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CITIZEN’S CHARTER

FEBRUARY 2017

RWANDA NATIONAL POST OFFICE
CITIZEN’S CHARTER
FORWARD
It is my pleasure to present to you this Service Charter for the National Post
Office.
This Service Charter has been prepared in tandem with the Government’s reform
agenda and in the spirit of being responsive to citizens’ needs, transparency and
accountability.
The Charter spells out the role of the Post Office, highlights the service offered
and the requirements therein, lists the service centers at which our services can
be accessed and the guiding legal instruments.
The development of this Charter signifies our commitment to serve our customers
with a view to creating a better understanding and enhancing our service
delivery.
KAYITARE Célestin
Director General
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INTRODUCTION
The National Post Office is a Public Institution established by Law N° 82/2013 of 11/9/2013. Its
mandate is: ❶to exploit, manage and market all services in the postal sector; ❷to exploit,
manage and market postal financial services (money orders, postal checking accounts,
etc.);❸to promote and develop service delivery in postal sector at national and international
level; ❹to make any study, research and test in relation with postal services; and ❺to carry
out any operation related to commercial and investment in direct or indirect line with its
mission and which is compatible with its general interests.
I. Vision
“To be a world- class innovative service provider that caters for the needs of its stakeholders”
II. Mission
“To provide quality postal, commercial, financial, communications and logistics services to our
stakeholders and deliver value to our shareholder”
III. Core Values
The core values that guide National Post Office are:
Professionalism,
Integrity,
Customer- focused and
Teamwork.
The values above can be summarized in one mnemonic “P-ICT” (to be pronounced as ‘’Post and
ICT”.
PROFESSIONALISM: NPO employees strive to work in knowledgeable, diligent and skillful
manner and be committed to high standards of excellence in day to day operations.
INTEGRITY
: NPO employees are committed to acting at all times with honesty, fairness,
accountability and transparency.
CUSTOMER FOCUSED: NPO employees consistently aim at getting things right and using our
resources optimally to meet our customer's needs.
TEAMWORK: we promote respect and unity of purpose among staff as well as promoting
mutual exchange of information and experiences.
These values constitute a set of beliefs and standards of behavior that characterize NPO
through its journey to revitalize itself and restore customer confidence and satisfaction.
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V.

SERVICES OFFERED BY THE RWANDA NATIONAL POST OFFICE (ONP)

A.

Services offered by Postal Checking Account Department
1. Acquiring a loan and/or a Salary Advance from the Postal Financial Services

What is the Service? Am I
eligible?
Where can I access the
Service?
Website
When can I access the
Service?
Once a request is made or an
application is submitted,how
long will it take?
What ,if any ,are the costs for
accessing the service?
What document s are
required?

What is the Procedure?

What, if any , other
institutions do I need to visit
to access the Service ?(Eg.for
payment of service costs or to
get additional documents)
Is there any additional

An advance of funds made to you by the Postal Checking
Accounts on the agreement that you pay back the initial amount
of the loan plus interest over an agreed period of time
All Postal outlets
www.i-posita.rw
Monday to Friday 7:00 am to 5:00 pm, Saturday 7:00 am to
1:00pm
About 10 days for confirmation or rejection approval

2.5% commission fee on the amount of the loan and 16.5%
interest per year on the amount of the loan of for general public
and 16% for NPO staff.
- Letter addressed to the Director General requesting a loan
and/or salary advance detailing the amount that you wish to
borrow and the intended purpose
- 1 photocopy of your National Identity card
- Salary statement (from your employer)
- A commitment of guarantee from current employer to
transfer the salary into the postal checking account (for
those requesting a salary advance)
- Document of guarantee from the Executive Secretary of the
Sector (Umurenge) where one resides.
- Go to the Postal Checking Account department of the
Postal Branch where one’s account is held
- Submit the required documents
- If you are found eligible for a loan you will then negociate
out a repayment schedule (e.g. amount to be repaid each
month) with our Loan Officer and sign a contract
- The employer or the Office of the Sector (Umurenge) where
you live
- Document of Guarantee

None
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information regarding this
service that is useful to
know?
Is there any additional
information regarding this
service that is useful to
know?
Available forms
Relevant legal documents

On demand in person or via Iposita Website
Loan Agreement
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2.

Acquiring a Postal Checking Accounts overdraft

What is the Service? Am I
eligible?

