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FOREWORD

EBRVICOM was established in 2004 by the Federul Govermment of Nigena after & Special Presidential

Retreat aon Service Delivery with the Ministers, Special Advizers, and Chief Executives of major Cxtra-

Mimisterial Departments and Parastatals, [t aniitiative to promote effective and efficient service dehivery
n all goverment offices and ensure customer satisfaction.

SCRVICOM is an acrotvim Tor Service Compact with All Nigerians.

Sinee the Federal Governments directive le all Ministries, Departments and Agencies (MDA') to establish
Ministerial SERVICOM Units (MS1I') and Parastatal's SERVICOM Units (PS1's), the Migeria Civil Aviation
Authority (NCA A has been strupgling to develop and Llaunch its Inteprated Service Charter. L am however pleased
that we have been able to surmount the challenges and we are, with this document, presenting our Service Compact
with all our customers and indeed, sll Nigerians,

o bid o be one of the leading Civil Aviation Authorities in the world, we bold our custumers dear Lo our heart
and are committed to providing them tmely and quality service, Weshall therefore simive to meet, and even surpass
the stundarids preseribed in this charter. We urge our customers to hold us to our promises and to provide adeguate
teedback to enable us continnously Improve our services.

Clapt. Chris Ona Najomao
DGCA, Nigeria
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k) INTEGRATED SERVICE CHARTER 2025

INTRODUCTION
BRIEF HISTORY OF NCAA

n the early days of Aviation in Nigeria, the control and administration of civil aviation was vested in the
Il.‘lirer:tnr of Public Works, who applied the British Air Navigation Order (ANO) ay the legislative

instrument. Rapid growth o air transport activities in the country necessitated the establishment of a
Nigerian Civil Aviation Department {(CA12).

The CAD rernained a separate entity until it was integrated inte the Federal Ministey ol Transport in 1965
The CAD later metamorphosed into the Ministry of Aviation in 1975, The Ministry remained the oraan of
govermment, responsible for formulating policies, regulating the industry, providing some services
including provision of acronautical facilities and air trattic control.

In 1976, the Nigerian Airports Authority (NAA) was created out of the Nigerian Airports Department in the
Ministry by decree No.d5 of 1976 and was charged with full rezponszibility of developing and managing
airports m the country. [t started operations in 1973, Decree 45 of 1976 was arain abolished in the 1995
aviation refonm which brought about the Federal Airports Authority of Nigena (FAAN) under Act No. 9 of
199¢ to perform the functions of WAA and that of the Federal Civil Aviation Authority (FCAAD

The FCAA was the first autonomous civil aviation regulatory body m Nigeria and was responsible for safety
and sconomic regulations of the mdustry, as well as the provision of air trathic services, aeronautical
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Director of Public Works, who applied the Dritish Air Navization Order (ANO) as the legislative
instrument. Rapid growth m air transport activities in the country necessitated the establishment of a
Nigerian Civil Aviarion Department (CAD).

I n the garly days ol Aviation in Migeria, the cootrl and adnnnstration ol civil aviation was vested in the

The CAD remained a separate entity until it was integrated into the Federal Ministry of Transport in [965.
The CAD later metamorphased into the Ministry of Aviation in 1975, The Ministry remained the argan of
sovernment, responsible for formulating policies, regulating the industry, providing some services
including provision of aeronautical facilities ind air wadlic conirol.

[ 1976, the Nigerian Alrports Authority (NAA ) was created out of the Nigerian Alrports Department in the
Minustry by decree No.45 of 1976 and was charged with full responsibibity of developing and managing
wirports n the country. 1t started operations m 1978, Decree 45 of 1976 was again abolished n the 1995
aviation reform which brought about the Federal Aports Authority of Migeria (FAAN) under Act No, 9 of
1996 to perfirm the functions of NA A and that of the Federal Civil Aviation Authority (FCAA).

