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EXECUTIVE SUMMARY

The 15th of March 2017 was the day on which consumers all around the world
commemorated World Consumer Rights Day, under the auspices of Consumer
International. The Consumer Council of Zimbabwe (CCZ) is a member of this
international consumer advocacy group. As part of Zimbabwe celebrations, the CCZ
arranged various stakeholder meetings around the country, with the Harare meeting
being held at the Celebration Centre in Borrowdale. The theme for this year’s
celebrations is “Making Digital Marketplaces Fairer.”

The Harare Celebrations began with welcome remarks by Ms. R. Siyachitema who is
the CCZ Executive Director. She emphasised the need to strengthen the country’s
consumer protection framework within the context of a fast evolving digital space.
Engineer S.M. Kundishora, who is the Permanent Secretary in the Ministry of
Information Communication Technology and Cyber Security, gave the keynote
address. In it he emphasised Government’s commitment to ensuring consumer
protection in the digital world.

The POTRAZ presentation showed how the Regulator is actively working to safeguard
consumer rights in the telecommunications sector. As such, POTRAZ is actively
conducting consumer awareness programmes around the country to ensure a more
knowledgeable consumer, who is conscious of his or her rights. The presentation by
the RBZ underscored the fact that regulators in the financial services sector are
working together in order to create a safe and secure digital financial services
environment. Significant efforts are also being undertaken by the RBZ in terms of
financial inclusion and financial literacy with the objective of making alternative
payment solutions more accessible in remote parts of the country.

Econet Wireless and Telecel were given an opportunity to discuss ways in which they
are making digital market places fairer. Both MNOs expressed a commitment to
protecting consumers from exploitation.

The panel discussions showed the extent to which consumers are generally not
satisfied with service providers within the digital market space. As such more still
needs to be done to enhance the consumer protection framework in the local ICT
sector. It was agreed that consumer advocacy forums needed to be strengthened as
part of bringing service providers and other stakeholders to account. Consumers
are also eagerly awaiting the enactment of the Consumer Protection Bill, which is
currently being considered by Cabinet. Once enacted, the consumer protection
environment is Zimbabwe will be significantly transformed for the better.

Feedback from some of the participants is that while that event was a success, more
time is required to ensure discussions a done to the full. Others felt that service
providers did not adequately address their questions and queries, but instead gave
vague responses. A good number of the participants also suggested the need for
regular meetings in order to strengthen the voice of the Zimbabwean consumer.



INTRODUCTION

The Consumer Council of Zimbabwe joined the rest of the world in commemorating
World Consumer Rights Day 2018. Various celebrations were held around the
country on the 15™ of March 2018 under the theme “Making Digital Marketplaces
Fairer.” In Harare, the commemorations were held at the Celebration Centre and
attracted an array of participants from government, regulatory authorities, private
sector and consumers in their own right. This report contains a summary of events
in Harare and also outlines the way forward in as far as making digital market places
fairer is concerned.

OPENING REMARKS BY CONSUMER COUNCIL OF ZIMBABWE CHIEF EXECUTIVE
OFFICER, MS. ROSEMARY SIYACHITEMA
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Executive Director of the Consumer Council of Zimbabwe, Ms. R. Siyachitema

e Welcomed key stakeholders to the World Consumer Rights Day
commemorations in Harare being held under the theme, “Making Digital
Marketplaces Fairer.” Relevant theme given how the digital world is rapidly
transforming. Many consumers risk being excluded or prejudiced by rapid
changes in technology.

e Important to ensure that the digital market is accessible to people from all works
of life, be they blue collar, informal or rural consumers. Important to address the
various challenges that are currently affecting the usage of Information
Communication Technologies (ICTs), so that as many people as possible benefit.

e Discussions to explore ways in which consumer rights can be safeguarded, while
also ensuring that the entire economy is able to tap into the digital space for
Zimbabwe's growth and development.

e Farmers must be able to use ICTs to improve their crop and livestock production.

e Non-cash payment solutions to be expanded to the informal sector including the
public transport system, which is currently dominated by mini-buses also known
as kombis.

e Tendency by service providers to dismiss low-income consumers as “small
people” yet every consumer has rights, which must be protected.

e World consumer right day commemorations to focus on how consumers are
going to be protected in this fast-changing digital world.



