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ZIMBABWE ELECTRICITY TRANSMISSION & DISTRIBUTION COMPANY

Customer Complaint/Compliment Handling
Standards & Procedure
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1) Introduction

This document sets out the procedure, which the customer should follow in
making a complaint/compliment in the event of dissatisfaction/satisfaction with
our service.

The principal objective of this document is the protection of the interests of cus-
tomers. ZETDC as a Licensee is under obligation to comply with statutory obli-
gations and licence conditions and with codes of practice that certain licence
conditions require them to publish.

Section 57 of the Electricity Act (Chapter 13:19) (Act No. 4 of 2002 empowers
the Zimbabwe Electricity Regulatory Authority to request the Licensee, ZETDC
to have, among other documents the following:-

® Customer service standards

® Customer complaints handling standards and procedures

In the electricity sector, there are two types of standards:-

® Mandatory (guaranteed) standards, which set service levels that, must
be met in each individual case. Penalties may be made payable to the
affected customer by the licensee for failure to meet the specified
standards of performance.

® Overall standards, which cover areas of, service where individual guar-
antees are not appropriate, but where customers have a right to expect
minimum levels of service.

2) Procedures for Making a Complaint/Compliment

® |f you are not happy with the service call or visit your nearest ZETDC
office and complete form SS1 to make a report giving the information
as outlined in ltem 3. (see annexure 1 for your nearest ZETDC office)

® |f the problem is not resolved, ask to speak to the Supervisor, he/she
will listen to your complaint, look at the facts and resolve the problem.
If it cannot be resolved then, you will get a letter within 7 working days.
If you are not happy with the reply, ask to speak to the Sales Manager
for your district. (see annexure 1 for your ZETDC District office)




e Should you prefer to make a complaint/compliment in a letter, send it
to the Commercial Manager for your Region (see annexure 1 for your
ZETDC Regional office). It will be passed on to the right person.

3) What Information Is Required From Complainant/Compliment

e Name, address, phone number, account number
e Nature of complaint/compliment

e Where it happened

e \When it happened

e Who was involved

® Any loss suffered

4) How Soon ZETDC will respond

Complaints will be dealt with as soon as possible. Others may take more
time, as it may be necessary to visit your premises to check the meter.

e |f the complaint cannot be resolved straight away upon visit, a detailed
letter will be sent within 7 working days.

e Calls will be answered usually within 3 rings. If the person who an-
swers the phone cannot help, the relevant person will ring you back. If
the problem cannot be dealt with over the phone, a detailed letter will
be sent within 7 working days.

e A detailed reply will be sent within 7 working days of receipt of the let-
ter. An acknowledgement will be sent within three working days, if the
detailed reply takes longer than 7 working days due to the need for
investigations.

5) Unresolved Complaints

If you are not happy with the Commercial Manager’s reply, you can ask
for the General Manager for your Region (annexure 1). The General Man-
ager will resolve your complaint in liaison with H/O for complex cases.

If you are still not satisfied, you can contact the office of the Zimbabwe
Electricity Regulatory Authority (ZERA) (see annexure 1). This is an inde-
pendent organisation which regulates the Electricity Supply Industry.



FORM SS1

COMPLIMENTS / COMPLAINTS / SUGGESTIONS REPORT

Description of Complaint:

Description of Compliment:

ZESA Centre / Process / Staff involved or concerned:

Proposed way forward:

You may not fill in this section if you do not wish to.

FOR OFFICIAL USE ONLY

Received By: Date:

Action Taken:

By:

Name and Signature

Date:

Name:

Address:

Telephone:

Date:




1) HARARE REGION

Electricity House

Cnr. Wynne St. / R. Mugabe Rd, Harare

Tel (04) 706451-5

ANNEXURE 1

DISTRICT CLIENT SERVICE

CENTRE

AREAS COVERED

CALL
CENTRE

EMAIL

HARARE EAST MABVUKU
Coleford Rd / Ac-
turus Road,
Mabvuku

Electricity House-
Cnr. Wynne St. / R.
Mugabe Rd, Harare

BORROWDALE

1 St Michaels lane
Borrowdale

CBD

110 Selous Avenue

Harare

Eastlea, Greendale,
Highlands South,
Letombo,Lichendale,
Athlone, Amby, Man-
dara, Manresa,
Rhodesvile, Chiku-
rubi, Chizhanje,
Donnybrook,
Mabvukuku, Tafara,
Zimre Park, Chisipite,
Lewisham,
Greengroove, Ash-
brittle