The FCA A was the first autonomous civil aviation regulatory body in Nigeria and was responsible for satety
ard eeonornic regulations of the industey, as well as the provision ol air raMe services, acronautical
information services and aero telecommunication services, The Authority was scrapped during the 1993
aviaticn reforms and its safety functions were transterred to a pew Department in the Ministry called
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Mivector of Public Wirks, who apphed the British Air Navigation Chrder (ANO) as the legislative
mstnument. Rapid growth in air ransport activities 1n the country necessitated the establishment of a
Nigerian Civil Aviation Department (CAT),

IH the early days of Aviation in Nigeria, the control and administration of civil aviation wag vested in the

The CAD remained a separate entity until 1t was mtegrated mto the Federal Mimstry of Transport in 1965
The CAD later metamorphosed into the Ministry of Aviation in 1975, The Ministry remained the organ of
government, responsible for formulating policies, regulating the industry, providing some services
including provision ofacronautical facilities and air traffic control.

In 1976, the Wigernan Alrports Authority (INAMA)Y was created out of the Nigerian Anports Departiment in the
Mimistry by decree No 45 of 1976 and was charged with full respomsibibity of developmg and mamaging
alrports o the country, [t started operations n 1978, Decree 45 of 19760 was again abolished i the 1995
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INTERNATIONAL CIVIL AVIATION ORGANIZATION

standards of International Aviation activities and ensuring that states fulfil obligations

provided in the Convention of Intemational Civil Aviation (The Chicago Convention
1944). The body as part of its conditions, requires each Member state to establish an appropriate
state organization known as Civil Aviation Authority charged with necessary powers to ensure
compliance with air navigation regulabions promulgated by the State, Nigeria as a signatory 1o
the Convention and desirous (o maintam its membership of TCAO, had (o fulfil this obligation. It
was n view of this and in response o calls from stakeholders in the Aviation Industry that the
then Federal Military Government promulgated Decree 49 of 1999 establhishing the Nigeria Civil
AvialionAuthorly (NCAA).

! I \he International Civil Aviation Organization (LCAO) is the body responsible for setting

Doc. No. DGCA/SERVICOWN-1 Issue Data: 3rd March 2023
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STATEMENT

To be one of the leading
Civil Aviation Authorities
in the World.

MISSION STATEMENT

To provide Aviation safety and
aconomic regulatory services in
the most efficient, effective,
quality and technology driven
manner to the satisfaction and
benefit of all stakeholders,
consistent with the highest
intarnational standards and the
sustainable development of the
industry and national economy.
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RESPONSIBILITIES OF NCAA

Kegistration of aircrafts in Migeria and issuance to the owners certificates of registration.

Iistablishment and maintznance of a system or register for recording the title to or any interest in
anvaircraft registered in Nigeria.

Proqibition of any Wizerian or foreign registered aircraft from operating within the Nigerian
alrspace, unless a certificate of alrwrorthiness with respect to the aircraft is issued or validated under
extant laws and repulations.

Inspection and regulation of aerodromes, inspection of aircratt factories.

Prohibition of any person from engaging in air navigation o any capacity whatsoever unless the
Authonty determines that such s person satisfies the requirement{s) of the Civil Aviation Act and

the regulations made under it

Issuance of ules and regulations forensuning aviation safity, sceurity, the efficicney and regularity
of air navigation, including the safety of zircraft, persons and property carried in aircraft and for
preventing aireratt from endangering anv person and proparty.

Doc. No. DECA/SERVICONINI-1 Issue Diate: 3rd March 2025




RESPONSIBILITIES OF NCAA
1. Remstration of airerafts in Nigena and issuance to the owners certificates of registration.

2. Estublishment and maintenance of a system or register for recording the title to or any interest in
any aircraft registered in Nigena.

Tad
.

Prohibition of any Nigenian or foreign registered aireraft from operating withm the Nigenan
airspace, unless a certificate of airworthiness with respect to the aircraft is issued or validated
nnderextant laws and regulations.

4. Inspectionand regulation of acrodromes, inspection of aircratt factories.

Doc. No. DECA/SERVICONINI-1 Issue Diate: 3rd March 2025 12
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List of Customers

L. Airlines

2 Flight Crew

3. Ar Navigation Servace providers

4, Adreraft Mainteninee Fngineers

5. around Handling Companies

f. In-Ilight Catering Service praviders
7. Adrport Operators

8. Telecom Operators

o. Contractors

1. Travel Agents

11. Aviation Traming Organisations

IZ; Aviation Maintenance Organisations

Doc. No. DECA/SERVICONINI-1 Issue Diate: 3rd March 2025




Stakeholders

1. Travelling Public

2 Federal Ministry of Aviation & Aszrospace Development
3. Mational Assembly

4, International Civil Aviation Organisation (1CAD)

