibia Civil Aviation Act, 2016 (Act No. é of 2016.
Namibia Civil Aviation Regulations (NAMCARs)
Namibia Civil Aviation Technical Standards (NAMCATS)
National Civil Aviation Security Programme (NCASP).
NCAA Technical Guidance Material.

The NCAA Service Charter (Annexure A)

@™o 000TQ
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PART 1 — GENERAL PROVISIONS

1. INTRODUCTION

This Service Charter outlines the Namibia Civil Aviation Authority (NCAA)'s service
standards and commitments to its stakeholders. It establishes expected timeframes for
regulatory services, aligns with ICAO Standards and Recommended Practices (SARPs),
and promotes transparency, accountability, and customer-focused service delivery. This
document supports NCAA's mission to enhance, control, and regulate aviation services
in Namibia with efficiency and international compliance.

1.1. This charter is the public statement by the NCAA on the levels of service customers
can expect. It does not seek to cover all the functions and services provided by
the NCAA, but outlines our commitment to our customers and describes the levels
of service customers are to expect when contacting the NCAA.

1.2. With this charter, we reaffirm our commitment to setting exacting standards of
service and invite our stakeholders' feedback for the continuous improvement of
the services we deliver.

2. OUR VISION
2.1. To be recognised as a leader in sustainable Aviation Safety and Security, oversight,
and air navigation service provisioning.'

3. OUR MISSION

3.1. To enhance, control, regulate and promote sustainable, internationally compliant
regulatory oversight and air navigation services, as well as being a responsible
employer committed to high performance and organisational excellence.

4. OUR CORE VALUES:
ACCOUNTABILITY
We will listen to our customers and ensure our services match stakeholder needs and
reasonable expectations. We will be responsive to all stakeholder requests and will
strive to exceed their expectations on each and every interaction.

FAIRNESS

We will be transparent about the costs which we impose on the industry and keep our
safety and security regulations simple and user friendly. We will determine service
delivery levels and live by them.
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7.

INTEGRITY
We will maintain high ethical standards and approach issues professionally, without
bias and in a fransparent manner to win the trust of all our stakeholders.

EXCELLENCE
We will continually strive to achieve the highest standards. We will benchmark
ourselves against the international leading best practice.

OUR CUSTOMER SERVICES OBJECTIVES

5.1. Be efficient and effective in the delivery of our service;

5.2. Be courteous, respectful, and helpful;

5.3. Treat customer enquiries and communication with appropriate urgency and
confidentiality and provide timely, accurate, and useful responses;

5.4. Build a professional partnership relationship with all our customers;

5.5. Regularly consult and communicate with all our customers.

OUR SERVICES

6.1. Our regulatory services are as follows:

a. Air Traffic Services

b. Aeronautical Information Services

c. Communication, Navigation and Surveillance Services

d. Aerodrome and Ground Aids

e. Air Navigation Services Safety Oversight Services

f. Flight Operations Services

g. Airworthiness Services

h. Aviation Security Services

i. Licensing of Aviation Personnel: Pilots, Air Traffic Controllers, Aircraft

Maintenance Engineers, and Cabin Crew

DISCLAIMER
NOTE:

7.1. The Service Charter does not apply to decisions made by the Executive Director
relating to, among others:
the discretionary consideration of applications for aviation documents;
suspension of aviation documents;
revocation of aviation documents;
the consideration of petitions for exemptions from the requirements of the
NAMCARs or NAMCATS;
e. the enforcement of the provisions of the Act.
7.2. All the days referred to in this document are working days.

00U
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7.3. The processing of applications is subject to all required documentation needed

to process the application accompanying the application.

7.4. All the payments are reflected in NAMCAR Part 187
7.5. These standards should not be interpreted in the context of organizational

capacity and available resources

8. Our Commitment / Pledge to the Public

8.1 The Namibia Civil Aviation Authority (NCAA) is committed to delivering safe, secure,
efficient, and internationally compliant civil aviation services in Namibia. In fulfiling our
mandate, we pledge to:

qa.

b.