Alexandra Park,
Belgarvia, North-
wood, Mt Pleasant,
Little Norfolk,
Groombridge, Bal-
lentyne Park, Borrow-
dale, Colne Valley,
Colray, Crowhill,
Glenlorne, Greystone
Park Gunhill Hatcliffe,
Hellensvile, High-
lands North, Hogarty
hill, Kambaniji, Luna,
Newlands, Quining-
ton, Vainona, Glen-
wood, Rietfontein,
Rolf Valley, The
Grange, Umwinsdale

Hatfield, Hogan Park,
Arcadia, Braeside,
Avenues, Greenwood
Park, Cranborne,
Hillside, Kopje, Park
Meadowlands, Msasa
Park, Queensdale,
Chadcombe, Mukuvi-
si, Ventersburg, St
Martins, Wilmington,
Ruwa, Mandalay
Park

704235
2906937

704233
2923102

704237
2923103

hremabvuku@zedc.co.zw

hreborrowdale@zedc.co.zw

hrecbd@zedc.co.zw




DISTRICT CLIENT SERVICE = AREAS COVERED CALL CEN- EMAIL
CENTRE TRE
HARARE MABELREIGN Adylin, Ashdown 706454 hremabelreign@zedc.co.zw
NORTH Park, Avonely, Avon-
dale, Cotsworld Hills,
25 Samora Machel Emerald Hill, Green- 2906938
Avenue( Park Street croft, Haig Park,
side) Marlborough, May-
field Park, Meyrick
Harare Park, Milton Park,
Monavale, Mt Hamp-
den, Sentosa, Sher-
wood Park, St An-
drews, Strathaven,
Valencedene, Ken-
sington
KUWADZANA Dzivarasekwa, Ku- 706455 hrekuwadzana@zedc.co.zw
wadzana, Merwede,
Snake Park, Sublime,
Stand 12575 Ku- C”a € Fark, sublime 2918103
wadzana rowborough, Harare
West, Lake Chivero,
Mufakose, , Marimba
Park
WARREN PARK Tynawald, Belvedere, 706453 hrewarrenpark@zedc.co.zw
Ridgeview, Rugare,
ZETDC Transport Aspindale, Warren
yard, Coventry Park, Workington, 2906939
Road Kambuzuma, Linoln
Harare Green
HARARE GLENVIEW Glen Norah, Budiriro, 706451 hreglenview@zedc.co.zw
Glenview
SOUTH 2931960
9512 Patrenda Way
25 Samora Machel ~ Harare
Avenue (Samora
side)
WATERFALLS Graniteside, Grobbie 704223 hrewaterfalls@zedc.co.zw
Park, Hopley, Induna,
ZETDC transport Midlands, Parktown, 2931959
yard, Coventry Prospect, Sunning-
Road dale, Waterfalls
Harare
SOUTHERTON Ardbennie, Harare 704231 hresoutherton@zedc.co.zw
South, Highfields, 2931959
Birmingham Road- ~ Houghton Park,
Southerton Mbare, Lochinvar,
Harare Uplands, Willowvale




