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Executive
Summary
Zambia’s 7th National Development Plan (7NDP) sets ambitious 

targets for economic growth and poverty reduction. Technology can 

play an important role as Zambia advances this vision for economic 

transformation. 

Recent evidence tells us that reaching the goal of universal and 

affordable internet coverage can raise growth per capita by 2 

percentage points per year and reduce the poverty headcount by 1 

percentage point per year. When internet coverage is complemented 

by human capital investments, growth per capita increases by 

approximately 5 percentage points and the poverty headcount falls 

by 2.5 percentage points per year. These contributions to growth are 

mainly due to growth in productivity across economic sectors; digital 

transformation is thus part and parcel of economic transformation.

The introduction of digital systems can also have a transformative 

effect on government. It is estimated that developing countries could 

collectively save 0.9 to 1.1 percent of GDP, equivalent to $220 billion 

to $330 billion annually (IMF 2017), by introducing digital systems in 

government that increase efficiency and reduce the potential for 

leakages to occur. Additionally, significant effectiveness gains can 

be realized by equipping government officials responsible for public 

service delivery with access to better data and tools.

Improved access to digital technologies and effective use of data and 

digital systems can thus be powerful tools in the quest to increase 

private sector productivity, enhance public sector efficiency and 

effectiveness, and improve the accountability of both the public and 

private sectors. Indeed, 7NDP includes several digital transformation 

strategies for these reasons. 
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This digital economy diagnostic assesses Zambia’s strengths and 

weaknesses with respect to five pillars that together form the 

foundation upon which the benefits of digital transformation can be 

realized. These pillars are Digital Infrastructure, Digital Skills, Digital 

Entrepreneurship, Digital Platforms, and Digital Financial Services. As 

discussed in the 2016 World Development Report (World Bank 2016), 

progress in these areas—combined with “analog complements,” that 

is, a favorable business environment, strong human capital, and good 

governance—can enable and accelerate development returns.

This digital economy diagnostic was carried out by a multidisciplinary 

World Bank Group team in close collaboration with a multiministerial 

working group, led by the Cabinet Office. More than 100 stakeholders 

from the public and private sectors were engaged in interviews, 

focus groups, and workshops to derive, triangulate, and validate 

the findings.

In summary, this analysis finds that Zambia has made significant 

strides on its path to digital transformation over the past few years. 

Progress is particularly evident in digital infrastructure, digital 

financial services, and digital platforms, while more significant gaps 

remain in digital skills and digital entrepreneurship. 

With respect to digital infrastructure, all provincial centers are now 

linked to the fiber backbone, and the country has a state-of-the-art 

data center that can be leveraged for government and commercial 

use. International benchmarks for affordability of broadband have also 

been met, and the use of mobile phones has increased significantly, 

reaching 15.5 million mobile subscriptions in 2019, out of which 63.5 

percent use broadband. The digital infrastructure foundation has 

thus been built to now focus on the use of the infrastructure, as well 

as on ensuring the reliability and security of the infrastructure that is 

in place. However, last mile connectivity remains a gap, preventing 

greater use of digital systems in more sparsely populated areas 

where access to services and markets is more limited, and where 

digital systems could help reduce transaction costs associated with 

serving smaller populations. The cost of connectivity also imposes 

a barrier to greater citizen and business take-up caused by low 

income levels, calling for measures to reduce connectivity costs.

Despite these remaining connectivity challenges, the take-up of 

digital financial services (DFS) has increased significantly since 2016. 

This illustrates that Zambia does not have to wait to deliver more 

services via mobile; a two-pronged strategy can be pursued that 

enables more mobile-based service delivery while steps are taken 

to promote greater last mile connectivity in secondary towns and 

rural areas. 

With regard to DFS specifically, Zambia has had a strong commitment 

to financial inclusion over the course of the past several years. The 

country recognized early on that DFS can make financial inclusion 

less costly for financial services providers and consumers, and it was 

among the first set of countries to allow nonbank payment service 

providers. Access to financial accounts more than doubled from 

21 percent in 2011 to 46 percent in 2017, and increased access to 

mobile money providers has been driving the bulk of this growth 

since 2016. The private sector clearly sees the provision of DFS as 

an opportunity; the DFS market now includes 10 banks, 3 mobile 

network operators, and 5 third-party providers, including financial 

technology companies. In June 2019, the national payment switch 

enabled the interoperability of all domestic transactions. This 

functionality was expected to be available for all point-of-sale and 

mobile money transactions by the mid-2020. This step would further 

increase convenience and reduce costs for citizens and businesses.

Substantial progress is also reported to have been made to digitize 

government salary and pension payments; some gains have been 

made in government-to-business and government-to-government 

payments; and early efforts have been made to digitize receipts 

from businesses and individuals. Early indications are that important 

results are being achieved: preliminary data from the digitization of 

government pay slips show that transaction costs decreased by 85 

percent and several “ghost” workers were identified and removed. 

Similarly, when the pension authorities introduced a mobile-enabled 

module, contributions increased substantially. 

These early results demonstrate the promise of greater use of 

digital payment systems in Zambia. However, several payment 

systems have just initiated their digitization journey, and most 

government payments for social cash transfers and subsidies are 

not yet digitized. Opportunities therefore exist to initiate or expand 

the digitization of such government payments for the purpose of 

efficiency gains and increasing the resilience of vulnerable and often 

unbanked populations (for example, smallholder farmers and social 

cash recipients). With the advancement of DFS, the need to develop 

adequate consumer protection measures is also pressing. 

Payment systems is only one of several areas in which the Zambian 

government can—and is—taking steps to use digital tools to increase 

the efficiency of government services. With respect to digital 

platforms, the 7NDP sets specific targets for providing government 

services online, and Zambia is now among the top 10 in the least 

developed countries category of the E-Government Development 

Index published by the United Nations. The government has 

launched internal systems for internal government administration, 

and government-to-person and government-to-business services 

are increasingly digitized. However, interoperability between systems 

is often lacking, thus reducing their benefit to citizens, businesses, 

and government; usage and usability are not consistently monitored, 

and some systems suffer from a limited scale of implementation or 

from deterioration. 
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Furthermore, the ability to authenticate that people are who they say 

they are is fundamental to financial and public services delivery. The 

current identification system has several weaknesses in this regard, 

and the Zambian government has determined that a biometric 

national ID system would be the optimal approach for Zambia. 

Investments in a modernized ID system can result in significant 

fiscal returns, but it can also involve a significant fiscal outlay, thus 

requiring careful consideration.