5 African Civil Aviation Commission (AN AC)

i Banjul Accord Group Aviaton Safely Oversighl Organisalion {BAGASOO)
7. Adrline Operators

8 Aviation Agencies (FAAN NAMA NSIBE NCAT NIMET)
4, Private Security Concessionaires

10 Aviarion Services Consultants

11, MNational Scourity Adviser/Scourity Agencics
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SERVICE CHARTER
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Autharization Requirements and days M1,080,0C0.
standards tpe fied Sop MCAR
e.q VM, in MCAA Technical schedule
PEM, EDTO Guidance Materials o Fanaand
and Advisary C roslar charges 2023
Mig.CaksPart 5.7 8, Section 4.3
A dd 1738474
ISEUE, = Airlines Meet DoLTs 2 N20,000:00 | 95%
RENEWAL | windividuals Reguirements working
and RE-ISSUE in the NigCARs days
of a SPL {2.2.1.1)
Authoerization (7.7.1.3)
(2.2.1.4)
{2.2.2}
Approval of | Prospective | Meet Civil Aviation [ DOLTS 20 Depending | 85%
Training and Approved | Regulatony woarking | an the
Organizatior, | Training Reuirements &5 days category of
approval and Organizations sipulated in licenee See
RSHETDR O° Nig.CARs 2023 Mel
Letters of = e schedule
Autharization, Farts 2 '?r'ﬂ 3 "."': of fees and
surveillance the Advizory Circular charges
activities (HCAA-AT PEL 045) 023
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Airling Compliance OATR a0 MISDOOL |85
Operating Airlines with Part working | proczssing fez
Permit 18:2:3 (b) of days M300,000.00
Mig.CAR's 2023 IIsilzasion fiae
Total= HA50,000
Permit for Irdividuals Compliance DATR 30 MLAG000.00 | 0%
Man- wh desire with working
Commercial | toownjaperate | part 18:2:4 (b) days
Flight {PMCF) | &ircraft for of Mig.CAR's
nen-commercial | 2023
pLIPOSEs
| Grant/Renewal | Companies | Compliance with | DATR 30 M1.000.000.00
of Permit for | that provide | part 18:2:6:2 () Warking | 820,000 00
Aerisl Awiation | aerial of Nig. CAR's days | {precessing
Services (PAAS) | Aviation 20923 fees]
| Services
Air Carrier's :_nlr_mmlit: Compliance with | DATR 0 HJ:.ii'llﬂ;.rT 20%
Rreronit :1::-.::r-|‘:lll|'-:i Lr part 18: WD:'k.lnE H!I:E:l;r.ﬂ‘ :
e Wl | Crssl |S_:.|lll:_ﬂj & |:b:| da‘l‘""' v el
and Jfor LN T [ R TR
Inleerrncianal a1 dmeraz]
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| = Travelers

Stakeholders Consumers Acguaint DCR & PA | -lnthesecial | Mil 85%
Engagement -* ntshn:?-am'" = The General | themsalves with e -
E{éh[:gnﬁ Fublic the ralevant Thire 3 isal
Respons bilities infarrmazion an -Eis_lr.:mti:m
Al* Travel and the afirarnat o
terms & canditions nehlets 2
atzached to £ 51”5’
the tickats. 1:":"‘:;[":'"""5
W Wl
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Be of good behaviour «xl paergs
at all stages nf ':.'c E_.h,';[ ’
trgir journey 2 gt
Stakeholders |- Air Travelers  Acgusint themselves | DEP & PA[Quarterly | Mil 95%
Fora and ~The General | Wi the relavant SERVICOM
; infermation an fir
Awareness, | Public Travzland the
Campaigns dwiation Industry
Information  Searchfor | - Airline nMJ‘fL"fr'e;.;LLE'L Tech, Library | 5 working [ Wil B5%
I fati |
Technical 'Dperatﬂrﬁ Hrquire mients and da';,-'s
Infarmation | - General starndards speLilied
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SERVICE PROCESS MAPS
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hﬁg}\%ﬁ
@;:’y NIGERIA CIVIL AVIATION AUTHORITY

PROCEDURE FOR THE GRANT/RENEWAL OF ALLIED SERYICES, GROUND HANDLING, AGENT OF FOREIGM AIRLINES,
TRAYEL AGENCY, CARGO AGENCY, IN-FLIGHT CATERING, A¥IATION FUEL SUPPLIERS AND AIR TRANSPORT TRAINING
INGTITUTIONS.