Deliver our regulatory and air navigation services professionally, fransparently, and
fairly;

Adhere to the service standards and turnaround times outlined in this Service
Charter;

Treat all stakeholders with courtesy, respect, and impartiality;

Communicate clearly, accurately, and timeously on matters affecting our
stakeholders;

Uphold the principles of good governance, accountability, and continuous
improvement; and

Engage constructively with stakeholders to enhance aviation safety, security, and
service excellence.

9. What You Can Expect from Us

9.1 When engaging with the NCAA, our customers and stakeholders can expect:

a.
b.
C.

d.
e.

f.

10.

Clear information on regulatory requirements, processes, and applicable fees;
Acknowledgement of enquiries and applications within the stipulated timeframes;
Fair, consistent, and objective application of the Civil Aviation Act, NAMCARS,
NAMCATS, and ICAO SARPs;

Confidential handling of information in line with applicable laws and policies;
Professional and knowledgeable staff committed to service excellence; and
Opportunities to provide feedback to support service improvement.

Your Commitment to Us and How You Can Help

10.1To enable the NCAA to meet its service commitments effectively, we encourage our
customers and stakeholders to:

a.

b.

Submit complete, accurate, and compliant applications with all required
supporting documentation;

Ensure that all applicable fees are paid in full and reflected in the NCAA account
prior o processing;

Respond promptly to requests for additional information or clarification;

Comply with applicable aviation laws, regulations, and conditions of approval;

i
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e. Communicate respectfully and professionally when engaging with NCAA staff;
and
f. Provide constructive feedback to assist the Authority in improving its services.

10 (
N
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Appendix A: Abbreviations and Definitions
1. Abbreviations

Aerodrome and Ground Aids
Aeronautical Information Management
Aeronautical Information Publication
Airworthiness

Aeronautical Information Regulation and Control
Aircraft Maintenance Organisation

Aircraft Maintenance Programme

Air Navigation Services Provider

Air Navigation Services Safety Oversight
Aviation Recreational Organisation

Air Traffic Control

Air Traffic Services

Aviation Security

Certificate of Airworthiness

Certificate of Registration

Civil Activity Use of Airspace
Communication, Navigation and Surveillance
Design Organisation

Electronic Flight Bag

Extended Diversion Time Operations

Flight Plan

Fit and Proper Person Test

Internet Briefing Services

International Civil Aviation Organisation
Instrument Flight Procedure Design
Minimum Equipment List

Minimum Navigation Performance Specification
Namibia Civil Aviation Regulations
Namibia Civil Aviation Technical Standards
Namibia Civil Aviation Authority

Notice to Airmen

Overflight and Landing Clearance

Flight Operations

Personnel Licensing

RPAS Letter of Approval (Recreational)
Remote Operating Certificate
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RPAS Letter of Approval (Corporate Noncommercial)
Reduced Vertical Separation Minimum

'SAR  searchandRescue
'SARPS  Standards and Recommended Practices
'S$SPQ | safety, Security Promotion and Quality

2. Key ICAQ Definitions (as referenced in context)

A defined area on land or water intended for the
arrival, departure, and surface movement of aircraft.
Services necessary to safely and efficiently operate
aircraft including air traffic management,
communications, navigation, and surveillance.

The condition of an aircraft in which it conforms to its
approved design and is in a condition for safe
operation.

Measures and human and material resources intended
to safeguard civil aviation against acts of unlawful
interference.

Infrastructure and services used to ensure the safe and
efficient movement of aircraft.

Process by which a competent authority grants
permission to individuals to perform specific aviation
roles (e.g., pilots, ATCs).

An unmanned aircraft and its associated control
station and communication links.

A function by which a state ensures that individuals
and organisations comply with safety-related laws and
regulations.

The technical specifications adopted by ICAO to
achieve uniformity in regulations across states.
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