To enable Zambia to make greater use of digital technologies as a 

transformation tool, individuals, businesses, and government must 

also have the requisite digital skills. This is an area in which Zambia 

has made less progress. The 7NDP Implementation Plan aims to have 

information and communications technologies (ICT) mainstreamed 

in schools, and the new competency-based national curriculum has 

made ICT a compulsory subject. In practice, however, most schools 

are not connected to the internet, they do not have adequate access 

to devices, and teachers have limited knowledge of how to use ICT in 

teaching and learning. Furthermore, the quality of general education 

is of serious concern; for example, fewer than one-third of learners 

pass their grade 12 examination. 

Zambia will not realize the full benefits of digital transformation—nor 

will it meet its 7NDP goal of facilitating “innovative technologies skills 

development”—unless it also ensures that learners going through the 

school system are equipped with foundational numeracy and literacy 

skills. However, there is still room to better leverage digital tools for 

teacher training and access to up-to-date educational materials, as 

well as for education policy planning and monitoring and evaluation. 

With regard to government capacity in digital skills, important gaps 

remain to ensure the ability across ministries and government offices 

to systematically develop, maintain, and use digital systems.

The requisite digital and entrepreneurial skills are also needed to 

advance digital entrepreneurship; it is digital entrepreneurs who will 

derive innovative solutions to public and private sector challenges 

that can be resolved through the application of technology. 

Zambia has seen an increase in the registration of ICT-related firms 

between 2016 and 2019, and entrepreneurs are initiating innovative 

digital solutions in a wide array of sectors, including financial 

services, education, tourism, and agriculture. Although a handful 

of entrepreneurs are now delivering solutions at scale, most digital 

enterprises in Zambia are at the very initial stages of development. 

Zambia’s Global Entrepreneurship Index scores in Startup Skills, 

Technology Absorption, and Risk Capital are very low, and 

entrepreneurial confidence is declining. Concerns about these 

four areas were also expressed repeatedly in the consultations 

for the diagnostic. Zambia is, however, fortunate to have a range 

of nascent private entrepreneurship initiatives that, coupled with 

increasing corporate interest, can lend themselves to public-private 

partnerships that make public funds stretch further. The public-

private dialogue during the diagnostic process also indicated 

recognition of the challenge associated with regulating digital 

innovation and the importance of engaging in continued dialogue 

to ensure that regulators provide clarity and strike the difficult 

balance between enabling innovation and ensuring that citizens 

are protected.

Surprisingly, a relatively large proportion of start-ups focus on 

e-commerce. This is remarkable given the significant obstacles to 

e-commerce in Zambia; only a small proportion of the population has 

a home address, and goods ordered online can therefore not always 

be efficiently and reliably delivered to the buyer. Long distances and 

high logistics costs also affect the viability of both domestic and 

cross-border trade. Considerable improvements in addressing and 

logistics will therefore be needed before e-commerce significantly 

benefits Zambia. The government has recognized this obstacle 

and has recently embarked on the development of a new national 

logistics strategy.

All in all, Zambia has made important strides in initiating a digital 

transformation process, but there is still a long way to go. As was 

acknowledged by H.E. President Lungu in a speech to the National 

Assembly in September 2019, Zambia’s fiscal space is limited, and 

there is a need to “achieve economic stability, sustainable growth 

and development, within the spirit of ‘doing more with less.’”

The authors recommend that the government of Zambia develop 

a digital transformation strategy with a dual focus on meeting 

the 7NDP targets and improving the country’s fiscal space. This 

recommendation is closely aligned with the “doing more with less” 

mantra introduced by H.E. President Lungu, and it emphasizes the 

use of digital technology to improve (1) public sector efficiency and 

effectiveness, (2) private sector productivity, and (3) accountability 

across both the public and private sectors.

Against this background, this report suggests that the digital 

transformation strategy include four strategic themes (figure ES.1): 

(1) promoting greater use of digital technologies in the economy, 

(2) reducing government transaction costs and reducing the cost of 

doing business through digitally optimized government systems, (3) 

improving the adoption of innovative digital solutions by enabling 

entrepreneurship, and (4) leveraging data and digital systems 

to improve sector-specific outcomes in secondary towns and 

rural areas.

Promoting greater use of digital technologies in the economy. 

Enhanced broadband usage alone contributes significantly to growth 

and poverty reduction. Additionally, initiatives undertaken under this 

theme are foundational to greater adoption of digital technologies 

by citizens, businesses, and government. The probability of success 
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of initiatives launched under the other strategic themes will thus 

be limited without progress under this theme. Priority activities 

suggested under this theme include (1) streamlining compliance 

costs for connectivity providers; (2) strengthening government 

capacity in cybersecurity, data privacy, and consumer protection; (3) 

developing a road map and implementation plan for the rollout of 

digital ID that carefully considers the costs and benefits of the vast 

array of design options; and (4) partnering with the private sector to 

map and fill the digital skills needs for government to successfully 

design and implement priority digital transformation activities.

Reducing government transaction costs and the cost of doing 

business through digitally optimized government systems. Initiatives 

undertaken under this theme will have the most immediate and 

direct budgetary impact while also promoting private sector activity 

without much additional fiscal outlay. Priority activities suggested 

under this theme include (1) developing a government-wide 

implementation approach to advancing and scaling up digitization 

of major government payment flows (such as social cash, fertilizer 

subsidies, school fees, taxes, customs, and licenses), and (2) 

optimizing and scaling up the e-border management, e-licenses, 

and public e-procurement systems. 

Improving adoption of innovative digital solutions by enabling 

entrepreneurship. Initiatives undertaken under this theme will ensure 

that the private sector has the capacity to develop innovative solutions 

to resolve public and private sector challenges. Priority activities 

suggested under this theme include (1) conducting a regulatory 

review assessing how tax, labor, and other pertinent regulations 

affect enterprises at the start-up stage, and developing a regulatory 

sandbox for digital innovation that provides digital entrepreneurs 

with a clearer mechanism for navigating regulatory requirements 

for innovative products and services; and (2) developing a start-up 

strategy that includes attention to technology entrepreneurship and 

that leverages the competency and resources of the Ministries of 

Higher Education and Commerce, Trade and Industry as well as the 

private sector and the continental entrepreneurship ecosystem.

