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Governor's

Foreword

“This charter outlines the Reserve Bank's
commitment to upholding the highest standards
of service delivery, leveraging the immense skills
and vast experience endowed in its dedicated
staff.”

e Reserve Bank of Zimbabwe (hereafter referred
to as‘the Reserve Bank) affirms its commitment to
the provision of high-quality services to all its

Stakeholders, through efficient, timely, transparent and
responsive processes. The Reserve Bank's approach to
Stakeholder service provision is consistent with
international best practice, in line with its over-arching
Vision of becoming an ‘Innovative World-Class Central
Bank.

This Stakeholder Service Charter is a testament to the
Reserve Bank's dedication to providing exceptional
service to all its stakeholders, including Government
Ministries, Departments and Agencies (MDAs), financial
institutions, regional and international organisations,
businesses and Business Member Organisations (BMOs)
and the generality of Zimbabweans. Considering the
rapidly evolving financial landscape, the Reserve Bank
attaches a high premium on continued efforts aimed at
fostering confidence and trust in its service delivery to
fulfil stakeholder expectations.

This charter outlines the Reserve Bank's commitment to
upholding the highest standards of service delivery,
leveraging the immense skills and vast experience
endowed in its dedicated staff. In addition, the Reserve
Bank commits to provide leadership in the digitalization
of financial services through fostering responsible
innovation and fintech adoption across the financial
Services sector.

Importantly, the Reserve Bank remains attentive to the
needs of its stakeholders and is committed to addressing
concemns and continuously improving its services. The
Reserve Bank will ensure transparency by upholding an
open communication policy and benefit from valuable
stakeholderfeedback.

The Reserve Bank attaches great importance to
sustainable banking practices as part of efforts to create
strong, resilient and profitable financial institutions. In
this regard, the Reserve Bank has adopted a
sustainability-centric strategic thrust which it has also
extended to regulated entities underits purview.

The Reserve Bank remains dedicated to fostering
inclusivity throughout its policies and operations,
working to ensure that financial services are accessible,
fair, and attuned to the diverse needs of all stakeholders.

The Reserve Bank's continued efforts to enhance the
quality of stakeholder service delivery will effectively
contribute to macroeconomic stabilisation in line with
the objectives of Vision 2030 and the Mational
Development Strategy (ND5S 1 and 2). The Reserve Bank
invites all stakeholders to engage as it embarks on this
journey in pursuit of stakeholder service delivery
excellence.

Together with our stakeholders, we will build a stronger
and more resilient economy.

Andindeed, the Reserve Bank shall continue to ‘walk the
talk’and ‘stay the course.

%

DrJ.Mushayavanhu
GOVERNOR

August 2025
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» SECTION 1

THE MANDATE OF
THE RESERVE BANK

The primary mandate of the
Reserve Bank of Zimbabwe
{(RBZ), as outlined in Section
6 of the Reserve Bank Act
[Chapter 22:15 ], is to
maintain price stability,
develop and implement
monetary policy, and
promote a stable financial
system.

Stakeholder Service Ch

To fulfil its mandate, the Reserve
Bank is guided by a Board of
Directors and a Monetary Policy
Committee (MPC). The Board is
tasked with formulating the
Reserve Bank's policies and
overseeing its administration
and operations. Meanwhile, the
MPC is responsible for making
monetary policy decisions
designed to achieve low and
stable inflation, while also
promoting the safety, integrity,
sustainability, and inclusivity of
the country’s financial sector.

At the operational level, the
Reserve Bank’s mandate is
executed by the Governor's
Executive Committee
(GExCO), which oversees the
daily management, control,
administration and direction
of the Central Bank across its
various Divisions.
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» SECTION 2

THE RESERVE BANK'S
SUSTAINABILITY PLEDGE

The Reserve Bank recognizes that sustainable economic development is
inseparable from responsible environmental stewardship, inclusive social
progress, and sound governance. The Reserve Bank is committed to integrating
Environmental, Social, and Governance (ESG) considerations into its policy
frameworks, regulatory oversight, and institutional operations.