CHITUNGWIZA

5455 Jenja Road
Makoni Shopping
Centre

MAKONI

5455 Jenja Road
Makoni Shopping
Centre

2) WESTERN REGION

Halco House

Cnr Fife St./ 10™ Ave

Bulawayo

Tel (09) 889960-9

027024921
2923105

DISTRICT

CLIENT SERVICE CEN-
TRE

AREAS COVERED

CALL CENTRE

BULAWAYO EAST

Richmond House

Cnr Lobengula street/ 1

Avenue

BULAWAYO WEST

Richmond House

Cnr Lobengula street/ 1

Avenue

COMMERCIAL

Halco House
Fifth street/10™ Avenue

1" Bulawayo

BULAWAYO EAST
DEPOT

Halco House
Fifth street/10" avenue

Bulawayo

NKETA

Accriton Rd/ off Rd

1o Plumtree Ponnington

Bulawayo

One Stop Shop

City Centre Fa-
mona, Hillcrest,
Hillside, Barham
Green, Southwold,
Burnside, Montrose,
Malindela,Greenhill,
North-end Gumtree,
Manningdake,
Bradfield, Malin-
dela, NUST,
Matsheumhlophe,
llanda, Kumalo,
Suburbs, Waterford,
Doughlasdale Lock-
view, Trenance,
Woodville, North-
vale, Woodlands,
Selbourne Park,
Mahatshula

Belmont West
Industrial sites,
Bellevue, Nketa,
Emganwini, Nku-
lumane,
Rangemore, New-
ton West,
Tshabalala, Old
Pumula. Pumula
East & North, Pu-
mula South,
,Sizinda, Kelvin
vc Industrial Sites
and Khami Prison

09-67180,79521,
79526 880953

(09) 889891-
479379

887894 ,78152

(09) 460535,
460537




DISTRICT CLIENT SERVICE CEN-
TRE

AREAS COVERED

CALL CENTRE

ENTUMBANE

Accriton Rd/ off Plumtree
Rd, Ponnington
Bulawayo

BULAWAYO ENVIRONS ENVIRONS

Gigawatt House 2097 Plumttree Rd / Leaming-
ton Rd
Bulawayo

Bulawayo

ESIGODINI

Stand 6 Esgodini

FILABUSI

Makokoba, Mzilika-
zi, Nguboyenja,
Mpopoma,
Matshobama, En-
tumbane,
Emakhandeni,
Njube, Lobengula,
Magwegwe, Pelan-
daba, Luveve,
Cowdray Park,
Richmond, Nor-
wood, Trenance

Nyamandlovu,
Tsholotsho, Solusi,
Matopo, Figtree,
Ntabazinduna,
Esiphezini, Dinya-
ne,Usher,Worringha
m, Gumtree,
Claremont, Imbizo
Barracks, Sigola,
Somnene, Hope
Foutain &
Mines,Umgusa
Irrigation, Empan-
deni and Byo Air-
port

Esigodini, Mawabe-
ni, Esibomvu,
Mzingwane, Mba-
labala, Fort Rixon,
Nswazi. Irisvale.
Mpisini Ntabende

Filabusi, Hwali,
Silalatshani,
Singwango,
Nkankezi,
Mbondweni,
Sanale, Mahole,
Vokola and Avoca

(09) 460538
460537

(09) 477311,
460227

0288-341

017-221/226




DISTRICT

CLIENT SERVICE CEN-

AREAS COVERED

CALL CENTRE

GWANDA

Sudan street/ 4™ avenue

Gwanda

HWANGE

36 Sandalwood Crescent
Baobab Hill
Hwange

BEIT-BRIDGE

PLUMTREE

TURK

LUPANE

VICTORIA FALLS

Holiday House 88 Spen-
cer Rd,Victoria Falls

BINGA

REVENUE OFFICE

Sudan street/ 4™ avenue,
Gwanda

HWANGE

36 Sandalwood Crescent
Baobab Hill
Hwange

Shashe, Zezani,
Lutumba,
Chaswingo, Notting-
ham, Mazunga
area, and Bubi

Plumtree Town,
Tekwane,Brunaberg

Turk, Nyathi

Lupane,St Lukes ,
insuza, sipepa,St
paul ,Mzola. Jot-
sholo Fatima, Half
Way Hotel

Victoria Falls Town
and surrounding
areas

Binga Town and
surrounding areas

Gwanda Town,
Jahunda, Spitzkop,
West Nicholson,
Collen Bawn,
Gwaranyemba,
Ntepe, Samlodi,
Manama, Ntalale
Stanmore Mkwidzi,
Gwakwe, Kezi,
Maphisa, St Jo-
seph, Nsthelanyem-
ba, Sontala, Natisa,
Kezi, Brunaberg,
Sun Yet Sen