Leveraging data and digital systems to improve sector-specific 

outcomes in secondary towns and rural areas. Initiatives undertaken 

under this theme would focus on the digital transformation of a 

sector (such as agriculture, education, or health) with the purpose of 

increasing the effectiveness of public service delivery or increasing 

productivity and reducing vulnerability. This theme will necessarily 

draw upon the other three themes, and should be planned spatially 

to ensure economies of scale and thus increased attractiveness for 

private sector participation. 

While this report provides a suggested prioritization of digital 

transformation activities, it is recommended that the government 

create a Digital Transformation Steering Committee to lead 

the articulation of the digital transformation strategy and 

implementation matrix. Given that this agenda cannot be achieved 

by one ministry alone, the committee should have representation 

from multiple ministries. Relatedly, a dedicated public-private Digital 

Transformation Advisory Council may be advisable to ensure that the 

expertise of nongovernmental actors is leveraged in the articulation 

of the strategy and implementation matrix and to optimize the 

likelihood that the private sector buys into, and therefore contributes 

to, implementation. 
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PRIORITY DIGITAL 
TRANSFORMATION ACTIONS

EXPECTED
OUTCOMES

V
IS

IO
N

 2
0

3
0

7NDP
TARGETS

REDUCED
POVERTY AND

VULNERABILITY

CONDUCIVE
GOVERNANCE

MACRO TARGET

DIVERSIFIED
ECONOMY

REDUCED
DEVELOPMENT

INEQUALITY

ENHANCED 
HUMAN 

DEVELOPMENT

IMPROVED 
FISCAL SPACE

INCREASED 
PUBLIC AND 

PRIVATE 
SECTOR 

ACCOUNTABILITY

INCREASED 
PRIVATE 
SECTOR 

PRODUCTIVITY

INCREASED 
PUBLIC 
SECTOR 

EFFICIENCY 
AND 

EFFECTIVENESS

4

3

2

1 Promote greater use of digital  
technologies in the economy.

• Streamline compliance costs for connectivity providers, 
and develop a framework for PPP investments in last 
mile connectivity

• Strengthen the institutional capacity of government to protect 
consumers, data, and critical digital infrastructure

• Develop a detailed implementation road map for the 
modernization of the ID system, and implement the same

• Map data and skills needs to support evidence-based policy 
planning; integrate data collection, accessibility, and analysis into 
digital government systems planning; and partner with the private 
sector to implement

Reduce government transaction costs and the cost of 
doing business through digitally optimized systems

• Develop a government–wide implementation approach to digitize 
major government payment flows (social cash, fertilizer subsidies, 
school fees, tax, customs, and licenses)

• Optimize and scale the e-border management, e-licenses, and 
public e-procurement systems

• Enable data sharing and compatibility between core government 
systems starting with enforcing interoperability standards and 
publishing the API road map

Improve adoption of innovative solutions  
by enabling digital entrepreneurship.

• Conduct a regulatory review related to start-ups and develop a 
regulatory sandbox for digital innovation

• Develop a start-up strategy, including explicit attention to 
technology entrepreneurship

• Invest in PPPs to seed and scale up programs that build start-
up skills, provide startup financing, and link entrepreneurs to 
regional markets

Leverage data and digital systems to improve sector-
specific outcomes in secondary towns and rural areas

• Identify two to three priority sectors for transformation, agriculture, 
education, and health

• Based on current national strategies derive priority challenges to 
address, engage the digital entrepreneurship community to identify 
innovative digital transformation solutions that work, and partner 
with the private sector to replicate and scale them.

• Plan spatially such that economies of scale are achieved, using an 
integrated approach that takes into account the connectivity, skills, 
and systems required

Note: 7NDP = 7th National Development Plan; API = application programming interface; PPP = public-private partnership.

REFERENCES
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World Bank. 2016. World Development Report 2016: Digital 

Dividends. Washington, DC: World Bank. https://openknowledge.

worldbank.org/bitstream/handle/10986/23347/9781464806711.pdf.
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Digital 
Infrastructure

Digital infrastructure is a core foundation of the digital economy. 

Broadly, digital infrastructure consists of connectivity (such as high-

speed internet and internet exchange points), Internet of Things 

(such as mobile devices, computers, sensors, voice-activated 

devices, and geospatial instruments), and data repositories (such as 

data centers and clouds). 

The link between broadband penetration and GDP growth is well 

established. The International Telecommunications Union (ITU) 

lists a range of studies that measure the macroeconomic effects of 

mobile broadband penetration (ITU 2013). The effects vary between 

countries and periods and range from 0.8 percent to 1.5 percent 

of additional GDP growth for an increase of 10 percent in mobile 

broadband penetration. A factor of 1.4 percent additional GDP 

growth per 10 percent higher broadband penetration applied to the 

Zambian context would lead to US$1.9 billion additional GDP over 

five years (table 2.1). 

Definitions and the Importance  
of Digital Infrastructure
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 TABLE 2.1: 
INTERNATIONAL RESULTS ON IMPACT OF A 10 PERCENT 
INCREASE IN BROADBAND PENETRATION ON GDP GROWTH

Authors Countries GDP growth (percent)

Czernich and others (2009) OECD, 1996–2007 0.9–1.5

Koutroumpis (2018) OECD, 2002–16 0.82–1.40

Qiang and others (2009) Low-income countries, 1980–2006 1.4

Scott (2012) Low-income countries, 1980–2011 1.35

An innovative study finds that each 10 percent of additional 

broadband penetration leads to an increase in employment of 

between 3.1 and 13.2 percent, depending on the country. Hjort and 

Poulsen (2019) assess the impact of fast internet on employment in 

Africa by investigating the impact of submarine cables in countries 

that did not have access to them before. The study finds that there 

was a significant and large relative increase in the employment 

rate in areas where fast internet became available. The increase 

in employment ranged between 3.1 percent and 13.2 percent, 

depending on the country. As illustrated in table 2.2, faster internet 

increased the employment of workers across educational levels. In 

2017, Zambia’s labor force stood at 7.1 million. A 3.1 percent increase 

in employment would mean more than 220,000 new jobs, and a 

13.2 percent increase would mean 930,000 additional jobs. These 

data points illustrate the relative importance of reliable and fast 

connectivity in today’s economy.

The conceptual framework for the analysis of digital infrastructure in 

this report is based on the 2016 World Development Report, which 

analyzes the digital infrastructure value chain in four segments: first, 

middle, last, and invisible mile (World Bank 2016). The internet enters 

a country (first mile), passes through that country (middle mile) to 

reach the end user (last mile) wirelessly or via fiber and copper 

connections. The invisible mile includes the policy and regulatory 

factors that affect the performance of the first, middle, and last mile 

(figure 2.1).