KEY NOTE ADDRESS BY ENG. S.M. KUNDISHORA, PERMANENT SECRETARY IN THE
MININSTRY OF INFORMATION COMMUNICATION TECHNOLOGY AND CYBER
SECURITY
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Eng. S.M. Kunishora, Permanent Secretary, ICT and Cyber Surity Ministry.

Honoured to be a part of World Consumer Rights Day Celebrations. Important
for stakeholders to engage as much as possible.

We are all consumers and no stakeholder group must be left behind in the
discussion on “Making Digital Market Places Fairer.” There must always be
inclusivity.

Framework for Consumer Protection in the digital marketplace includes issues of
access, inclusion, disclosure, transparency, security, safety, protection,
competition, dispute resolution and digital education awareness.

Accessibility

Important to note that ICTs are non-discriminatory. Only become discriminatory
when relevant parameters are added, as is the case with social media groups.
Vision as government is to ensure that our ICT infrastructure covers the entire
country, and is accessible in languages that ordinary people understand. Must
ensure that our technology has linguistic diversity to ensure relevance.

Issues of access to technology hinged on affordability as well. Important to
ensure affordability of devices and of internet services.

Devices that cater for people with disabilities to be made available as well.

Disclosure and Transparency

Disclosure and transparency are relative requirements, as they operate within
limits.

However, consumers require openness regarding product pricing and services. It
is within their right to demand information so that they are aware of what is
going on.

Transparent and effective protection: Consumers who choose e-commerce as
their preferred method of purchase and sale should be afforded the same



transparent and effective protections as with all other forms of trade and
commerce.

Consumer watchdogs should be established which advocate for consumer
interests and ensure that digital service providers have relayed adequate and
relevant information about their products and services.

Must strengthen consumer advocacy to bring prices of goods and services to
acceptable levels. Prices still high for many goods and services.

Security and Safety

Consumers are increasingly turning to transacting via the internet e.g. e-
commerce and therefore need protection against some of the following digital
challenges:

Cyber safety: Involves conduct or behavioural concerns. Examples include cyber
bullying; smear campaigns, accessing inappropriate content, creating spoof
websites or sexting.

Cybercrime: Involves illegal activity. Examples include sexual offending, accessing
objectionable content or online fraud.

Cyber security: Involves unauthorized access or attacks on a computer system.
Examples include hacking into someone’s social media service account, launching
a Distributed Denial of Service (DDoS) attack or loading malware onto a laptop.
Data protection and privacy online in relationship to the collection, storage,
dissemination of data technology, the public expectation of privacy, and the
legal and political issues surrounding them.

Redress and Complaints Handling

Redress is setting right what went wrong for an individual or group of individuals.
This means that, wherever possible and practicable, someone detrimentally
affected as a consequence of when something has gone wrong should be
returned to the position they would have been in if the failure had not occurred.
This may include reimbursement for actual, demonstrable, consequential
financial loss

Consumers should be clearly informed of a fair dispute resolution process.

Government Initiatives for Consumer Protection

Establishment of the Ministry to oversee: ICT, Postal, Courier Services and Cyber
Security;

Development of appropriate Policies (through consultations) — National ICT
Policy Framework, Cyber Security Policy, E-Government Policy, Cyber Security
and Computer Crime Bill, Data Protection Bill, E-Transaction Bill, and many
Statutory Instruments gazetted by Government but operating from various
institutions.

Creation of the Regulator for the Communications and Digital Sector — who
monitors expansion of communications access infrastructure, reliability of
service, quality of Service, consumer complains/concerns, adherence to the
regulatory procedures by operators



Establishment of Community Information Centres countrywide to increase ease
of access

Government allowing registration and entering into MoUs with Consumer
Watchdog and Advocacy organizations.

Must ensure customers really kings and queens in everyday life.

THE POST AND TELECOMMUNICATIONS REGULATORY AUTHORITY (POTRAZ) ON
MAKING DIGITAL MARKET PLACES FAIRER BY MR TALENT MUNYARADZI
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Mr. T. Munyaradzi, POTRAZ

POTRAZ Mandate

POTRAZ is a statutory body created by the Postal and Telecommunications Act
(Chapter 12:05) of 2000.