In alignment with Zimbabwe's national development priorities and global sustainability goals, the
Reserve Bank pledges to:

. Promote financial inclusion by expanding access to banking services for marginalized
communities, including women, youth, and the rural population;

Strengthen governance and transparency within the financial sector through robust
regulatory standards and ethical conduct;

Enhance climate risk assessment across the financial system to safeguard stability and
resilience in the face of environmental shocks;

Promoting ESG-aligned strategies and initiatives across the financial sector and adopting
sustainable practices within the Reserve Bank's own oper

Support green finance initiatives that channel capital towards climate-resilient agriculture,
renewable energy, technology advance
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» SECTION 3

VISION, MISSION
AND CORE VALUES

Our Mission
OurVision Statement

Our
Core Values

To Ensure Price and Financial
To be an Innovative Stability through Prudent,
World-Class Central Bank. 1 ive, Evidence-Base
Aonetary Policies that
warye the Value of the
ind Promote
able and Inclusive
or the Pr )
Resilience of Zimbabwe.

Mutual-Respect & Teamwork
Integrity

Sustainability

Transparen Cy

Innovativeness
Commitment

(MISTIC)




» SECTION 4

PURPOSE OF THE CHARTER

» The purpose of this Stakeholder Service Charter is to articulate the Reserve Bank's
commitment to high-quality service delivery by clearly defining service standards,
setting expectations, and promoting transparency regarding its responsibility to
stakeholders.

» The Charter also enhances stakeholder engagement through effective
communication and serves as a guiding reference for the Reserve Bank staff to
ensure the provision of consistent service which is aligned with its Vision, Mission
and Core Values. Ultimately, the Charter aims to foster confidence, trust and
accountability while supporting the overall objectives of the Reserve Bank.

'
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» SECTION 5

RESERVE BANK'S
STAKEHOLDERS




The Reserve Bank’s stakeholders (in alphabetical

order) include, but are not limited to the following:

African Multilateral
: Financial Institutions

Business Member
Organisations (BMOs)

Civic Society

Organisations {C50s) ‘\

Financial Institutions 0—\

General Public

[Citizenry) -

Government and its
Ministries, Departments
and Agencies (MDAs)

International Multilateral
Financial Institutions {e.g.

IMF, World Bank, AfDE)

= |

MNon-Financial
Institutions (FINTECH)
Other Central Banks

Other Regulatory
Bodies {m!l- IPEC, DPC,
-~ SECZIM, POTRAZ)

Other International
Organisations [AFI,
EOQOSD)

Payment Service
Prmndm (PSPs)

Regional Organisations
(e.g. AACE, AfCFTA,
COMESA, MEFMI, SADC)

State Owned
Enterprises (SOEs

Stakeholder Service Charter
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» SECTION 6

SERVICES PROVIDED
BY THE RESERVE BANK
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Office of the Governor

¥ Issue Monetary Policy Statement v Bi-Annually

¥ Audited financial statements  will be
produced and approved by 31 March of
the following year and published in the

Annual Report.

¥ End May of every vear.

¥ Audited financial statements.

v Reserve Bank Annual Report

¥ Monetary Policy Committee
Resolutions

¥ At least quarterly and as and when
required.

¥ Communigue to be issued by end of day
of the meeting.

¥ Bi-Annually January and July to inform
formulation of the Monetary Policy
Statements.

v Actively participate in all domestic,
regional and interational fora.

¥ Feedback and responses to be provided
within 48 hours,

v Monetary Policy Stakeholder
Consultation Meetings

¥ Participate in domestic, regional
and international for a

+ Governor's correspondence
e ation.

v" Regular collaboration with  other

regulatory bodies,

v Contribute to  Mational Development

pelicy farmulation e.g. ND52.
"~ Ad Hoc as neaded.

¥ Regulatory collaboratio

¥ Mational Development Policy
Formulation.

¥ Policy Advice to Government

¥ Governance Commitment to  good  corporate
Governance.
Board meetings to be held as scheduled.
Submission of all statutory  reports
including minutes and resolutions of
Board Meetings and the Budget.
v Ad Hoc as needed eg. Parliamentary

dppedrances.

v Bi=Annually

Folicy Briefs and other Statutory
obligations.

Fresent to Cabinet Committee on
Financial and Economic Affairs
{CFEA) report.