Lupane, Hwange,
Binga, Victoria Falls

0286-22341

019-2237

0285-347-222-
368

0898-455

013-43437

015-278

0284-22628

22204

0281-32458

0281-32534




3) EASTERN REGION

Cnr./ R. Mugabe Way/ 1% Street

Mutare

Tel (020) 64636, 64682

DISTRICT CLIENT SERVICE CENTRE CALL CENTRE
MUTARE MUTARE ENVIRONS 020 63372

Cnr 1/ R. Mugabe 9 Park Road 0778 408 842
Mutare Mutare

MUTARE MUTARE URBAN 020 61421

Cnr 1%/ R. Mugabe

Mutare

MUTARE
Cnr 1/ R. Mugabe

Mutare

MUTARE
Cnr 1/ R. Mugabe
Mutare

MANICALAND

MANICALAND

MANICALAND

MANICALAND

MANICALAND

16/ 1% Avenue

Mutare

RUSAPE
Stand 91

Rutenga, Rusape

NYANGA

Stand 114
Rochdale, Nyanga
CHIPINGE

Stand 244/72
Chipinge

MIDDLE SABI

CHIMANIMANI

Stand 136
Chimanimani

MASVINGO

Telex 91154

Masvingo

CHIREDZI

Cnr Baobab/ Inyathi Road

61959, 61489
0774 105 254

025 2529

0298 268
0738 352 220

0227 2446
0774 029 162
0774 364 939

024 366
0774 029 162
0774 364 939
026 2401
0227 2446
0774 029 162
0774 364 939

031 2571-2318
0716 340 027




MASVINGO GUTU

RUTENGA

MASHAVA

4) NORTHERN REGION
Magamba Way
Chinhoyi

Tel (067) 23071-2

030 2514

014 256

035 2234

DISTRICT CLIENT SERVICE CEN-
TRE

AREAS COVERED

CALL CENTRE

BINDURA BINDURA

80A Appleby street

Bindura

CONCESSION

MVURWI

MT DARWIN

Stand 1 Hospital Road

Mt Darwin

Bindura Centre,
Shashi View Area,
Greenhill, Long
Acres, Batanai, Mt
View, Chipadze,
Chiwaridzo 1 &

2, Aerodrome,
Chipin-

dura, Madamombe,
Shamva, Shutu T/
Ship, Nanhenga,
Matepatepa, Nyava
T/ship

Concession, Dan-
damera, Christon
Bank, Mazoe, Glen-
dale, Gweshe,
Howard, Chriscre
Business Centre

Mvurwi Township,
Guruve Growth
Point, Mudhindo
Business Centre,
Suoguru T/Ship,
Nzvimbo Business
Centre, Bakasa
Business Centre,
Mahuwe Business
Centre, Mushumbi
Business Centre

Mt Darwin, Pfura
Township, Madzi-
wa, Rushinga,
Kandeya, Mukum-
bura, Dotito , Madzi-
wa T/Ship

0271- 6672
0271-6506
0271-6353
0772 422 231

0375-2867
2974/2976

0277-2314
0773 088712

0276-2355 /
2755




DISTRICT

CLIENT SERVICE CEN-
TRE

AREAS COVERED CALL CENTRE

KADOMA

CENTENARY

3 Centenary

KADOMA

261 Josiah Tongogara

Kadoma

NORTON

Stand 367/8 South Road

Norton

BEATRICE

169 Beatrice

CHEGUTU

Stand 59/51 Abercon
street

Chegutu

Centenary, Muzar-  057-2232/2257
abani, Gato T/ship,
St Alberts, Chaona
Business Centre,
Bare Business
Centre, Nyakudya
Business Centre,
Hwata Business
Centre, Hoya Busi-
ness Centre

