




















Service 
No.

 

1.1 Issue Monetary Policy Statement Bi-Annually 

1.2 Audited nancial statements. Audited nancial statements will be 
produced and approved by 31 March of 
the following year and published in the 
Annual Report. 

1.3 Reserve Bank Annual Report End May of every year. 

1.4 Monetary Policy Committee 
Resolutions 

At least quarterly and as and when 
required. 
Communique to be issued by end of day 
of the meeting. 

1.5 Monetary Policy Stakeholder 
Consultation Meetings 

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

1.6 Participate in domestic, regional 
and international for a 

Actively participate in all domestic, 
regional and international fora. 

1.7 Governor’s correspondence Feedback and responses to be provided 
within 48 hours. 

1.8 Regulatory collaboration. Regular collaboration with other 
regulatory bodies. 

1.9 National Development Policy 
Formulation.  

Contribute to National Development 
policy formulation e.g. NDS2. 

1.10 Policy Advice to Government Ad Hoc as needed. 

1.11 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.  

1.1  Policy Briefs and other Statutory 
obligations. 

Ad Hoc as needed e.g. Parliamentary 
appearances. 

1.1  Present to Cabinet Committee on 
Financial and Economic A airs 
(CFEA) report. 

Bi-Annually 

1.1  Data protections and integrity Uphold the highest standards of data 
protection and integrity  

1.1  Sustainability Standards Adopt Sustainable business practices and 
strategies  

Service Provided to 
Stakeholders

Service Standards
 & Commitment

O�ce of the Governor
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Communication

Service 
No.

 
Service Provided to 

Stakeholders
Service Standards
 & Commitment

2.1 

2.2 

2.3 

2.4 

2.5 

Phone and walk-in  enquiries. 

!Provide stakeholder feedback 
channels.  

!Responding to media and stakeholder 
inquiries via email. Social media and 
other digital channels or written 
correspondence.  
Dissemination of information. 

!Publication of economic reviews Timely publication 

Ensure that 

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 closure.  

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

Respond within 48 hours. 

Ensure that the Reserve Bank website 
has up to date information. 

critical information is 
available in local languages (Shona and 
Ndebele). 

of reports on, Weekly, 
Monthly and Quarterly basis. 

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 e�ectiveness of monetary policy. 
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Financial Markets & National Payments Services 
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Service 
No.

 
Service Provided to 

Stakeholders
Service Standards
 & Commitment

3.1 

3.2 

3.3 

3.4 

3.5 

3.6 

3.7 

3.8 

3.9 

-value 
interbank transactions through Real-
Time Gross Settlement System (RTGS). 
!Issuance of Government Securities. 

eserve Bank 
facilities. 

 

 

monitoring of the payment systems. 
cient National Payments System 

(NPS). 

Providers (PSPs). 

Collateral Accounts. 

Administration of R

Facilitates settlement of high

Lender of last resort

Gold Buying and Royalties collection

Business continuity and real-time 

E

Licensing of Payment Service 

Maintenance of RTGS Settlement, and Daily updating of RTGS net movements.

Within 90 days of submission of all 

100% compliance with gold purity and 

Settlement for gold purchases within 

To swiftly provide liquidity support to 

Respond to loan and funding 

Broadcasting of facility modalities to all 

Provide timely market intelligence on 

Respond to T

Actioning of payment instructions on 
the same day. 

reasury Bills issuance 
instructions within 24 hours.  

canvassed interest rates and tenor. 

banks. 

applications within 48 hours. 

solvent but illiquid commercial banks. 

agreed timeframes (e.g., T+2) 

weight veri cation standards 
!Recovery time of the payment systems is 
within 4-hours. 
!  

information. 
 

withdrawals, i.e. on the same day of 
instruction.

Maintain >95% NPS uptime.

Timeous processing of collateral 



Policy Advice & Data Dissemination 
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Service 
No.

 
Service Provided to 

Stakeholders
Service Standards
 & Commitment

4.1

4.2

4.3

4.4

Disseminate key macroeconomic 
and financial statistics in line with 
international standards.
Collaborate on National 
Development Policy Formulation 
and Implementation. 