Data protections and integrity Uphold the highest standards of data

protection and integrity

Sustainability Standards Adopt Sustainable business practices and

strategies

Stakeholder Service Charter B 2025-2029




Communication

Communication has become an integral component of modern monetary policy management.
The Reserve Bank has adopted communication as part of its monetary policy toolkit to help shape
expectations, enhance transparency and increase the effectiveness of monetary policy.

Answer phone calls within 3 rings.
Acknowledge presence upon arrival,
Where we are unable to provide
solution immediately, the Reserve
Bank will provide response within 48
hours, and where it is complex, we
shall keep the stakeholder informed
of progress until clesure,

Avail  convenient  and  reliable
feedback channels to all stakeholders
such  as Hotlines for customer
complaints,

* Phone and walk-in enguiries,

¥ Provide stakeholder feedback
channels.

¥ Responding to media and stakeholder Respond within 48 hours.

inquiries via email. Social media and
other digital channels or written
correspondence,

Dissemination of information.

¢ Ensure that the Reserve Bank website
has up to date informaticn,

v Ensure that critical information is
available in local languages (Shona and
Mdebale).

v Timely publication of reports on, Weekly,
Monthly and Quarterly basis.

" Publication of econamic reviews

A\ ¢ - - : g
' e ; - i 2025 - 2029
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v Facilitates settlement of high-value
interbank transactions through Real-
Time Grass Settlement System (RTGS).

¥ Issuance of Government Securities.

* Administration of Reserve Bank
facilities.

¥ Lender of last resort

+ Gold Buying and Royalties collection

+ Business continuity and real-time
manitoring of the payment systems,

+ Efficient National Payments System
(NPS),

+ Licensing of Payment Service
Providers (PSPs).

¥ Maintenance of RTGS Settlement, and
Collateral Accounts,

Financial Markets & National Payments Services

+ Actioning of payment instructions on

the same day.

¥ Respond to Treasury Bills issuance
instructions within 24 hours.

¥ Provide timely market intelligence on
canvassed interest rates and tenor.

¥ Broadcasting of facility modalities to all
barnks.

¥ Respond to loan and funding
applications within 48 hours.

¥ To swiftly provide liquidity support to
solvent but illiquid commercial banks.

« Settlement for gold purchases within
agreed timeframes (e.g., T+2)

« 100% compliance with gold purity and
weight verification standards

¥ Recovery time of the payment systems is
within 4-hours.

¥ Maintain >25% NPS uptime.

< Within 90 days of submission of all
information.

¢ Daily updating of RTGS net movements.

¢ Timeous processing of collateral
withdrawals, 1.e. on the same day of
instruction,

Stakeholder Service Charter 10
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Policy Advice & Data Dissemination

nal

armulation

v Participate in statutory meetings to

represent the country.




“Licensing of:
- Banks,
Credit-Only Microfinance
Institutions (COMEFID,
Deposit-Taking Microfinance
Institutions (DTMFIs), and
Credit Reference Bureausx,

v’ Supervision and Regulation of
banks, credit-only microfinance
institutions, and Deposit-Taking
Microfinance Institutions

Banking Supervision & Licensing

Applications will be processed
within & months of receipt of all
documents in support of the
application and decision to be
communicated within 10
working days from the date the
decision is made

Decision on lssuance of COMFI
license within 60 days following
submission of all documents in
support of the application
Dacision on issuance of Credit
Reference Bureaux license within
60 days following submission of
all documents in support of the

application

* As per Risk Based Supervision

Guideline

“Approve the appointment of Senior
Management and Board of
Directors of institutions under
SUPervision.

“Effective collaboration on Anti
hMoney Laundering, Counter
Financing of Terrorism and
Proliferation Financing
(AML/CFT/CPF) with other domestic
and regional financial sector
regulators,

“Sustainable banking practices.

“Decision to be commumicated within

30 working days of receipt of all
documents  in support of  the
application.