0773 088716

Kadoma Town, 068-22519
Sanyati, Chakari,

Patchway, Em- 0773 088 705
press, Doneni,

Muzwezwe, Bumbe,
Ngezi-Mhondoro,

St Ruperts, Pasi

Dam Area, Blagdon

Norton Town, Dar-  062-2242/3
wendale, Nyabira,

Chivero, Nyam- 0773 088704
weda, Selous,

Msengezi Makwiro,

Kutama,

Masiyarwa, Lydiat

Area, Clear Water,

Lake Chiv-

ero,Chibero

Beatrice, Mubayira, 065-347/289
Ngezi-Mamina,

Furtherstone,

Marirangwe, Lan-

dos, Mudzimurema,

Lanark

Chegutu 053-2641/2
Town,Zowa,

Msengezi, 0774 057477

Sherpton, Suri-Suri,
Nyatsanga, Torphin
Area, Mhondoro,
Umfuli, Pickstone,
Neuso, Musinami,
Chirundazi,
Mashayamombe,
Etna




DISTRICT

CLIENT SERVICE CEN-
TRE

AREAS COVERED

CALL CENTRE

CHINHOYI

5386 Megawatt House
Chinhoyi

CHINHOYI

Magamba Way

KAROI

Stand 265 Fred Jameson
Road

Karoi

MHANGURA

KARIBA

Sable drive Kariba

Kariba

CBD,
Chikonohono,
Gadzema, Mpata,
Chitambo, Cold
Stream, Hunyani,
Ruvimbo 1 & 2,
Chinhoyi Caves,
Rusununguko,
Mapako 1 & 2
Orange Groove,
Mzari, Mzari Etx,
Murombedzi,
Chitomborwizi,
Mazvikadeyi,
Trelawney, Banket,
Alaska, lions Den,
Shekelton

Karoi Town, Chika-
ngwe, Chiedza,
Karoi Low Density,
Chirundu, Magunje
area, Zvipani Busi-
ness Centre,
Chidamoyo Busi-
ness Centre, Ka-
zangarare Business
Centre, Makuti
Business Centre,
Tengwe Business
Centre & surround-

Mhangura Business
Centre, Chebanga,
Damba Village,
Gudubu Village 1 —
12, Doma Business
Centre & surround-
ing farms, Shumba
Business Centre ,
Polan Tree & sur-

Kariba urban, Ma-
hombekombe,
Nyamhunga,
Batonga Phase 1,
Kariba Heights,
Fishing camps,
Charara, Chawara,

067-22281/2
0773088708

064-6485
0773 088707

060-5681

061-2350
0773 088719




DISTRICT

CLIENT SERVICE CEN-

TRE

AREAS COVERED

CALL CENTRE

MARONDERA

MUTORASHANGA

MARONDERA

No:1 2" street

Marondera

JURU

BROMLEY

MTOKO

Mutorashanga,
Raffingora, Birka-
dale & surroung
farms , Muriel Mine
& surrounding
Farms, Ceasar
Mine & surroung
farms, Baswick
School & surround-
ing farms, Mapinga
Business Centre

Marondera Town,
Winston Park,
Paradise Park ,
Lendy Park, Ruzawi
Park, Cherutombo,
Morning Side,
Rusike, Yellow
City, Dombotombo,
Nyameni, Cherima,
Garikai, Wedza,
Kushinga Phikelela,
Chivhu, Sadza,
Imire, Chendambuy

Juru, Goromonzi,
Rusike, Juru, Mu-
sami, Arcturus,
Domboshava,
Makumbe, St Pauls
Mission

Mtoko, Nyamapan-
da, Kotwa,
Murehwa, Mta-
watawa, UMP,
Macheke Farms,
Waterloo Farms,
Mukanda Farms, Mt
Pleasant Farms

0668-426

0279-23567
0279-24583

04-665363
04-664476

0773 088709

072-2476
0774 638847




DISTRICT

CLIENT SERVICE CEN-

TRE

AREAS COVERED

CALL CENTRE

GWERU

Cnr Main street/ lobengula
Avenue

Gweru

ZVISHAVANE

76 R. Mugabe Way

Zvishavane

GWERU URBAN

GWERU ENVIRONS

SHURUGWI

Stand 473 Wanderer
Road

Shurugwi

MVUMA

CHIVHU

Stand 527 Cloete Street

Chivhu

ZVISHAVANE URBAN &

ENVIRONS

76 R. Mugabe Way

Zvishavane

Gweru Town,
Southdowns, South-
view, Lundi Park,
Ivene, Senga, MSU,
Dalesford, Harben
Park, Thornhill Air
Base, Riverside,
Mtapa, Mambo,
Mkoba, Christmas