 TABLE 2.2: 
FASTER INTERNET ACCESS INCREASED EMPLOYMENT OF WORKERS 
ACROSS EDUCATIONAL LEVELS IN AVAILABLE DATA SETS

SKILL GROUP

Skilled vs. 
Unskilled

Skilled 
Unskilled

SSA Countries [8]
(Demographic and Health Survey)

South Africa
(Labor Force Survey)

Skill
Level

Highly skilled
Moderately skilled
Somewat skilled

Education
Level

Higher
Secondary
Primary
Not Primary

JOB SKILL LEVEL

DATA SET

Percent change in probability of employment

0.0% 4.0%2.0% 6.0% 0.0% 4.0%2.0% 6.0%

Source: Hjort and Poulsen 2019, table 5 and 6.
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 FIGURE 2.1: 
DIGITAL INFRASTRUCTURE VALUE CHAIN

Source: World Bank 2016.

INVISIBLE MILE

FIRST MILE

MIDDLE MILE LAST MILE

Hidden elements that 
are vital to ensuring 
the integrity of the 
value chain

Where the internet 
enters a country

where the internet passes through that country where the internet reaches the end user

Nonvisible network 
components include 
the spectrum, network 
databases, cybersecurity, 
etc, but can also include 
potential bottlenecks, like 
international frontiers.

International internet 
access, including submarine 
cables, landing stations, 
satellite dishes, crossborder 
microwave, etc.

National backbone and intercity network, including 
fiber backbone, microwave, internet exchange 
points (IXPs), local hosting of content, etc.

Local access network, including 
local loop, central affice, exchanges, 
wireless masts.

First and Middle Miles

Zambia is becoming a connecting hub for its eight neighboring 

countries. FibreCom (a subsidiary of ZESCO) has fiber links to 

Botswana, Malawi, Namibia, Tanzania, and Zimbabwe. Further links 

are planned with the Democratic Republic of Congo and Angola. 

The fiber link to Mozambique is complete on the Zambian side and 

awaits the connecting link to the border from the Mozambican side. 

FibreCom prices are not distance but capacity dependent, meaning 

that bandwidth availability rather than distance determines the cost of 

connectivity in urban and rural areas, contributing to more affordable 

data connectivity at the wholesale level. During the consultations 

conducted for this diagnostic, the internet service providers (ISPs) 

further indicated that the cost of international bandwidth is not a 

contributing factor to providing internet services in Zambia.

All provincial centers are linked to the fiber backbones through 

FibreCom. Additional efforts are underway to link up all district 

capitals. Out of 116 districts, only 30 had no fiber from either FibreCom 

or Liquid Telecom Limited. Map 2.1 shows a fiber map combining 

ZESCO and Liquid Telecom, but does not display the fiber owned 

by Zamtel, MTN, and others because that information has not been 

made available to the World Bank team.

National data connectivity via fiber is relatively unreliable in Zambia 

because of fiber cuts, electricity grid failure, and maintenance issues. 

Fiber routes are typically duplicated by microwave backhauling for 

corporate clients so that they have continuous internet connectivity 

and quality of service, which pushes up the cost of national 

data connectivity.
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 MAP 2.1: 
FIBER MAP 

EXISTING FIBRES

National Broadband Legend
Solid marker represents 
existing connection
Dotted marker represents 
proposed connection

Zamtel Fobre Network
Zesco Fibre Network
CEEC Fibre Network
Airtel Fibre Network
MTN Fibre Network

Zambia has, in addition to privately owned data centers, a state-owned Tier 33 data center serving public and private organizations. The 

Zambian National Data Centre is new and state of the art. As of December 2019 it had 82 customers and was operating at 50 percent of its 

maximum physical space capacity (defined as space available for servers). The Zambian National Data Centre has been designed in such a 

way that cloud storage capacity can be added quickly for time-sensitive needs. Finally, data centers can play an important role in improving 

the speed of the online user experience when hosting caches4 for frequently used online content and media providers such as Google  

and Facebook. 

Zambia has also had its own internet exchange point (IXP)5 (located at Zamtel) since 2006. IXPs allow ISPs to internet-connect directly to 

each other, in the process improving quality of service and reducing transmission costs. 

Source: Smart Zambia.

3. Tier 3 refers to data centers that have duplicate power sources, network links, and other information technology equipment to keep data safe.
4. “Cache” is a computing capability that stores data so that future requests for that data can be served faster.
5. An IXP is the physical infrastructure through which ISPs and content delivery networks exchange internet traffic between their networks. 
 See Wikipedia https://en.wikipedia.org/wiki/Internet_exchange_point.
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Note: 2G = second generation; 3G = third generation; 4G = fourth generation; GB = gigabyte; GNIPC = gross national income per capita; HHI = Herfindahl-
Hirschman Index; ICT = information and communications technology; MB = megabits; MTR = mobile termination rates; n.a. = not applicable; RIS = Research 
ICT Solutions; ZICTA = Zambia Information and Communication Technology Authority; ZRA = Zambia Revenue Authority. 

Last Mile

This section discusses last mile infrastructure from the perspective 

of five variables: affordability, access, usage, infrastructure, and 

competition. While the affordability target of the “price of 1GB mobile 

broadband in % of GNP per capita” has been met by one operator, 

access and usage remain low (table 2.3).

 TABLE 2.3: 
POLICY INDICATORS AGAINST POTENTIAL POLICY TARGETS

Gap Indicators Value Source
Potential 

policy target

Affordability

Price of 1 GB mobile prepaid broadband, US$ 1.79 RIS 2019:Q1 n.a.

Price of 1 GB mobile prepaid broadband as a percentage of GNIPC 1.65 RIS 2019:Q1 2

Access

Population 15 years and older owning a mobile phone (%) 44.6 ZICTA 2018 90

Population 15 years and older owning a smartphone (%) 13.2 ZICTA 2018 80

Population 15 years and older with access to the internet (%) 14.3 ZICTA 2018 80

Usage

Minutes of use per user per month 81 MTN 2018
178 (MTN 

Rwanda)

MB per month per active data subscriber 1,294 MTN 2018
1,597 (MTN 

Rwanda)

Infrastructure

2G population coverage (%) 93 2018 98

3G population coverage (%) 53 2018 95

4G population coverage (%) 43 2018 70

Percent of districts with fiber 80% ZESCO 100

Competition 

HHI 3,595 ZICTA 2018 5,000

MTR, US cents 1.18 ZICTA 2019 1 

ICT sector-specific tax (%) 17.5 ZRA 2019 0
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Zambia’s mobile end-user access is also low in comparison with neighboring countries. Zambia compares favorably 

with Botswana, Namibia, South Africa, Tanzania, and Uganda on affordability and competition but poorly on access, 

usage, and infrastructure (figures 2.2 and 2.3). Each variable is discussed in further detail in this chapter.