DETARI CUDELINER KD o~ MUKE M MWENT AT JEIMG YOUR RARMUNOCR PY 150 T OR8 PATH RECEIST
PECIRENZRTS I HSRD CONZS OR ﬁ%ﬂi}l&ﬂﬁ&gﬂﬁ | DEEICKATED EARS DR THRILEHC BakKINGE AKC DEBT ¥3TZ TOOBTAIN
WA HIRS SWUSTIRFCTORATRS. — ™ NI “HROUCH EASNERT % | 4=PLICATICH ARE *RINTOUT THE VAR HCAA RECERT
SR RS CATRERLATIO REMT4 RECTRT
o1 14 a3 04 03
FRESENTATIIH JF REFDAT WITH SUaM 504 SUBMESICH OF
THE GEXTIFIGATE O AIR | POST BEPECTION CHECKLEET Pk ISPECTION Fil [TV Lf APFPLICATION LETTER
TRMEPMLKEI‘NHGE'ELQ ce|  ARDARSROVAL, PLLE wut| bty | s |OFPRENEES (oo YES < ar = | DIGCLMENTE | . . | \ITH THE SLPRORTIE
CONSDERATION AR 0G5 FRINTING OF CERTIFICATE REE T FACLTIER AEEESEVENT TRIHIE L DHICUMENTS FRO
AFERIWAL AND SIGHATLRE 5 | | CEWL TN THE DG DFFICE
12 i1 14 0aA a8A or 153
MO =~ | Flemesus FORMARD TOOT-ER
(RSFAFD DERARTHEATSTRECTORATER
4 098 THRCLGH WEW FOR THER
HOTEY TE APPLIIHT O | l
FOLL ECTERMIH WRITHH
YES D
T
oac 03B
INFORWAPPLICANT RECUEAT FOR AUTSTAUIING J
Numnn_gr::&gmme JOCUNENTE
g
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|“/-¢§SQ®“‘|‘1 NIGERIA CIVIL AVIATION AUTHORITY
o ;{T}’ PROGEDURE FOR THE GRANT/RENEWAL OF AIR TRANSPORT LICENSE/PERMIT

CETAIN CLIDELIMES fKD ] aucy LE G WILR RRE NUMBER PaY
3 : : COLLECT LI FOR Rt NIHE P RET &7 1] TH NFA WITH RFSSIRT
FELURERENTE INHARD LUFES US| | " e o PRIl | —w | TESGRATEDRAMOR | | THASLGHEESWRMG | yun ooyt woTe 10 eTaN
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11 i0 ik} 03A o7 06
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THE CERTFICATE FIR AIR APRRGTUAL, BLUE 01 THE FECERAL GOWERRKENT EVSLUATICH aF PERLIEAIICR ELTER
TRAHSPORT LICENZINE [ATLE) - PRRTHG OF 2| pe=ssi FTRRTO NG RTOUFETION | YES = ARD 2| DOCOWENTS | o VATH THE SUFPLRTIED
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0EB

REQALEET FCR DLTE AKINKD
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NOTES

2.} It is important to note that in addition to DATR's assessment, Companies applying for
Authorizations and its Directors are subject to screening by the Department of State Services
(DS85). The issuance ol seeurity clearance by the DSS 15 an cssential siep in the process and is
independent of the Authority, As such, the duration proccss may vary and cannot be
determined solely by the DATE.

b.) Furthermore, the applicant company will be required to liaise with the Federal Government
Press for the pazetting of the intending operation, which is a separate administrative
procedure, 1t is important to note that this process also falls outside the scope of the DATR.

c.) The implementing standards can be found in Part 1% of the Nigeria Civil Aviation
Hegulation,
https://ncaa. gov.ng/media’ 1 exdvmdw/nig-cars-part-18-air-transport-economics.pd £ 2023
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PROCEDURE FOR AERODROME CERTIFICATION PROCESS
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COMPLAINTS/GRIEVANCE REDRESS PROCEDURE

M, Inthe event nMmon-satisGcion wilh the services provided by the Auhority, @ cusiomer can
e acomplaint for redress to any ol the fullowange:

b2

Modal Ollcer.