“As per specified submission dates

for the required information

‘Timely submission of information

requested and supervisory action

¥ Ensure all banks adopt sustainable
banking practices

« Annual Reports ¥ Reports to Minister within & months

“Applications from the Bank Respond with 30 days

v Credit Registry “Ensure Uptime of 95%

L - F fL£ F
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Banking Operations and Currency Management

nercial ba

rmment and

v Cleanliness of the Notes *'Ensure that notes in circulation mee

lean-note-policy of the R




Facilitation of Foreign Exchange Transactions
(Foreign Trade and Investment Facilitation)

+“Training and Capacity Building o
Authorisec lers’ staff,

vianagement at

Stakeholder Service Charter
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Compliance with Foreign Currency Transactions

on receiving all

required documents.

¥ Conduct training twice a year.

ad for ¥ Finalize investigations within 90 days

ympliance ¥ Submit a report after existing within one

rating system rnonth




+IT Infrastructure & Connectivity
Service:

Secure access to payment systems,

RTGS, and central banking 17

platforms for licensed participants

+ Digital Transformation &

Systems Modernisation:
Collaborative initiatives to support
modernization of financial
infrastructure (150 20022 adoption,
APl integration, cloud migration
strategies).

Information Technology and Fintech Innovation Services

Onboarding of new

participants: Within 30 working
days of compliance approval,
Scheduled maintenance
windows: Pre-notified at least 7
days in advance.

Incident resolution: Critical issues
resolved within 4 hours, mino
issues within 48 hours.

System availability: = 98%
uptime annually

lfechnical integration guidelines:
Published at least 3

menths before implementation
deadlines.

Support response for
transformation projects: Within 10
working days.

+'Regulatory Sandbox: Controlled
environment where Fintechs and
financial institutions test new
salutions under regulatory
oversight.

Application

Acknowledgement Within 48
Hours

Assessment & Eligibility

Decision: Within 20 working days
Sandbox Testing Period. Within 6
moenths, extendable subject to
performance.

Decision & Exit Reports; Within 30
working days of sandbox testing
completion.

Innovation Sandbox: Technical
test environment for prototypes
and proofs-of-concept (PoCs), with
APls, mock datasets, and
simulated financial infrastructure

Advisory & Consultation
Services

lssue guideline on Information
Technology, Digitalisation, Fintech

Innovation ,Cyber Security
Business Resilience, requlatory
compliance, innovation best

practices, and policy alignment,
to Fintechs, banks, and other
stakeholders.

Access approval for

innovators: Within 15 working
days.

Pravision of sandbox
APls/datasets; Within 15 working
days post-approval.

lechnical support response

time: Within 48 hours,

PoC evaluation report: Within 20
working days of test completion.

Response to consultation
requests: Within 30 working days

Policy/Regulatory Guidance Notes:
Published bi-annually or when
frameworks change.




Talent Management

v Recruitment Policies




Compliance & Legal Services

to banking,
d
cy within 14

currency man

domestic laws with regional

and international laws.

ions within 10
gations within




Procurement Management

v Procurament

urement pr

“ Efficient

¥ Publishing of approved suppliers’ list twice a year

v Approved Suppliers’ list

2025-2029



» SECTION 8

REVIEW OF THE CHARTER

Consistent with the Reserve Bank Strategy Plan (2025-2029), this Charter will run for
five years and be reviewed annually. The regular reviews to the Charter will

incorporate feedback from stakeholders and reflect changes in the Reserve Bank's
mandate or operational environment.

» SECTION 9

STAKEHOLDER SATISFACTION INDEX

The Reserve Bank regularly conducts stakeholder satisfaction surveys aimed at
assessing stakeholder experience to facilitate continuous improvement.

Stakeholders will be informed when the Reserve Bank conducts stakeholder
satisfaction surveys.

g
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»SECTION 10

COMPLAINTS HANDLING
AND FEEDBACK

. The Reserve Bank values opinions and feedback from its stakeholders to enhance the
quality of its services. Stakeholders' contributions will be kept confidential and used
solely for their intended purposes. The Reserve Bank, therefore, encourages
stakeholders to share their thoughts through various means which include, written
correspondence, phone calls, website, in-person visits, or any other suitable method.

. The Reserve Bank commits to deliver a high standard of service to its stakeholders. If
stakeholders are not satisfied with the service, they have the right to file a complaint.
The Reserve Bank further commits to addressing such concerns, fairly, swiftly,
transparently, and ensuring proper accountability and equity.