 FIGURE 2.2: 
BENCHMARKING LAST MILE INDICATORS AGAINST SELECTED AFRICAN COUNTRIES

ZAMBIA

Source: USAID Research ICT Solutions diagnostic tool 2019.
Note: 3G = third generation; 4G = fourth generation; ARPU = average revenue per user; EBITDA = earnings before interest, taxes, depreciation, and amortization; 
GB = gigabytes; GSMA = GSM Association; HHI = Herfindahl-Hirschman Index; ITU = International Telecommunications Union; MNO = Mobile Network Operator; 
MOU = minutes of use; RIS = Research ICT Solutions; SIM = subscriber identification module; TCMO = Total cost of Mobile Ownership; USD = US dollar.

AFFORDABILITY Country-level
Indicator

Traffic
Light

Comparison
Avarage Source Graph

Mobile prepaid voice basket (USD) 2.82 3.79 RIS Q4_2019

Mobile prepaid voice basket (USD) largest operator 3.11 4.81 RIS Q4_2019

Mobile prepaid 1GB basket (USD) 1.55 2.28 RIS Q4_2019

Mobile prepaid 1GB (USD) largest operator 3.62 6.17 RIS Q4_2019

Effective price (USD) - 0.004 GSMA Q4_2019

ACCESS Country-level
Indicator

Traffic
Light

Comparison
Avarage Source Graph

Active SIM cards per 100 inhabitants 78.61 102.41 ITU June 2019 (2018 data)

Mobile internet users per 100 inhabitants 27.53 32.36 GSMA Q4_2019

Mobile broadband connections per 100 inhabitants 41.94 69.37 GSMA Q4_2019

Land-lines per 100 inhabitants 0.59 3.6 ITU June 2019 (2018 data)

USAGE Country-level
Indicator

Traffic
Light

Comparison
Avarage Source Graph

Avarage revenue per user in USD (Blended ARPU) 2.35 4.4 GSMA Q4_2019

Minutes of Use (MOU) per active SIM - 0 GSMA Q4_2019

Mobile Data traffic per active SIM 379.53 212.36 GSMA Q4_2019

Facebook users per 100 inhabitants 12.4% 21% Facebook May 2019

M2M connections per 100 inhabitants 0.9 6.34 GSMA Q4_2019

INFRASTRUCTURE Country-level
Indicator

Traffic
Light

Comparison
Avarage Source Graph

International brandwidth per user (kbps) 3.92 50 ITU June 2019 (2018 data)

% Population covered by 3G signal 53% 73.1% ITU June 2019 (2018 data)

% Population covered by 4G signal 43.4% 42.5% ITU June 2019 (2018 data)

Connections per Base stations 38 37 GSMA Q4_2019

Country level investment per subscriber in USD 1.27 2.19 GSMA Q4_2019

COMPETITION Country-level
Indicator

Traffic
Light

Comparison
Avarage Source Graph

Market concentration (HHI) 3,645 4,181 GSMA Q4_2019

Number of Mobile Operators (excluding MVNO) 4 5.33 GSMA Q4_2019

Market share of largest mobile operators 43.3% 50.9% GSMA Q4_2019

Highest MNO EBITDA Margin in country 34.8% 41.4% GSMA Q4_2019

Interconnection: Mobile Termination Rates (US ¢)￠ 2.45 2.65 TMG 2015

Mobile-specific taxes / TCMO 17.5% 8.3% GSMA 2016 (2014 data)

BENCHMARK: Botswana / Namibia / South Africa / Tanzania / Uganda
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 FIGURE 2.3: 
CHEAPEST PRICES FOR 1  GIGABYTE PREPAID MOBILE BROADBAND, US$

 FIGURE 2.4: 
CHEAPEST PRICES FOR 1  GIGABYTE PREPAID MOBILE BROADBAND, US$

Source: Research ICT Solutions. 

Source: Research ICT Solutions. 

AFFORDABILITY
In 2018, the threat of a new provider rattled the incumbents and 

led to lower end-user prices. UZI Zambia was awarded a license by 

ZICTA in March 2018, which led to MTN and Zamtel lowering their 

data prices. Zamtel has the cheapest prices in Zambia (figure 2.3), 

but its network is not yet as extensive as MTN’s and Airtel’s, and thus 

only a few people benefited from the lower prices. One gigabyte per 

month prepaid usage of data on MTN or Airtel was more than double 

the price of Zamtel in the fourth quarter of 2019.

When comparing the cheapest available broadband price, Zambia 

compares well to other Sub-Saharan African countries. In the fourth 

quarter of 2019, Zambia’s cheapest broadband rate (provided by 

Zamtel) was the sixth cheapest in Africa, on par with Ghana (figure 

2.4). However, only 22 percent of the population participating in the 

2018 ZICTA survey indicated they subscribed to Zamtel, whereas 

73.4 percent subscribed to Airtel and 69.6 percent to MTN. The main 

reasons cited for preference of one mobile network over the other 

were avoiding cross-network calls by being on the same network as 

friends and better quality of service. Quality of service and price are 

thus both important consumer considerations. 

As discussed below, the high cost of devices compared with average income levels is a likely explanation for low mobile phone and 

smartphone ownership rates. 
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Source: ZICTA Operators Statistics website (http://onlinesystems.zicta.zm:8585/statsfinal/ICT%20Indicators.html). 
Note: ARPU = average revenue per user; MNO = mobile network operator; PSTN = public switching telephone network; SMS = short message service.

ACCESS AND USAGE
The Smart Zambia e-Government Master Plan sets ambitious targets 

for increasing access and usage of mobile and the internet (Republic 

of Zambia, Office of the President 2018). By 2021, Zambia endeavors 

to achieve a mobile subscription rate of 100 percent of the Zambian 

population, and an internet subscription rate of 60 percent. 