Its mandate is to regulate the postal and telecommunications sector in
Zimbabwe.

Challenges in the Digital Market Place

a)
b)
c)
d)
e)

The following challenges exist in the digital marketplace, indicating the need for
enhanced consumer protection:

Information disclosure

Misleading advertisements

Fraud and identity theft

Trust

Dispute resolution and redress

ICT Penetration Rates in Zimbabwe

Mobile phone and internet penetration rates are increasing steadily, while fixed
telephone connectivity has been in decline. The trend is shown in the table
below:



Table Showing ICT Penetration Rates in Zimbabwe

Penetration rates 2012 2013 2014 2015 2016 2017
Mobile 80% 84.3% 90.3% 94.4% 94.8% 102.7%
Fixed 2.3% 2.3% 2.5% 2.6% 2.4% 1.9%
Internet 30.6% 41.9% 45% 48.1% 50% 50.8%

Source: POTRAZ

e Other ICT infrastructure is growing with country having invested in the following
to date:
(a) 8,765km of National backbone fibre length
(b) 8,378 Base stations (2G, 3G and LTE)
(c) Close to 100 Customer Information Centres (CICs) that are operational.

Emphasis on Consumer Protection
e POTRAZ is committed to ensuring that consumer rights are protected. Some of
these consumer rights include:

1. Right to High quality and reliable services
0 Quality services reflected through Key performance Indicators enshrined in
Quality of Service (Qos) regulations.
2. Right to disclosure
0 Consumers have a right to receive clear, conspicuous, and complete
information about rates, terms and conditions for available and proposed
products and services.
3. Rightto privacy
O Privacy and protection from unauthorized use of personal data is
paramount, especially in this era of big data.
4. Right to choice
0 Consumers have a right to choose digital service providers of their choice.
5. Right to accurate bills and redress
0 Consumers have a right to accurate and understandable bills for products
and services they accessed or consumed.
6. Right to protection from Market abuse
0 Consumers must be protected from unfair trade practices, false and
misleading advertising as well as anti-competitive behaviour.

7. Right to responsive Regulatory Authority
0 Collaborative approach to regulation of services that cross cut different
sectors e.g. Mobile money.

8. Right to Education and Awareness.
0 Education and awareness campaigns to ensure a well-informed consumer.



Effective Consumer Protection Elements

Adequate laws and regulations that govern service providers have been put in
place.

POTRAZ ensuring the effective monitoring and enforcement of relevant
regulatory environment.

Ensuring effective internal complaints handling processes.

All service providers are required to lodge their respective service charters with
POTRAZ and ensuring they are implemented.

Better information consumer through customer education.

Effective dispute resolutions framework.

Dispute resolution processes that incorporate all communication platforms are
being encouraged.

All service providers are required to lodge their Customer Service Charters with
POTRAZ to ensure adherence to that they are implemented.

THE RESERVE BANK OF ZIMBABWE ON MAKING DIGITAL MARKETPLACES FAIRER
BY DOUGLAS MURANDA

Mr. D. Muranda, the Reserve Bank of Zimbabwe.

The Reserve Bank of Zimbabwe (RBZ) has been promoting the use of digital
transacting solutions as alternative to hard cash.

The digital financial landscape in Zimbabwe is made up of the following
components:

Digital Financial Services in Zimbabwe

1. The Real Time Gross Settlement System (RTGS)

2. Retail Payment Streams

3. Central Securities Depository (CSD) and Chengetedza Depository Company
(CDC).

4. SADC Integrated Regional Settlement System (SIESS) /SWIFT/REPSS.

The digital landscape requires a robust consumer protection and financial literacy
(CPFL) framework.



This is key to increasing responsible access to financial services while ensuring
that expanded access benefits the economy and consumers.

A strong CPFL framework can have the following benefits:

Consumers are protected from possible market abuses.

Consumers are better able to benefit from financial decisions.

Competition is encouraged.

Trust in the financial sector develops, encouraging financial inclusion.

RBZ initiatives to make digital market places fairer

Enhance Consumer Education, Awareness and Financial Literacy

Road shows, customer call centre, TV & Radio programmes

Comprehensive Complaints handling procedures

Disclosure and Transparency

Continue to increase devices and access points across the country

Developed a Financial Consumer Protection Framework to enhance public
confidence in the financial system as they access financial services.