Shangani, Guinea
Fowl, Chikwingizha,
Lalapanzi, Lower
Gweru, Chiwun-
dura, Indiva, Hunt-
ers Road,
Somabhula, Matopo
Road, Mhlah-
landela,

Sebanga, Shurugwi
Town, Chikato BC,
Gwanza BC, Pa-
kame Mission,
Tongogara BC,
Chironde BC,
Gwenoro, Impali
Source.

Mvuma Town,
Driefontein Mission,
Chizhou Business
Centre, Holly
Cross , Serema,
Chaka, parts of
Chirumhanzu, ,
Felixburg, Part
Lalapanzi

Chivhu Town,
Nharira, St Francis
Mission, Dara-
mombe,
Madamombe,
Gandachibvuma,
Wilshire Farm and
Manyene

Zvishavane Town,
Mandava,
Makwasha, Eastlea,
Highlands,
Zvishavane Indus-
try, Mtonjeni Plots,
Mimosa, Mabasa,
Takavarasha, Da-
daya, Denge, Vug-
wi, Dambudzo and

054 — 223344
054-225478
08004817

054 - 223433

052 - 6424

032 - 372/3/4

056 —2447/8

051 - 2411




AREAS COVERED

CALL CENTRE

DISTRICT CLIENT SERVICE CEN-
MATAGA

KWEKWE KWEKWE URBAN &
ENVIRONS

Electrical House 44 R.
Mugabe Way

REDCLIFF
2654/ 2645 light industry

Kwekwe

NKAYI

GOKWE

Gokwe Centre

Mataga, Buchwa,
Masase, Nenga,
Jeka, , Chegato,
Mberengwa, Sand-
awana Mine, Mpan-
dashango,
Ngungum-

bane, Musume,
Inyala, Berejena,
Matibhi, Maringire

Mbizo, Amaveni,
Chicago, Msasa
Park, Fitchlea,
Southwood, Taba-
mali, Dutchmans
Pool, Kwekwe East,
part of Kwekwe
West, Brandfold,
Munyati, Kwekwe
Industrial, Kwekwe
Town and Battle-
fields

Ripple Creek, Kwe-
kwe West, Tor-
wood, Simbi Park,
Rutendo, Redcliff
Town

Nkayi Centre, Muti-
mutema, Loreto,
Gothic Mine, Hozoli,
Muchape, Cross
Roads, Silobela,
Jena Mine, Arda
Fairacres, Chi-
guhune Zenka,
Guwe, Zinyangeni,
Matshuzula Busi-
ness Centre, Chief
Nkalakatha
Mpumelelo,
Hompane, Dolahali,
Tohwe, Sesemba,
Nkomayanga Da-
kamela, Kana Mis-
sion, Mathet-
shaneni, Gwelut-
shena,Sivomo,

Gokwe Town,
Gokwe Industry,
Nyaradza, Sesami,
Mapfungawutsi,
Njelele, Manoti,
Kana, Nemangwe
and Jahana

0517 — 2246/7

055 —22977/9
055 - 24697
0800 4818

62313
62339

62313

62339

059 — 2856

059 — 2857




GOKWE Gokwe Town, 059 — 2856
Gokwe Industry,

Gokwe Centre Nyaradza, Sesami, 059 — 2857
Mapfungawutsi,
Njelele, Manoti,
Kana, Nemangwe
and Jahana

ZIMBABWE ENERGY REGULATORY AUTHORITY (ZERA)
14" FLOOR CENTURY TOWERS
45 SAMORA MACHEL AVENUE

HARARE

Telephone: 04 — 780010; 772550

Email: admin@zera.co.zw
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