The number of mobile and broadband subscribers has also increased 

consistently since, as have revenues from voice and short message 

service (SMS) traffic, except for 2019. In 2019 SMS and outgoing 

minutes per subscriber increased because of increased competition 

between the three national mobile operators and the anticipation of 

a fourth operator entering the market6 (table 2.4 and figure 2.5).

Finally, SIM card penetration and broadband usage increased 

consistently. In 2019, 2 million SIM cards were added to the Zambian 

economy. The number of broadband SIM cards also went up by 2 

million in 2018, but dropped by 700,000 in 2019 (figure 2.6). 

 TABLE 2.4: 
DIGITAL INFRASTRUCTURE USE AND REVENUES,  2013–19

 FIGURE 2.5: 
TRAFFIC,  2011–19

2013 2014 2015 2016 2017 2018 2019

Revenue (million kwacha) 3,155 4,113 4,527 4,371 4,767 5,324 4,625

ARPU (kwacha) 303 407 392 364 355 344 269

Domestic incoming minutes (MNO+PSTN) (million) 546 1,251 1,620 1,089 1,614 2,031 2,141

Domestic outgoing minutes (MNO+PSTN) (million) 7,132 9,008 8,503 11,500 9,967 13,976 17,227

SMS (million) 1,085 893 1,409 7,070 7,228 10,060 11,271

Minutes of use (monthly) 63 87 74 88 72 87 94

SMS per subscriber per month 9 7 10 49 45 54 55

Outgoing minutes per subscriber per month 57 74 61 80 62 75 83

2011
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Source: ZICTA Operators Statistics website (http://onlinesystems.zicta.zm:8585/statsfinal/ICT%20Indicators.html). 
Note: MMS = monitoring management system [[AQ: This is the definition of MMS from the Abbreviations section in the front matter. Is it correct? Or should it 
be “multimedia messaging service”?]]; MNO = mobile network operator; PSTN = public switching telephone network; SMS = short message service.

SMS/MMS traffic in billion Traffic domestic Outgoing Minutes (MNO+PSTN) in billion
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6. UZI Zambia Limited was licensed in March 2018 but had not started operation by September 2019 (ZICTA. 2019.
 “List of licensed electronic communication operators.” Public Notice).
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Source: ZICTA Operators Statistics website  
(http://onlinesystems.zicta.zm:8585/statsfinal/ICT%20Indicators.html). 

In 2018, more than 50 percent of the population had used a mobile 

phone in the past three months and 45 percent owned a mobile 

phone. However, there are stark differences in mobile ownership and 

usage between rural and urban populations; 71 percent of the urban 

population used a mobile phone, but only 42 percent of the rural 

population did so. Similarly, mobile phone ownership is 62.5 percent 

in urban areas and 33 percent in rural areas (table 2.5), and internet 

use is 28.1 percent in urban areas but only 5 percent in rural areas.

 FIGURE 2.6: 
ACTIVE SIM CARDS AND BROADBAND USERS

Active SIM Cards (millions) Mobile broadband SIM Cards
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 TABLE 2.5: 
KEY MOBILE INDICATORS FROM THE ZICTA ICT SURVEY OF 2018

That used a 
mobile phone in 
the past three 

months

That own a 
mobile phone

That own a 
smartphone

Use of over the top applications

Messaging Video calling Voice calling

ZAMBIA 53.5 44.6 13.2 11.5 5.9 9.7

PROVINCE

Central 50.6 40.7 9.7 8.7 2.9 8.6

Copperbelt 69.1 56.0 19.2 16.5 8.8 14.2

Eastern 43.9 35.2 5.2 4.3 1.9 3.6

Luapula 44.0 32.0 8.8 8.0 3.6 5.5

Lusaka 72.7 66.7 28.3 24.7 15.6 22.0

Muchinga 40.9 34.8 7.3 6.6 3.6 5.7

Northern 34.4 28.7 4.0 3.0 1.0 2.4

North Western 36.7 32.1 7.9 6.1 2.3 4.6

Southern 60.6 52.4 16.8 15.2 6.2 10.9

Western 45.1 30.3 3.9 3.5 1.1 2.6

REGION
Rural 42.1 33.0 4.7 3.9 1.3 3.0

Urban 71.0 62.5 26.3 23.2 12.9 19.9

SEX
Male 56.9 49.2 14.3 12.8 6.3 10.5

Female 50.9 41.1 12.4 10.6 5.6 9.0

Zambians Age 10 and Older

Source: ZICTA 2018.
Note: ICT = information and communications technology.

There are consistent gender disparities in access to digital 

infrastructure. For example, access to the internet in Zambia is very 

low at 14.3 percent. For women, it is even lower at 12 percent, while 

for men it is 17 percent (table 2.6). Mobile use, as well as mobile and 

smartphone ownership among women, is also lower than for men. 

There is a need to better understand why women have consistently 

lower access to digital infrastructure than men, and to identify 

appropriate measures to bridge the gender gap. Zambia has a 

universal service and access fund that potentially could be used for 

this purpose. 
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 TABLE 2.6: 
KEY INTERNET USAGE INDICATORS FROM THE ZICTA ICT SURVEY OF 2018

 TABLE 2.7: 
MTN ZAMBIA’S SUBSCRIBER NUMBERS 

That ever used 
the internet

That use the 
internet at 
least once  

a day

That have an 
email address

That have any 
social media 

account

ZAMBIA 14.3 6.9 7.3 11.2

PROVINCE

Central 10.2 3.4 4.3 8.3

Copperbelt 19.4 9.2 11.3 16.5

Eastern 6.2 3.0 2.6 4.7

Luapula 10.0 4.8 7.0 8.3

Lusaka 30.3 17.6 14.8 25.2

Muchinga 10.2 3.8 5.1 8.1

Northern 4.0 1.6 2.0 3.3

North Western 9.3 4.1 4.2 5.8

Southern 17.7 7.1 8.7 10.7

Western 5.0 2.7 3.5 4.2

REGION
Rural 5.2 1.8 2.4 3.7

Urban 28.1 14.8 14.8 22.7

SEX
Male 17.3 8.3 9.1 13.1

Female 12.0 5.9 5.9 9.7

2018:Q1 2018:Q2 2018:Q3 2018:Q4 2019:Q1 2019:Q2 Period growth (%)

Mobile subscribers (thousands) 5,638 5,747 6,052 6,459 6,381 6,751 19.7

Active data subscribers (thousands) 1,425 1,515 1,703 1,856 1,961 2,031 42.5

Mobile money subscribers (thousands) 1,040 1,199 1,400 1,595 1,709 1,718 65.2

Zambians Age 10 and Older

Source: ZICTA 2018.
Note: ICT = information and communications technology.