Developing a National Financial Literacy Framework to facilitate awareness of
financial services.

Leveraging on Community Information Centres being established by the Ministry
of ICT and development partners, to disseminate financial CP information.
Transactional Charges reduced by an average of 40%

Promotion of interoperability and infrastructure sharing:

Ongoing consultations among stakeholders to create an interoperable DFS
infrastructure.

Transactions across Mobile Money Network Operators are in place.

Remittances can now be sent directly into local mobile wallets.

All banks are enabling Electronic Funds Transfer transactions on the local switch
(Zimswitch).

Continuous monitoring and taking corrective action where gaps are noted.

Growth in the use of digital financial services

The results of RBZ efforts to date have been the marked increase in the use of
digital financial services in the country. This has also been accentuated by the
prevailing cash shortages in the country.

PAYMENT SYSTEMS ACCESS POINTS %
Change
for

Difference 2016/17

Mobile Money 40,590 44,793 4,203 10%

Agents

ATMs 569 563 -6 -1%

POS 32,629 59,939 27,310 84%

NFC - 6,063

QR Code 1065 7,075 6,010 564%
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PAYMENT SYSTEMS ACCESS DEVICES

Debit Cards 3,127,153 4,281,683 1,154,530 37%
Credit Cards 16,030 17,411 1,381 9%
Prepaid Cards 43,288 63,987 20,699 48%
Mobile Payment 3,279,049 4,611,608 1,332,559 41%
Subscribers

Internet Banking 168,339 277,674 109,335 65%
Subscribers

e RBZ pledged to continue strengthening its consumer protection framework in
order to make digital market places fairer.

e Continue to warn the public against unregulated digital financial services such as
crypto currencies.

PANEL DISCUSSIONS FROM THE FIRST SESSION

____Questionand Comments _________Response

1. ICT Policy Launch Perm Secretary Kundisora
| was at the launch of the ICT Policy = We could not print enough copies for
launch but there were no copies to everyone, but will send copies to Consumer
circulate to consumers. Council.

2. ICT Ministry Website Apologies for website challenges but we are
Ministry website was down and we  working on rectifying them.
could not access soft copies.
Important for Ministry to lead by
example in the digital age.

3. Cryptocurrencies Perm Secretary Kundisora
Does the Ministry have any fail safes It is a new area and requires the involvement
and advice on cryptocurrencies? of other stakeholders. Ministry to arrange a

workshop to bring key stakeholders in order
to chart way forward on cryptocurrencies.
Reserve Bank
Cryptocurrencies are unregulated and
therefore possess high risks. Consumers are
therefore advised to participate in
cryptocurrencies at their own risk.
4. Promoting Digital Financial Services Reserve Bank

What are you doing as RBZ to boost  What we have done is to promote the spread

online or digital transactions? of access devices into the remote parts of the
country. This includes growing the number
of Point of Sale (POS) Machines and mobile
payment solutions in the rural areas. We are
also promoting the use of QR Codes and
mobile Point of Sale (MPQOS) devices in rural
areas, which are cost effective options.
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Question and Comments Response

5. RBZ Stakeholder Committees
RBZ set up stakeholder committees
on financial inclusion and digital
issues. These meetings are fewer
than expected and uncoordinated.
What is being done to improve the
situation?

Reserve Bank

We shall engage the Financial Inclusion team
to ensure that such committees become
more engaging and action oriented.

6. Infrastructure Sharing
We used to hear a lot about sharing
of infrastructure for the sake of
accessing affordable services. How
far have they gone?

POTRAZ

SI 137 of 26 regulates infrastructure sharing
in Zimbabwe. We have also issued a
regulatory notice to service providers so that
they update POTRAZ on sharing in terms of
on the locations and charges where sharing is
taking place. There is sharing that is taking
place but not in line with expectations. This
is partly because the older model
communication towers do not allow for
infrastructure sharing. The more modern,
towers allow for sharing but they are still few
in comparison.

7. Community Information Centres
What is the roll-out strategy for the
Community Information Centres
(CICs)?

POTRAZ

Most CICs will be rolled out through Zimpost
post offices. We shall also have
containerised CICs that will be located in
areas where post offices are not available.