Stakeholders with complaints regarding unsatisfactory service delivery by the
Reserve Bank, should:

a) Provide name and contact details
b)  Statethebusinessareaorperson dealt with (where applicable)
c) Clearly specify which aspect of the service they are dissatisfied with

d) Indicatewhatresolutiontheyare seeking
e) Provide factual and accurate details regarding the complaint.
f) Indicate whether the same complaint has been lodged before

Stakeholder Service Charter 21 2025 - 2029



RBZ COMPLAINTS
HANDLING PROCESS

o For complaints specificto a particular Division or Unit

Complaints pertaining to a specific issue, should, initially be directed to the
respective Reserve Bank Division or Unit responsible for the issue through
the Division-specific complaints handling procedure in line with the
Statutory Provisions.

Complaint- Subject Specific Complaints Handling Statutory Provision
Matter Link
Banking Supervision and | hitps://www.rbz.co.zw/documents | Banking Act Chapter 24:20
Licencing Jacts/ZIMBABWE Banking_Act_20
23 _updated.pdf
Mational Payments https:/ fwww.rbz.co.zw/documents | National Payments System Act Chapter
System Jacts/nationalpaymentsystem_act. | 24:23 Section 19
pdf

o For General Complaints

Complaints of a general nature can be directed to the Reserve Bank's
Corporate Affairs Division through the following platforms;

Email: complaints@rbz.co.zw
Telephone:263-242-703000

Hotline: 0808888

Fillin the online complaints form: (link);

Stakeholder Service Charter 22 2025 - 2029



GENERAL COMPLAINTS
HANDLING STAGES

Dissatisfied with OQur Service?

Stakeholder lodges complaint to the Director- Corporate Affairs through the
complaints reporting channels provided. Stakeholders can also log their
complaints inthe physical register placed at the main reception.

The Director, Corporate Affairs will formally acknowledge receipt of the
complaintwithin two (2) working days.
The complaint should be resolved within five (5) working days.

Still NotHappy?

If the stakeholder believe that the complaint has not been adequately
addressed by the Director, he/she may escalate it to the Deputy Governors.

Receipt of the complaint will be formally acknowledged within two (2)
working days and resolved within five (5) working days.

Further Recourse

If the stakehaolder believes that the complaint has not been adequately
addressed, he/she may escalate it to the Governor.

Receipt of the complaint will be formally acknowledge within two (2) working
days and resolved within five (5) working days.

Stakeholder Service Charter 23 2025 - 2029



» SECTION 11

CODE OF CONDUCT
AND ETHICS

All Reserve Bank employees are bound by a strict Code of Conduct
and Ethics. This code governs all professional and personal conduct
and is the foundation of the Reserve Bank's institutional integrity. It
includes a specific emphasis on stakeholder interactions, ensuring
that all Reserve Bank staff act with impartiality, professionalism and
utmost confidentiality, which enhancesits commitment to upholding
public trust.

"RESPECT

HONESTY

Stakeholder Service Charter T -1
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» SECTION 12

RESERVE BANK OFFICE CONTACT,
LOCATION AND OFFICE HOURS

The Bank has two main offices based in Harare and Bulawayo as below:

Headquaters Regional Branch
80 Samora Machel Avenue, 93 Leopold Takawira Avenue

Box 1283 Harare, Zimbabwe Box 399 Bulawayo,Zimbabwe
Tel: +263867700477, Tel: +2638677002046,
+26324270300 +263 292272141-5

Reserve Bank of Zimbabwe Stakeholder ServiceTime

Reserve Bank services to Stakeholders are available from 8:00 am - 4:30pm,
from Monday to Friday, 8:00am -11:30am on Saturdays, all excluding public
holidays.

For emergency cases, Reserve Bank lines are available 24 hours including
weekends and public holidays.