Source: MTN Investor Relations. 

While internet use in general is low, regular internet use is even lower. 

According to the 2018 ZICTA survey, of Zambians 10 years or older in 

rural areas, only 5.2 percent used the internet and only 1.8 percent used 

the internet daily. In Northern province, only 4 percent of Zambians 10 

years or older ever used the internet and only 1.6 percent used it daily. 

Only half of internet users have an email address but most use social 

media. The low internet usage in the rural areas in particular, and in 

Northern and Western provinces, means that IP-based government-to-

person services will remain unviable in these areas for the near future, 

until these last mile connectivity challenges have been resolved.7

As mentioned, Zambians are price sensitive. Since the price 

reductions in 2018 (figure 2.3), MTN’s active broadband subscribers 

increased by 43 percent, twice as fast as the growth of general 

mobile subscribers. Mobile money subscribers increased by 65 

percent from the first quarter of 2018 through the second quarter of 

2019 (table 2.7). This is an important illustration of the price sensitivity 

of Zambian consumers, a factor that should be taken into account 

when determining the appropriate levels of taxes and duties on the 

information and communications technology (ICT) sector.

7. The data on the number of internet users provided by the operators and by the ZICTA survey do not align. While the ZICTA survey estimates 1.7 million internet users, MTN es-
timates 5.2 million data users. The ZICTA survey may underestimate the actual number of users because of the sampling protocol used for the survey. The survey only counts 
“household members aged 10 years and above that were present at the time of interview in the selected households.” Enumerators typically approach households during 
the daytime, which means that people who were at work were systematically excluded from participating in the survey. Conversely, the MTN statistics likely overestimate the 
number of internet users; many mobile phone internet users may have more than one SIM card. Nevertheless, tables 2.5 and 2.6 provide a good illustration of the relative level 
of access and usage across provinces, gender, and rural and urban space.
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INFRASTRUCTURE
Zambia’s mobile operators have expanded their broadband 

network coverage, but Zambia still lags behind leading countries 

in Sub-Saharan Africa. While 4G-only sites increased by 5 percent 

between 2016 and 2019, the number of sites that offer 2G, 3G, and 

4G simultaneously increased by more than 800 percent (table 2.8), 

mostly because 3G sites were upgraded to 4G using triple-band 

antennae. Compared with South Africa, Botswana, Namibia, Uganda, 

and Tanzania, Zambia has the lowest 3G coverage (figure 2.7). 

Regarding 4G coverage, Zambia lags behind South Africa, Botswana, 

and Namibia. For internet protocol–based interactions, such as 

e-government or e-health, 2.5G or better coverage is required. 

Where only 2G coverage is available, interactions are limited to voice, 

interactive voice response, SMS, and unstructured supplementary 

service data.

The government is making significant investments in the mobile 

network. Map 2.2 provides an overview of current mobile coverage 

in Zambia. A national fiber backbone is being created, with the aim 

of installing 1,009 towers in rural areas using Chinese financing. 

According to the Ministry of Transport and Communication, as of the 

end of 2019, 722 towers had been erected and out of this, 655 towers 

were functional and on air. The rollout is thus on schedule and the 

ministry expects that it will be completed by the end of the second 

quarter of 2020. However, the breakeven point for this investment 

may be difficult to reach unless it is accompanied by initiatives to 

reduce the cost of access devices, such as smartphones, as well as 

the cost of internet access, which will drive usage.

 TABLE 2.8: 
AGGREGATED MOBILE NETWORK

 FIGURE 2.7: 
POPULATION COVERAGE COMPARISON

2016 2017 2018 2019 Change, 2016–19

Number of 2G sites 2,697 2,990 3,412 5,081 88

Number of 2G/3G sites 2,354 2,141 2,727 2,906 23

Number of 4G sites 192 254 254 202 5

Number of 2G/3G/4G sites 254 803 1,212 2,316 812

Total 4G 446 1,057 1,466 2518 465

Source: ZICTA Operators Statistics website (http://onlinesystems.zicta.zm:8585/statsfinal/ICT%20Indicators.html). 
Note: 2G = second generation; 3G = third generation; 4G = fourth generation.

Source: GSMA Intelligence database; ZICTA 2018.
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Source: Research ICT Solutions via Carto.com 2G-4G coverage map.  
See https://usaid.carto.com/builder/9dcc4cbc-fc94-11e5-a3c7-0e31c9be1b51/embed.
Note: 2G = second generation; 3G = third generation; 4G = fourth generation.

2G 3G 4G

 MAP 2.2: 
MOBILE COVERAGE

COMPETITION
Zambia scores favorably on competition measures. 

There are three operational national mobile operators, 

17 active ISPs, and competition in the first and middle 

miles, which is typically sufficient to maintain a 

competitive ICT sector. Furthermore, both Fibrecom 

and Liquid Telecom are operating their networks on 

open access principles8 as prescribed in the 2013 ICT 

Access Regulations. These regulations promote (1) 

infrastructure sharing and co-location of equipment, 

thus encouraging sector players to expand their 

networks and meet coverage demands; and (2) 

interconnection between operators, thus improving 

user benefit. 

ICT sector–specific taxes need to be reviewed. As 

discussed in further detail later in this chapter, it 

appears that different categories of providers of the 

same service are taxed differently, providing one 

category of providers with a competitive advantage 

over another. This should be reviewed to ensure a 

level playing field.

8 . “Open access principles” typically mean that all suppliers are able to obtain access to network facilities on equal terms.
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Invisible Mile

The invisible mile contains soft or hidden issues that affect 

infrastructure rollout. These issues include policies, laws, and 

regulations and their implementation.

Several ICT laws are being prepared, and the 2006 ICT Policy 

is currently under review. Proposed new legislation includes a 

cybersecurity bill, an electronic communications bill, and a data 

protection bill. None of these had been introduced to Parliament  

by April 2020.9

LICENSING FEES
The “National” and “International” license categories should be 

combined. According to the 2017 licensing guidelines currently in 

effect, ZICTA has three types of licenses: (1) Network License, (2) 

Service (With Network) License, and (3) Service (Without Network) 

License. Each of these licenses has a geographic component and 

can be categorized as either International, National, Provincial, or 

District. While mobile operators have international licenses, internet 

service providers typically only get national licenses, restricting 

their ability to serve customers across borders. Liquid Telecom, for 

example, operates across several countries. The distinction between 

the National and International license categories inhibits competition 

if international licenses are not widely issued, which seems to be the 

case. With an integrated global internet value chain, this distinction 

artificially segments the market.