8. Responsible Use of social media
What is being done to stem the
abuse of social media such as What's

app?

POTRAZ

This is a topical issue that is being discussed
at the global stage through the International
Telecommunication Union (ITU), which
Zimbabwe is a member. As POTRAZ, we
normally issue public notices in conjunction
with the Ministry of ICT and Cyber Security to
discourage the abuse of social media
platforms.
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THE ROLE OF ECONET WIRELESS IN MAKING DIGITAL MARKET PLACES FAIRER
BY MR. VINOD SHARMA, MR. NDUDZO TSHUMA AND MR. EUGENE CHADUKA

Mr. V. Sharma, Econet Wireless
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e Econet Wireless is a Telecommunications, Media and Technology (TMT)
company.

e Diversified telecommunications group with operations, investments and a large
number of customers in Africa, Europe, South America, North America and the
East Asia Pacific.

e Products and Services include mobile and fixed telephony, broadband, internet,
payment gateway solutions and financial services among others.

Introducing Cassava Fintech

e (Cassava Fintech is a subsidiary of Econet Wireless. This is the unit involved with
the provision of digital financial services.

e Products include Ecocash, Ownai, Ecosure and Estore-Payonline.

E-Commerce
Classifieds - Ownai —
Estore-Payonline

Mobile Financial Services
Ecocash

13



Cassava Fintech’s Consumer Protection Framework

e Consumer Protection focuses on the protection of consumers from various unfair
trade practices.

e Consumer Empowerment focuses on providing the customer with options, tools
and resources in order to increase control and positive state for the customer.

Importance of Consumer Protection

e Protection from exploitation.

e Ethical obligations.

e Consumer education.

e Redressal of complaints.

e Encouragement of the Business Entities.

Risk and threats to the consumer

e Payments Protection.

e Privacy and Security Risks.

e Digital Identify Theft and Unauthorized Access.
e Data protection

Risk Mitigation Strategies

e Secure Financial and ecommerce Technology.

e Customer Education and Empowerment.

e Research and Innovation..

e Enforcement International Security Policies and Regulatory Standards.

Platforms for Consumer Education and Empowerment

e Econet Social Media accounts (Twitter, Facebook and WhatsApp)

e Vibrant Shop Network spread all around the country.

e Mobile Applications on Google Play Store and Apple App Store.

e Customer Service Level Agreements with terms and conditions for our product
offerings.

e Customer Self Care service for our services and products.

e Informative Websites for our products

e 24/7 Call Centres for providing customers with a mechanism for resolving
queries.

Importance of a fair digital marketplace

e |Instills confidence and trust in a consumer
e Avoid prejudice and discrimination.

e Increase in overall consumer satisfaction.

Contributing to a fairer digital market place

e Building secure e-Commerce and other digital platforms.
e Customer awareness campaigns.

e Responsibility and responsiveness when things go wrong.
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TELECEL ZIMBABWE FRAMEWORK FOR CONSUMER PROTECTION

BY NTOMBIZODWA CHINYEZA

e Telecel seeks to promote consumer protection and empowerment by
guaranteeing consumer rights as outlined below.

Right to Access & inclusion — access to an affordable, good quality and reliable

internet connection

e Financial inclusion under Telecash is evident in our collaboration with women’s
group to create saving platforms and a gender neutral saving culture

e Micro insurance platform Telecare underwritten by Zimnat targets the previously
financially marginalised

o Telecash lowers the entry level to banking requirements to provide banking to
the previously unbanked

e Telecel is rolling out LTE and already has base stations in underserviced places
over and above contributing to the Universal Services Fund to close the digital
divide.

Right to Disclosure & transparency — consumer access to accurate and meaningful

information about digital products and services

e Telecel provides information through its customer service department as well as
through terms & conditions. Products are explained in terms of functionality and
benefits which can be accessed via Telecel sites, pages, microsites, contact
centre, advertising communication and various service centres, as well as agents
and ambassadors. This enables customers to make choices based on accurate
and clear information.

e Telecash and Telecare by way of example, publish information pertaining to
pricing, charges and terms and conditions. The same applies to all our digital
services & products.