Research Papers 

Collaboration with International 
Financial Institutions (IFIs), regional 
organisations and other Central 
Banks, on Financial and Monetary 
issues.

Weekly, Monthly and Quarterly as 
per the published Statistical Release 
calendar 
Participate in bi-annual 
Macroeconomic Working Group 
Meetings to produce consistent 
forecasts.
Evidence-Based research papers are 
published on the website under the 
RBZ Working Paper series.
Respond to correspondence within 
48 hours.
Timely provision of information and 
data requests by external 
stakeholders.
Participate in statutory meetings to 
represent the country..



Service 
No.

 
Service Provided to 

Stakeholders
Service Standards
 & Commitment

.

Banking Supervision & Licensing 

5.1 Licensing of:
- Banks,
- Credit-Only Microfinance

Institutions (COMFI),
- Deposit-Taking Microfinance

Institutions (DTMFIs), and
- Credit Reference Bureaux.

Applications will be processed 
within 6 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 Issuance of COMFI 
license within 60 days following 
submission of all documents in 
support of the application.
Decision on issuance of Credit 
Reference Bureaux license within 
60 days following submission of 
all documents in support of the 
application.

5.2 Supervision and Regulation of 
banks, credit-only microfinance 
institutions, and Deposit-Taking 
Microfinance Institutions.

As per Risk Based Supervision 
Guideline.

5.3 Approve the appointment of Senior 
Management and Board of 
Directors of institutions under 
supervision. 

Decision to be communicated within 
30 working days of receipt of all 
documents in support of the 
application.

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

As per specified submission dates 
for the required information
Timely submission of information 
requested and supervisory action. 

5.5 Sustainable banking practices. Ensure all banks adopt sustainable 
banking practices.

5.6 Annual Reports Reports to Minister within 6 months

5.7 Applications from the Bank Respond with 30 days

5.8 Credit Registry Ensure Uptime of 95%

Stakeholder Service Charter          2025 - 20212



Service 
No.

 
Service Provided to 

Stakeholders
Service Standards
 & Commitment

Banking Operations and Currency Management

6.1 Issuance of banknotes and coin 
through commercial banks.

Timely provision of adequate cash 
and denomination mixes in line with 
demands from banks to meet their 
clients’ requirements.
Ensure that banks at all times hold 
optimal cash in proportion to their 
deposits.

6.2

6.3

Banker to Government and 
selected MDAs

Receipt of tax revenue (pay-overs) 
and processing of Treasury Bills on 
behalf of Government.
Providing banking services and 
facilitating transactions for other 
MDAs.

Cleanliness of the Notes Ensure that notes in circulation meet 
the clean-note-policy of the Reserve 
Bank.
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Service 
No.

 
Service Provided to 

Stakeholders
Service Standards
 & Commitment

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

7.1 Facilitation of the export 
declaration through Forms 
CD1/CD3/GSD/TRAS1/TRAS2 and 
PTS1.

This requires that the CEPECS system is 
available to users 24 /7; and 
Any assistance with regards to the 
activation of passwords and user 
profiles is provided within 24 hours.

7.2 Applications for registration of 
exporters and importers

An application for the registration as an 
exporter or importer shall be processed 
within 72 hours from the time of 
receipt of the same.

7.3 Turnaround time for applications 
on export or import transactions.

An application on export or import 
transaction shall be processed within 
72 hours from the time of receipt of 
the same.

7.4 Registration of exporters, 
international marketing 
agreement.

Process Applications for the 
registration of entities as exporters so 
that they can access the CEPECS 
system, within 1 hour.

7.5 Sharing information with 
Regulatory Agencies such as 
ZIMRA, ZimParks, Zimbabwe 
Tourism Authority.

Requests for information on the 
facilitation of foreign trade and 
investment by the regulatory 
authorities are processed within 24 
hours to 72 hours.

7.6 Collaboration with Government 
Ministries, Departments, Agencies 
(MDAs) and other Stakeholders on 
Capital Flows Administration and 
Management. 

Committed to always ensure effective 
collaboration.