Where can I access the
Service?
Website
When can I access the
Service?
Once a request is made or an
application is submitted, how
long will it take?
What, if any, are the costs for
accessing the service?
What document s are
required?
What is the Procedure?

What, if any ,other
institutions do I need to visit
to access the Service ?(Eg. for
payment of service costs or to
get additional documents)
Is there any additional
information regarding this
service that is useful to
know?
Is there any additional
information regarding this
service that is useful to
know?
Available forms
Relevant legal documents

A type of loan arranged through the Postal Checking
Accounts that allows you to withdraw or spend more money
than you have in your account up to an agreed limit.
The Postal Checking Account sets a time limit within which
you have to pay the money back.
All Postal outlets
www.i-posita.rw
Monday to Friday 7:00 am to 5:00 pm, Saturday 7:00 am to
1:00 pm
Requests for an overdraft will be processed the same day

4% interest per month is charged on the amount borrowed
-

Written request for an overdraft detailing the amount of
money that you wish to borrow and the reason why
- Go to the Postal Checking Account department of the
branch where your account is held
- Submit your written overdraft request
- Sign overdraft request forms
- Complete a cheque made out to yourself for the amount
being requested and deposit it into your account
None

None

On demand in person or via Iposita Website
Loan Request Agreement
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3. Closing your Postal Checking account
What is the Service? Am I
eligible?
Where can I access the
Service?
Website
When can I access the
Service?
Once a request is made or an
application is submitted, how
long will it take?
What ,if any ,are the costs for
accessing the service?
What document s are
required?
What is the Procedure?

Closing your postal checking account
All Postal outlets
www.i-posita.rw
Monday to Friday 7:00 am to 5:00 pm, Saturday 7:00 am to
1:00 pm
Request to close a postal checking account will be
processed the same day
Account closure processing fee
5000 Frw
This fee will be debited to your account
None
-

Go to Postal Cheques Account department of the branch
where you hold your account
- Ask for an account closure form
- Fill in, complete and submit the account closure form
- The funds remaining in your account will be given to you
and you will be issued a notice of closure
What,if any ,other institutions None
do I need to visit to access the
Service ?(Eg.for payment of
service costs or to get
additional documents)
Is there any additional
Complaints regarding this service can be directed to the
information regarding this
Postal Checking Account Department of the outlet where
service that is useful to
your account is held
know?
Available forms
On demand in person or via Iposita Website
Relevant legal documents
Letter requesting closure of the account
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4. Credit Statement from the Postal Checking Account Department

What is the Service? Am I
eligible?
Where can I access the
Service?
Website
When can I access the
Service?
Once a request is made or an
application is submitted, how
long will it take?
What, if any ,are the costs for
accessing the service?
What document s are
required?
What is the Procedure?

What, if any ,other
institutions do I need to visit
to access the Service ?(E.g. for
payment of service costs or to
get additional documents)
Is there any additional
information regarding this
service that is useful to
know?
Is there any additional
information regarding this
service that is useful to
know?
Available forms
Relevant legal documents

A statement detailing your credit status with the postal
checking account department (i.e. whether you have any
outstanding loans or debts)
All Postal outlets
www.i-posita.rw
Monday to Friday 7:00am to 3:30pm
About 3 days

Credit statement processing fee
11,800 Frw
A Letter requesting a credit statement
-

Go to the Postal Cheques Account department of the
branch where your account held
- Submit your credit statement request
- If approved you will receive written confirmation within
the specified period of time
None

Complaints regarding this service should be addressed the
Postal Checking Account department of the branch where
you made your credit statement request

On demand in person or via Iposita Website
Account Statement
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5. Depositing funds into your Postal Checking Account
What is the Service? Am I
eligible?
Where can I access the
Service?
Website
When can I access the
Service?
Once a request is made or an
application is submitted, how
long will it take?
What ,if any ,are the costs for
accessing the service?

Depositing funds into your Postal Checking Account

What document s are
required?
What is the Procedure?

None

What, if any ,other
institutions do I need to visit
to access the Service ?(E.g. for
payment of service costs or to
get additional documents)
Is there any additional
information regarding this
service that is useful to
know?
Available forms
Relevant legal documents

All Postal outlets
www.i-posita.rw
Monday to Friday 7:00 am to 5:00 pm, Saturday 7:00 am to
1:00 pm
Requests for depositing funds will be processed the same
day
This services is free of charge

-

To deposit funds you may go to the Postal Cheques
Accounts department of any postal outlet
- Submit your completed deposit slip along with your
cheque and or funds to be deposited
- Collect your receipt
None

Complaints regarding this service can be directed to the
Postal Checking Account department of the branch where
you made your deposit
At the Counter
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6. Opening a postal checking account
What is the service? Am I
eligible?

