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Our Commitment
The Bank also recognizes that inquiries, concerns and complaints are bound to arise from the communities because of the impact of its lending decisions on the environment and community. However, CBZ Bank is committed to conducting its business responsibly and maintaining open communication with all stakeholders.

We are committed to providing a transparent, accessible, fair and confidential mechanism through which stakeholders can raise concerns and receive timely responses.

Guiding Principles
CBZ Bank shall manage grievances in accordance with the following principles:

· Accessibility
· Transparency  
· Confidentiality
· Protection against retaliation
· Fairness and transparency
· Anonymous reporting

How to submit a complaint 

1. Anonymous Reporting and Whistleblowing
Stakeholders wishing to remain anonymous may use the independent Axcentium Ethics Reporting Platform.

Axcentium Ethics Line

Email:                                       reports@axcentiumethicsline.co.zw 
Toll Free Numbers:                   Econet: 0808 5500/4461
                                                  Netone: 0716 800 189/0716 800 190
                                                  Telecel: 0732 220 220/0732 330 330
Free Post                                   The Call Centre
                                                   PO Box HG883
                                                   Highlands, Harare
Whatsapp Numbers                    Econet: 0772 161 630
                                                    Netone: 0718 267 886
Website                                       https://axcentium.co.zw/ 
2. Environmental and Social Issues, Community Concerns and General Grievances

Stakeholders may submit complaints through any of the following channels:

Email:                                        esggrievances@cbz.co.zw 
Website:                                     www.cbz.co.zw
Phone:                                       +263710380243 

Contact Centre Details:             +263 8677004050 or Toll-Free 460/1 or
                                                   
Whatsapp                                   +263 774 460 460

Contact us on Facebook
Contact us on Twitter
            
Our Complaint Handling Process
1. All complaints received are registered by the Compliance Department and allocated a unique reference number.
2. Complaints received will be acknowledged within five (5) working days and the complainant will be provided with a reference number for tracking.
3. The complaint will be reviewed to determine the nature and severity of the issue within Fourteen (21) working days.
4. The complainant will be informed of the findings of the investigation, corrective action actions, completion dates and available escalation options where applicable within Twenty One (21) working days. 
5. The complaint will be closed once actions have been implemented and the complainant confirms satisfaction, where feasible. 

Escalation Procedure
If a complainant is dissatisfied with the response received, they may escalate to:
Head of Regulatory and Prudential Compliance
Compliance Department
 3rd Floor, Sapphire House
 Harare, Zimbabwe
The complaint will be reassessed and a final determination communicated.

Download Grievance Form

Stakeholders may download the:

Grievance Submission and Resolution Form (PDF)

The form may be submitted through any of the channels listed above or directly     
through the CBZ Bank website.
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