Emergency Toll-free Number: 0800 6009
Emergency Email: communications@rbz.co.zw

Stakeholder Service Charter 25 2025 - 2029



» SECTION 13

Snippets from Stakeholder Consultations on
Monetary Policy Formulation 2025

-_— ® , ‘ We commend the Reserve Bank for its

. » < . inclusive and consultative approach to
‘ I%‘f*ﬁh.‘h monetary policy formulation. This

m i participatory model exemplifies effective

} . .~ communication, ensuring that monetary
&‘“ . L\ S policy measures are relevant, well-
1 L 'y

understood, and responsive to the
challenges facing different sectors of the
economy. a N\

&

=
—_

Farmers Union

We acknowledge the availability and timely /
settlement of invoices for foreign payments i "
on the willing-buyer, willing-seller foreign = g '
exchange interbank market. This
development has greatly enhanced

business confidence and improved the
ease of transacting across borders. - -

Confederation of Zimbabwe Industries

“ ¢ We encourage collaboration between the

~  Reserve Bank and the Estate Agents Council
(EAC) to establish a comprehensive
repository of information on the real estate

sector, enhancing data-driven decision-
making and market transparency. ; ;

Estate Agents Council

Stakeholder Service Charter 26 2025 - 2029
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Voices from our
Valued Stakeholders 2025

We appreciate the establishmentand
the recent widening of the Targeted
Finance Facility (TFF), which has
played a pivotal role in augmenting

credit availability and bolstering
productive sector activities.

Bankers Association of Zimbabwe

A g It is indeed refreshing to see the policy
consistency by the Reserve Bank. We can see
the genuine effort to 'walking the talk), and
this is beginning to send positive signals to
the market. We support the implementation
of awareness campaigns to increase the
visibility and understanding of ZiG, thereby
promoting its wideradoptionand usage. P

Consumer Council of Zimbabwe

We fully support a phased approach to
de-dollarisation, as it offers a sustainable
path forward. Involving key stakeholders
across the economy, will build

confidence, inclusivity, and shared
ownership of the transition.

Retailers Association of Zimbabwe

Stakeholder Service Charter 27 2025 - 2029




Voices from our
Valued Stakeholders 2025

‘ We have noted and commend the
RBZ for the prevailing stability in
ZiG, which should be sustained.
However, we urge the Reserve Bank
to increase the availability and
facilitate increased usage of ZiG in
theeconomy.

Zimbabwe National Chamber of
Commerce (ZNCC)

The community is warming up to
ZiG and we urge RBZ to increase its
efforts to make the ZiG notes more
accessible. Continuous public
education is key and we are ready
to work with RBZ in this regard to
reach our constituency.

Zimbabwe Council of Churches

‘ RBZ should continue with measures
that support formalisation and
encourage deposit mobilisation
including the use of digital banking
services. We also urge the
expediting of nationwide rollout of
improved ZiG banknotes, paired
with an aggressive public
communicationcampaign. «#

Confederation of Zimbabwe
Retailers

Stakeholder Service Charter 28 2025 - 2029



Voices from our
Valued Stakeholders 2025

We acknowledge the ongoing efforts
to stabilise the exchange rate and to
contain the premium. This stability is
key for both business planning and

market confidence.

CEO AfricaRound Table

‘ ‘ The RBZ should strengthen policies
that encourage banks to support
start-ups and youth businesses. We
appreciate considerations to reduce
bank charges and promote savings
especially forvulnerable groups. 2 3

Youth Summit of Zimbabwe

Chamber of Mines applauds the Reserve Bank
for sustaining stability for a relatively longer
period compared to yester years. The Reserve

nank is advised that the phased approach to de-

dollarisation would be lucrative and it should
continue with its consultative approach to
include the key stakeholdersinthe economy.

Chamber of Mines
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RBZ Celebrates Service Delivery Excellence
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Tive AEL furs bean fokan 1o task regarding the
avaitabifity of Ze and | dro gl thar Sesides avtiling
it through banks, they ame alia working woth Hamelmk
acrass e couniry’s 14 provinges to ensure that everyone
can gocess JiG. | vava bean abde to change my fovelgn
currency and received crlsp JI6 Aofes, ane T s oy peos
are ofue mpking withdrwals § cain confinn thot ingeed, 7iG
s bersiness, ond | ercourege everyone whe needs ZiG to
winlize the Homelink sendce or go to gy Bank,

Deputy Minister of the Minkstry of Finance,
Economic Development & Investmant
Pramation,

Hon. David Mnangagwa

o
alk and staying the

wably an
# tabili

|
Y e

-

Top: The RBZ Award Winning Exhibition Stand at
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