Opening a postal checking account will allow you to access a
number of different financial services including: depositing and
withdrawing funds , obtaining salary advances and loans ,etc. To
open a postal checking account you must be at least 18 years old

Where can I access the
service

All postal outlets

Website

www.i-posita.rw

When can I access the service Monday to Friday 7:00 am to 5:00 pm Saturday 7:00 am to 1:00
pm
Once a request is made or an
application is submitted,
how long will it take?

Requests to open a postal checking account will be processed the
same day

What if any, are the costs of
accessing the service?

Account opening processing fee

What documents required?

-

1 piece of personal identification such as: National
identification card ,passport or driver’s license

-

2 recently taken passport size photos size photos

-

Business and/or associations wishing to open a postal banking
account must also present documents attesting to their legal
status

-

Go to the Postal Checks Accounts department of the branch
where you would like to open your account

-

Ask for complete a new account application form

-

Complete 2 deposit slips (1 for opening a new account and 1
for the deposit of the 1000 FRW account opening fee)

-

Submit all forms

-

Receive a deposit receipt and a copy of your new account
application form

What is procedure?

1180 FRW
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What if any, other
institutions do I need to visit
to access the service? (E.g.
For payment of service costs
or to get additional
documents)

None

Is there a complaint
procedure?

Complaints regarding this services are addressed to the Manager
of Postal Checking Accounts Department of the branch where you
opened your account

Is there any additional
information regarding this
service that is useful to
know?
Available forms

At the Counter

Relevant legal documents

Refer to the section on ‘’Request Documents’’
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7. Ordering Checks for your postal checking account
What is the service? Am I eligible?

Ordering checks for your postal checking account

Where can I access the service?

All postal outlets

Website

www.i-posita.rw

When can I access the service

Monday to Friday 7:00 am to 5:00 pm Saturday
7:00 am to 1:00 pm

Once a request is made or an application is
submitted, how long will it take?

About 7 days

What if any, are the costs of accessing the service?

Checks order fee
2,500 RWF
The check order fee will be automatically debited
from your account

What documents required?

None

What is procedure?

Go to the postal checking account department of
the outlet where your account is held
Ask for a check order form
Fill in and complete the check form
You may pick up your checks after 4 days

What if any, other institutions do I need to visit
to access the service? (E.g. For payment of service
costs or to get additional documents)

None

Is there a complaint procedure?

Complaints regarding this service can be directed
to the Manager of the Postal Checking Accounts
Department of the outlet where your account is
held

Is there any additional information regarding this
service that is useful to know?

Postal Cheques are only transacted within the
postal Network not with any other bank

Available forms

On demand in person or via Iposita Website

Relevant legal documents

Loan Agreement
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8. Picking up a postal money order
What is the service? Am I eligible?

Money sent to you in the form of a postal money order may be
picked up at the postal checks account Department of any
outlet branch in the country

Where can I access the service?

All postal outlets

Website

www.i-posita.rw

When can I access the service

Monday to Friday 7:00 am to 5:00 pm Saturday 7:00 am to
1:00 pm

Once a request is made or an
application is submitted how
long will it take?

Request to pick up a postal money order will be processed the
same day

What if any, are the costs of
accessing the service?

This service is free of charge

What documents required?

-

1 piece of personal identification such as: National
identification card ,passport or driver’s license

-

Notification of a postal money order arrival(this is sent to
you by the Post Office)

-

To pick up your postal money order, go to the postal
checking account department of any postal outlet

-

Present 1 piece of identification and the notification of
arrival slip

-

Sign for and collect your postal money order

What is procedure?

What if any, other institutions do I None
need to visit to access the service?
(Eg. For payment of service costs
or to get additional documents)
Is there a complaint procedure?

Complaints about this service should be addressed to the
Manager of the Postal Checking Accounts Department of the
branch where you picked up your money

Available forms

On demand in person or via Iposita Website

Relevant legal documents

Loan Agreement
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9. Request Postal Checking Account information
What is the Service? Am I eligible?

All requests for information (e.g. confirmation of a deposit, account
balance, etc) regarding your postal checking account must be
submitted in writing to the postal outlet where your account is held

When can I access the service?

Any postal outlet in the country

Website

www.i-posita.rw

When can I access the service?