ZICTA’s license fees are high and not service neutral. Mobile 

operators fall into the “Holders of a Network License” category and 

have to pay a license fee of 1.5 percent of gross annual turnover. 

However, holders of the other service licenses are charged 3 

percent. A uniform license fee would reduce competitive distortions 

(ZICTA 2017).

TAXATION
The tax regime on digital infrastructure and services needs to be 

reviewed. Discussions with ISPs, mobile network operators, and 

other digital infrastructure and service providers indicate that the 

level of taxes and levies charged prevent increased investments.

Connectivity providers pay a wide number of different taxes and 

related fees around the world. These charges can be broadly 

categorized as “generic,” and thus applicable to any business 

operating in a country, and “sector specific” and related to the unique 

characteristics of the telecommunications sector (table 2.9). 

The existence and rates of the different taxes and charges vary  

by country.

In Zambia, the corporate income tax rate in the ICT sector can reach 

40 percent. The general corporate income tax rate across sectors is 

35 percent. However, telecommunication companies pay 35 percent 

for the first 250,000 Zambian kwacha, but 40 percent for turnover 

higher than 250,000 Zambian kwacha (Zambia Revenue Authority 

2019). There is no clear economic rationale for applying a higher tax 

on ICT than on other sectors, particularly given ICT’s enabling effect 

on other sectors and its utility for public sector service delivery.

Import duties on ICT hardware are partially zero-rated. For example, 

routers are zero-rated but switches are not. This disparity could be 

reviewed to ensure consistency.

The 2010 amendment to the excise duty of 17.5 percent means that 

bandwidth provisioning to end users is also included.10 The Zambia 

Revenue Authority (ZRA) informed the Internet Service Providers 

Association of Zambia, at a meeting held on July 18, 2018, that the 

excise duty on the sale of airtime and bandwidth provisioning has 

been payable from January 1, 2011. ISPs are thus required to backpay 

these duties, which will increase the wholesale price for backhauling 

and the retail price for fiber-based end-user connectivity (leased line 

and metro ethernet). The excise duty thus not only increases retail 

prices for mobile voice, SMS, and data directly, but also indirectly 

through increasing input costs, leading to a cascading tax burden. 

The airtime excise duty makes up about 0.6 percent of total tax 

revenues. There are two important considerations here: First, should 

there be an excise duty on air time, and if so at what rate? Second, 

when changes are made to taxes and levies, what effect does the 

requirement of backpaying have on the bottom line and the investor 

confidence of the connectivity providers?

 TABLE 2.9: 
TYPES OF TAXES AND FEES APPLICABLE TO 
THE TELECOMMUNICATION SECTOR

Generic Sector specific

• Corporate 
income taxes

• Customs 
duties

• Social security 
taxes

• Value added 
tax

Ongoing regulatory fees
One-off license fees
Resource fees (for example, for spectrum, 
numbering, rights of way)
Universal service contributions
Excises (on domestic calls, international 
calls, handsets, connection fees) 
Elevated customs duties (operator 
equipment, handsets)

Source: Petit and Matheson 2017.

9 . http://www.parliament.gov.zm/publications/all-bills.
10.  The Customs and Excise (Amendment) Act No. 47 of 2010 amended the Customs and Excise Act and came into operation on January 1, 2011 (Republic of Zambia 2010).
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Recommendations

Source: Exelby 2011.

Zambia has made significant investments in digital infrastructure 

since 2014. As a result, all provincial centers are linked to the fiber 

backbone, and the country has a state-of-the-art data center that can 

be leveraged for government and commercial use. The foundation 

has thus been built to now focus on the use of the infrastructure, as 

well as on ensuring the reliability and security of the infrastructure 

that is in place. 

Digital infrastructure reliability is likely to improve when the reliability 

of electricity is improved. Energy reform is thus closely tied to 

Zambia’s ability to leverage the digital transformation to achieve 

its national development targets. Zambia could also consider a 

public-private partnership to improve maintenance—and thus the 

resilience—of the national backbone.

Regarding expanded internet access, which in the case of Zambia 

translates to last mile internet access, and its affordability, a key policy 

decision for Zambia is whether the internet should be considered a 

public good similar to roads, for example. Achieving universal and 

accessible internet can indeed be a legitimate public policy goal 

because of the enabling benefits of internet access for productive 

sectors and public services. A decision that internet access is a 

public good should guide decisions on the taxes and fees levied on 

the sector, and the potential use of the universal access and service 

fund for public-private partnerships (figure 2.8).

 FIGURE 2.8: 
TAX TRADE-OFF
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The private sector can and should take the lead in providing internet 

networks and services. As illustrated in figure 2.9, the first priority 

should be to close any market efficiency gap that may exist. A critical 

decision point for government is how to determine the optimal level 

of taxes and fees on the ICT sector from a societal point of view. 

For example, although excise taxes on mobile phone services or 

international calls may raise immediate revenue for the treasury, 

higher taxes translate into higher prices for consumers, thus limiting 

ICT use. High taxes also reduce margins, leaving less earnings to 

invest in infrastructure. Additionally, discrepancies in the tax and fee 

structure can inadvertently create an uneven playing field, which 

eventually hurts consumers.

Second, Zambia may consider cases in which one-time subsidies 

are needed to trigger private sector investment. Although the bulk 

of the investment required to achieve universal internet access 

can come from the private sector, many countries have invested 

public money to improve internet access for poor households 

and those living in remote areas. Third, commercial viability may 

not be achievable in some areas, and these may be areas where 

the government determines that ongoing subsidies are needed. 

However, subsidies of this kind are notoriously difficult to get right, 

and the government should carefully review lessons learned if 

embarking on this approach.

Petit and Matheson (2017) provide guidance on the trade-offs in 

taxation of telecommunications in developing countries. These 

guidelines could provide a useful framework for reviewing the 

optimality of the ICT tax regime in the Zambian context. The authors 

recommend that Zambia conduct a comprehensive review of the 

full menu of taxes and fees levied on the sector to identify what may 

be optimal at this time. Technology, business models, and market 

conditions evolve rapidly in this sector, naturally requiring periodic 

comprehensive reviews and adjustments.

 FIGURE 2.9: 
UNIVERSAL SERVICE:  DISTINCTIONS WITHIN ACCESS
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