7.7 Issuance of Guidelines to the 
Market on Foreign Exchange 
Transactions

Issue Guidelines on the same day of 
policy pronouncements 

.

Ensure that the Guidelines are always 
up-to-date and relevant.

7.8 Training and Capacity Building of 
Authorised Dealers’ staff.

Committed to conduct the training and 
capacity building sessions on Capital 
Flows Management at least twice a 
year. 
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Service 
No.

 
Service Provided to 

Stakeholders
Service Standards
 & Commitment

Compliance with Foreign Currency Transactions

8.1 Licencing of Authorised Dealers 
and Authorised Dealers with 
Limited Authority.  

Within 3 months upon receiving all 
required documents.

8.2 Training and capacitation of 
Authorised Dealers and 
Authorised Dealers with Limited 
Authority.  

Conduct training twice a year.

8.3 Handling cases referred for 
further investigations.

Finalize investigations within 90 days.

Exchange control Compliance
rating system

Submit a report after existing within one 
month.

15



Service 

No.
Service Provided to 

Stakeholders
Service Standards
 & Commitment

Information Technology and Fintech Innovation Services

9.1 IT Infrastructure & Connectivity 
Service:

Secure access to payment systems, 
RTGS, and central banking IT 
platforms for licensed participants.

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, minor 
issues within 48 hours.
System availability:  98% 
uptime annually.

9.2 Digital Transformation & 
Systems Modernisation: 

Collaborative initiatives to support 
modernization of financial 
infrastructure (ISO 20022 adoption, 
API integration, cloud migration 
strategies).

Technical integration guidelines: 
Published at least 3 
months before implementation 
deadlines.
Support response for 
transformation projects: Within 10 
working days.

9.3 Regulatory Sandbox: Controlled 
environment where Fintechs and 
financial institutions test new 
solutions under regulatory 
oversight.

Application 
Acknowledgement: Within 48 
Hours
Assessment & Eligibility 
Decision: Within 30 working days

.Sandbox Testing Period: Within 6 
months, extendable subject to 
performance.
Decision & Exit Reports: Within 30 
working days of sandbox testing 
completion.

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

Access approval for 
innovators: Within 15 working 
days.
Provision of sandbox 
APIs/datasets: Within 15 working 
days post-approval.
Technical support response 
time: Within 48 hours.
PoC evaluation report: Within 20 
working days of test completion.

9.5 Advisory & Consultation 
Services :
Issue guideline  on Information 
Technology, Digitalisation, Fintech 

Response to consultation 
requests: Within 30 working days

.

.

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

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

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

No.
Service Provided to 

Stakeholders
Service Standards
 & Commitment

Talent Management

.

.

10.1 Recruitment Policies Ensure fair and inclusive recruitment
(Diversity, Equity and Inclusion).
Job opportunities are posted on the 
career’s portal.

10.2 Collaborate with external 
stakeholders on labour related 
issues.

Effective collaboration with external 
stakeholders on labour issues.
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Service 

No.
Service Provided to 

Stakeholders
Service Standards
 & Commitment

Compliance & Legal Services

.

.

11.1 Collaborate with MDAs on 
drafting of relevant laws and 
regulations related to banking, 
finance, exchange controls, and 
currency management.

11.2 Collaborate with international 
institutions/ regional and 
international organisations on 
legal issues and development 
programmes. 

11.3 Provide information and legal 
interpretation of cases under 

investigation.

Provide legal advice related to banking, 
finance, exchange control rules and 
regulations and monetary policy within 14 
days.
Timely provision of appropriate layman’s 
draft legislative instruments on banking, 
national payment systems, finance, 
exchange controls, and currency 
management.
Alignment of domestic laws with regional 
and international laws.

Respond to applications within 10 days 
and finalise RBZ investigations within 
90days...
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Service 

No.
Service Provided to 

Stakeholders
Service Standards
 & Commitment

Procurement Management

.

.

..

12.1 Procurement Fair, compliant and transparent procurement 
processes. 
Safeguarding the integrity of the Reserve Bank
 in procurement processes

Efficient 
12.2 Approved Suppliers’ list Publishing of approved suppliers’ list twice a year






