Monday to Friday 7:00 am to 5:00 pm Saturday 7:00 am to 1:00 pm

Once a request is made or an
application is submitted, how long
will it take?

Same day

What, if any, are the costs for
accessing the service?

Processing fee for information requests
1770 FRW

What documents are required?

None

What is the procedure?

-

Go to the postal checking account information form

-

Fill in and complete the account information form

-

Your request will be processed immediately

What, if any, other institution do I
need to visit to access the service?
(Eg. For payment of service costs or
to get additional documents)

None

Is there a complaint procedure?

Complaints regarding this service can be addressed to the Postal
Checking Account Department of the outlet where your account is
held

Is there any additional information
regarding this service that is useful
to know?

None

Available forms

None

Relevant legal documents

None
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B. Service offered by Postal Operation Department
1. Acquiring Post Office Box
What is the Service? Am I eligible?

Post Office Boxes are available at all postal outlets across the country
and can be used to receive mail. All items that require a signature
and/or those that are too large to fit. In such cases, a notice will
placed in your post office box advising you to pick up your items

Where can I access the service?

All Postal outlets
www.i-posita.rw

When can I access the service?

In Kigali: Monday to Friday 7:00 am to 5:00 pm and Saturday 7:00 am
to 1:00 pm
Outside Kigali: Monday to Friday 7:00 am to 5:00 pm

Once a request is made or an
application is submitted, how long
will it take?

Request for acquiring a post office box will be processed the same day

What, if any, are the costs for
accessing the service?

-

Cost of small post office box in Kigali for companies /Associations:
35,000 yearly rental fee and 11,500 FRW deposit fee.

-

Cost of a small post office box in Kigali for individuals: 15,000
FRW yearly rental fee and 11,500 FRW deposit fee.

-

Cost of small post office box outside Kigali for companies
/Associations: 35,000 yearly rental fee.

-

Cost of a small post office box outside Kigali for individuals: 15.000
Rwf yearly rental fee.

-

Cost of large post office box anywhere in the country (this applies
to Companies/Associations and individuals): 35.000 Rwf yearly
rental fee.

What documents are required?

For individuals:
-

1 piece of identification such as: a National Identity card, passport
or driver’s license

-

2 recently taken passport size photographs

Page 15 of 21

For company/associations:

What is the procedure?

-

Company registration

-

1 piece of personal identification such as: a National Identity card,
passport or driver’s license

-

2 recently taken passport size photographs

-

To get a post office box you may go to any postal outlet

-

Go to an ordinary counter

-

Obtain and complete a request to open a post office box

-

Submit all documents

-

Collect your receipt, your post office box access card (carte
d’accès aux boites postales) and your key

What, if any, other institutions do
I need to visit to access the
service? (Eg. For payment of
service costs or to get additional
documents)

None

Is there a complaint procedure?

Complaints regarding this service should be addressed to theManager
of the postal outlet where you submitted your application to open a
post office box

Is there any additional
information regarding this service
that is useful to know
Available forms?

On demand in person or via Iposita Website

Relevant legal documents

See section ‘’Required documents’’
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2. Sending and Picking up Parcels from the Rwanda National Post Office

What is the Service? Am I eligible?

Sending and Picking up Parcels that weigh between 5 kg and 30 kg.
Any one is eligible

Where can I access the service?

Any postal outlet in the country
www.i-posita.rw

When can I access the service?

In Kigali Monday to Friday 7:00 am to 5:00 pm Saturday 7:00 am to
1:00 pm
Outside Kigali Monday to Friday 7:00 am to 5:00 pm

Once a request is made or an
application is submitted, how long
will it take?

Requests to send and or pick up a parcel will be processed the same
day

What, if any, are the costs for
accessing the service?

Costs associated with sending and/or picking up a parcel vary
according to the size, weight, destination ( if you are sending ) or
origin (if you are receiving) of the parcel.
When picking a parcel you will at a minimum be required to pay a
holding fee of 700 FRW to a customs outlet. Depending of the content
of the parcel, additional

What documents are required?

If you are sending a Parcel: A completed customs declaration form.
On this form you must indicate the approximate value of the
contents. If you are in possession of a receipt for the contents of
parcels you may provide this as proof of value of the contents.
A completed "Bulletin d’Expédition" form is handed over to the
counter at your postal outlet.
If you are picking up a parcel:

What is the procedure?