Right to Security and safety — secure online transactions and safe digital

environments

e Various security levels via individualised pin codes and one-time passwords for
online transactions. No recorded cases of fraud on the Telecash and Telecare
platforms

e Staff and trading partners do not share confidential information under our
confidentiality policy, which ensures our consumers’ privacy is safeguarded at all
times. All third party requests for information must be supported by a subpoena.

Right to Competition and choice — consumer choice of digital service providers,

products and services in a competitive market

o Telecel embraces competition as this strengthens our brands and ensures
consumers get the best possible products at the right price point

e |ts range of product offers is intended to offer the customer choice in line with
their requirements and level of spending

e Telecel believes in ethical practices and subscribes to competitive behaviours

15



Right to Fair use and clear ownership - rights to fair use and ability to understand

complex connected products

* Telecel offers uncapped services that are limited by a fair usage policy, and these
are stipulated in detail in the terms and conditions that are also widely published

* Our fair usage policy states the quantity of benefits that can be accessed

Right to Fair use and clear ownership — rights to fair use and ability to understand

complex connected products

* Telecel offers uncapped services that are limited by a fair usage policy, and these
are stipulated in detail in the terms and conditions that are also widely published

* Our fair usage policy states the quantity of benefits that can be accessed.

Right to Redress & complaint handling — consumer access to effective redress

* A clearly articulated management and handling procedure allows our agents to
resolve complaints on first contact

* Telecel has won numerous awards that attest to our best in class customer
service excellence which is underpinned by the value it places on the customers’
right to complain and to get redress

* Telecel adheres to and betters service level agreements as outlined by the
regulators, POTRAZ, RBZ and partners like ZimSwitch

* Right to Responsible business conduct — treating consumers fairly, good
governance and accountability

* Telecel as illustrated earlier, puts the customer and their needs at the centre of
everything they do.

* It is guided by internal policies which include but are not limited to a code of
ethics and customer service level agreement.

* We are committed to the continuous improvement of all aspects of our
interaction with our customers and other stakeholders.

'1’15:\"2[1
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Ms. Rose Mpofu, Deputy Executive Director, CCZ
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PANEL DISCUSSIONS FROM THE SECOND SESSION

Question and Comments Response

1. Kwese TV Content Econet
Do you have any plans to promote As part of our development pipeline, we have
local content on Kwese TV? channels that are reserved for local content.

The challenge is the limited availability of
local content available on the market.
2. Connectivity in Rural Areas Econet and Telecel

What specific programmes are being Priority normally given to areas that make

done by mobile network operators business sense given the capital intensive

to improve connectivity in rural nature of the business. However, we are

areas? working with POTRAZ to deploy towers.
Universal Services Fund also designed to help
MNOs expand into remote areas. Also
working on infrastructure sharing to ensure
that rural areas are covered.

3. Confidentiality of data Econet and Telecel
If there is a family dispute, does my  All data is private and confidential. We
spouse have the right to access my recognise the individual as the customer.

phone records? Not even a spouse has the right to access
your phone records.
4. Refunds for ZESA tokens Econet
Under what circumstances do you Ordinarily this transaction should have been

provide refunds for ZESA tokens that reversed when the ZESA token was not

are not retrieved? | have not been generated. We apologies for this and wish to
able to recover $10 lost through the  engage with you on a one-on-one basis to
Ecocash system. ensure that this issue is resolved.

ZETDC

Powertel manages the pre-paid electricity
top-up service as main agent through various
partners. We are aware though that some
partners such as MNOs do not always offer
the best service in this area and we are
actively putting pressure on them to improve
their service.

5. Ecosure Econet
| live with my grandfather who is The phone has become a key identifying tool.
advanced in age. | want him to be We therefore require that all beneficiaries of
one of my dependents the our insurance products have a phone and
requirement is that he should have a mobile line. Pay-outs are largely done on the
phone and line that should also be Ecocash platform. However, we shall see
registered separately for Ecosure. how best we can improve our Ecosure
This does not make sense since he product.

cannot even use a phone but
requires funeral cover.

17



Question and Comments Response

6. Funeral policies in suicide cases
| had a situation in which one of my
dependents committed suicide and
Ecosure refused to pay out the
policy as a result. This left me
stranded without an easy way to
bury this person. | felt it was not fair
to deny us our dues especially since
the policy was fully paid up

Econet

Ecosure is complying with insurance sector
regulations which state that policies owned
by deceased persons who have taken their
own lives cannot be paid out to beneficiaries.