SERVICOM Department, Migena Civil Aviation Aulhority Aviation House,
Mnamdi Avkiwe [ntemanonal Avport, Abugs,

Tel. No, —234 515 287 9002

F-matl; servicomifinead. cov.ng

Infoidncan. gov.ng
hitpssifopd nesa. sov. e
Tel. No. —234 916 201 1222
+234 916 200 6222
Social Medin Handles:
Facebook: hlips:/Taccbook commipgenaCA A

X : hups:AwattercommperialCA A

Instagram; hitps:Insagram, comnigeriacaa

Linkedln: www linkedIn.comfin/nigeria-civil-aviation-authority-662 7 7hi | |
YouTube: hitpa/voutube.com/@nigeriaCaa
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COMPLAINTS/GRIEVANCE REDRESS PROCEDURE

A In the event of non-satisfaction with the seevices provided by the Authority, a customer can file a
commplaint for redress toany of the fellowing:

|~

Madal Officer,

SERVICONM Departinent, Nigeria Civil Aviaton Authority Aviation TTouse,
Mnamdi Azilciwe [ntermational Anport, Abuja.

Tel. ™o, 234 RIS 287 9002

E-mail: servieomiginead. gov.ng

InfufEmen gov.ny
hpes el neus, zov
p‘}' L]" e =1.-b i Boimtion Cormsmer Complninds?

Tel. No. =234 916 20 [ SCAN ME
21491620 MEee: s |

Social Media TTandles = =

Facebook: hitps:/iface o
P =] I

X : Tt twriti e |

Instagram: hitps//Inst A

LinkedIn: weaw.linkedln com/in/nigeria-civil-aviation-anthority-662 770111

YouTube; hittps/voutube.com/@nigeriaCaa
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CUSTOMER CONSULTATIVE FORUM

every year o get appropriate feedback that would help improve serviee
delivery. The CCF's would senerate inputs for the review of the Integrated
Service Charter at the appropriate tune,

f I Ve Authority shall hold at least two Coustomer Consultative Forum (CCF)

Similarly. sensitization exercises shall be conducted quarterly for the travelling
public to enlighten them on their rights and ohligations as airling passengers,
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SERVICOM

PERFORMANCE MONITORING AND SERVICE
CHARTER REVIEW

he Authonty shall create the enabling environment in terms of mirastructure,

tramng and financial resources for the implementation of these service standards.

[mplementabion ofthe standards shall be momitored and cvaluated on a monthly hasis
and appropriale reporls subrmiiled o the Authorly's imanagement. Tmmediate rermedial
actions shall be put in place 1o address identified arcas of service failures or below average
service delivery standards.

The emtire Serviee Charter shall be roviewed every three vears to corrcet dentified
deficiencies and reflect the changing realities of the Authorities eperatineg coviromment.
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DEFINITION OF TECHNICAL TERMS, ACRONYMS AND INITIALISMS

AEROMET - Acronauical Meteorology

All - Avromantica] Infonnation Servace

A - Adr Operaiors Cetlihicate

ASM - Aprodrome Standards Manual

AlC - Aar Trullie Conlrol/Controller

AL - Adr Transport License

ATOIL. - At Transport Organiser License

ATPIL. - Al Transport Pilols License

ATS - Aldr Traftic Service

ATSED - Adr Trathe Satery Elactronics Personnel
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DEFINITION OF TECHNICAL TERMS, ACRONYMS AND
INITIALISMS

AFROMIOT - Aeronautical Metzorology

AlS - Aeronautical Information Service

AOC - Air Operators Certiticate

ASM - Acrodromie Slandards Munual

AlC - Air Tralie Control/Controller

AlL - Aljrlransport License

AL - Adir Uransport Organiser License

ATPL - Adr Transport Pilols License

AlS - Aar Trullic Serviee

AISEP - Adr Tralle Salely Electrontes Persormel
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DEFINITION OF TECHNICAL TERMS, ACRONYMH AND

INITIALISNMS

AEROMET - Acromaulical Meleovalosy

AlS - Acromaulical Tnlommation Service

AQC - Air Operators Certificate

ARM - Aeradrome Standards Manual

ATE - Adr Trattic Contral/Controller

ATL - Air Transport License

ATOL - Adr Transport Organiser License

ATPIL. - Air Transport Pilots 1icense

ATS - Adr Tratfic Servica

ATHEP - Adr Traffic Safety Flectronics Persommel
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