-

Parcel arrival slip (sent to you by the post office )

-

1 piece of identification such as: a National Identity Card ,
Passport or Driver’s license

Picking-up parcel in Kigali:
-

parcels between 5 kg and 30 kg must be picked up from the main
branch of the post office located in the town center
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-

-

go downstairs to retrieve your parcel
Present your parcel arrival slip and identification and retrieve your
parcel
once you have your parcel you must then go to customs to see if
any additional fees apply
The customs counter is located in the same office from where you
retrieved your parcel picking up parcels outside Kigali:
Go to an ordinary counter at your local postal outlet
Present you parcel arrival slip and identification and retrieve your
parcel
A postal agent will then accompany you to the customs office so
that you may pay any applicable fees sending parcels:
Go to an ordinary counter of your local postal outlet
Present your completed customs declaration form and "bulletin
d’expedition"
Pay any applicable fees
Collect your receipt

What, if any, other institutions do .I
need to visit to access the service?
(Eg. For payment of service costs or
to get additional documents)

-

Customs outlet
Payment of any applicable fees

Is there a complaint procedure?

Complaints regarding this service should be addressed to the Postal
Operations Unit.

-

Is there any additional information
regarding this service that is useful
to know?
Available forms
Relevant legal documents
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3. Sending or Picking up Registered Mail from the Post Office
What is the Service? Am I
eligible?

For items sent via registered mail a dated stamped official registration
receipt is issued. Any one is eligible

Where can I access the service?

Any postal outlet
www.i-posita.rw

When can I access the service?

In Kigali Monday to Friday 7:00 am to 5:00 pm Saturday 7:00 to 1:00 pm
Outside Kigali Monday to Friday 7:00 am to 3:30 pm

Once a request is made or an
application is submitted, how
long will it take?

Requests to send and or pick up a parcel will be processed the same day

What, if any, are the costs for
accessing the service?

For Sending: - Cost of stamps ( this will vary according to the weight of
the item and the destination) –700 FRW Registration fee
For picking up: - There is no fee for this service

What documents are required?

For picking up:- 1 piece of personal identification such as: National
Identity Card ,passport or driver’s license – registered mail arrival notice
For sending: -completed registered mail form

What is the procedure?

Is there a complaint procedure?

Sending items via registered mail:
- Go to the counter of any postal outlet
- Obtain and complete a registered mail form
- Collect receipt and copy of your tracking number
Picking up items sent via registered mail:
- Go to your local postal outlet branch
- Present your registered mail arrival notice and 1 piece of personal
identification
None

Is there any additional
information regarding this
service that is useful to known?

Complaints regarding this service should be addressed to the Manager of
the postal outlet that you used to send your items or where you expect
to collect your items from.

Available forms

None

Relevant legal documents

See section ‘’Required Documents’’
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C.

Service offered by Express Mail Service Department

1.

Express Mail Service(EMS)

What is the Service? Am I eligible?

EMS is a special service of the National Post Office used to send
and deliver local and international express mail.

Where can I access the Service?

All postal outlets E-mail: info@i-posita.rw,
General information /claims Tel:0252582703/0252582705
Mobile 0788303493

Website

www.i-posita.rw

When can I access the Service?

Monday to Friday 7:00 am to 6:00 pm,Saturday 7:00 am to
12:00 pm

Once a request is made or an application
is submitted, how long will it take?

Express Mail Service requests will be processed the same day.

What , if any ,are the costs for accessing
the service?

Costs vary according to the weight and destination of items
being sent.

What document s are required?

When picking up items sent via EMS :-1 piece of personal
identification such as :National Identity Card, Passport or Driving
license.
When sending items via EMS:-receipts for items being sent
(if you are sending merchandise).

What is the Procedure?

What,if any ,other institutions do I need
to visit to access the Service ?(Eg.for
payment of service costs or to get
additional documents)

-

Go to the EMS counter of any postal outlet

-

Obtain and complete an EMS form and a customer’s
declaration form-submit forms (along with receipts for items
being sent)

-

Pay fees

-

Collect your receipt Items sent can be tracked in any one of
the following ways:-internet –phone–fax(provided you
include information as to how you can be reached).

None
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Is there any additional information
regarding this service that is useful to
know?

Complaints regarding this service should be addressed to the
branch where you sent or expect to pick up your mail or to the
Postal Operations Unit at the NPO Head Office.

Is there any additional information
regarding this service that is useful to
know?

None

Available forms

At the EMS Counter

Relevant legal documents

See section ‘’ Required Document

KAYITARE Célestin
Director General
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