7. Call Centre Etiquette
It takes so long for one to be
responded to on MNO call centres. |
do not want to listen to an advert
but want someone to attend to my
queries urgently. When they
answer the call, | think they should
be more respectful and do away
with niceties which tend to waste
time.

Econet and Telecel

We are trying to extend our call centre across
the entire business by introducing a
distributed call centre. Also encourage the
use of shortcuts to the call centre that are
available on prompt. In terms of etiquette,
we commit to improving on our system
including retraining call centre operators.
Also running initiatives for self-care to help
our customers solve queries on their own
through convenient solutions.

8. Cost of Services
What are the costs of services in
Zimbabwe when compared with
other countries?

Telecel and Econet

We do benchmark with other countries.
However, MNOs in Zimbabwe have incurred
costs for investing infrastructure. Such
investment costs are normally factored into
the price of goods and services. Charges can
go down where the cost of doing business in
Zimbabwe also goes down.

9. Ecocash Charges by Agents
Currently Ecocash Agents are
charging between 10-40% for cash
related services. This is a highly
inflationary habit. What are you
doing to curtail this?

Econet

The service is working but we agree that
there are challenges. We advise that should
you be charged a premium, you must raise a
complaint so that we deal with that agent as
a matter of urgency.

10. Airtime Credit
Econet airtime credit is a convenient
but repayment charges are too high.
Why not allow customers to pay
back exact amounts borrowed?

Econet

We have taken note of your and will discuss
with our team at Econet to see how we can
resolve this issue.

11. Mobile money charges
Econet mobile money charges are
too high. How does this encourage
this use of mobile payment systems?

Econet

Mobile money charges are regulated by the
Central Bank. We do not put out a new tariff
without approval. The way we chargeison a
cost recovery method so that it encourages
use across the country.

18




Question and Comments Response

12. Recovery of Lost Phone
What can mobile operators do to
help recover lost phones? | lost
mine in 2010 but yet to recover it.

Econet

Certain phones can now be tracked when
stolen. We can assist to track. However
some phones are taken out of the boarders
making tracking difficult.

13. Service of Elderly Customers
Mobile phone companies are not
that friendly to the elderly and they
are made to stand in long queues.
Can anything be done to improve
this area?

Econet and Telecel
We take note of this concern and will ensure
that the elderly are prioritised in our outlets.

14. Definition of LTE?
There was mention of rolling out
LTE. What is this all about?

Telecel

LTE stands for Long Term Evolution. These
are base stations with more advanced
technology for the benefit of customers.

15. Right of Choice
When are we going to exercise the
right of choice so that we can still
access cash while also using other
payment methods?

Reserve Bank

This question though directed at the RBZ,
was not answered. It is likely that the RBZ
official did not have the authority to
comment at this level.

16. Long queues at MNOs
The service at mobile phone
companies is so poor that long
gueues often result. This must be
rectified.

Econet and Telecel

We are committed to improving service and
do not want our customers to be standing in
long queues. Conducting customer
satisfaction surveys to help improve service.

17. Econet Shops Failing to Handle
Queries
Ecocash queries are being referred
to head office. What is the point of
Econet Shops if they cannot handle
queries? This is an inconvenience.

Econet

Our thrust is to ensure that our Econet shops
handle all queries for the convenience of
customers. However, some shops are agents
and not fully fledged shops and may not have
full abilities to resolve certain queries. We
are willing to engage on a one-on-one basis
to resolve specific issues that you may have
had.

18. Cash Out Services
What can be done to make cash out
services on mobile money platforms
more accessible and at reasonable
charges?

Econet and Telecel

The limited availability of cash out services is
a reflection of the shortages of cash in the
country. Where cash is available we
encourage our agents to provide cash out
services to clients. Where exorbitant
charges are made, we encourage our valued
customers to report such malpractices so
that rogue agents can be dealt with
accordingly.
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Question and Comments Response

19. Interoperability Econet and Telecel
When will it be possible to be able to The Ministry of ICT is promoting
transfer money from say Telecash to interoperability and we are in agreement
Ecocash to make mobile money with other MNOs that this be implemented
convenient and accessible? as soon as possible.

20. Ecocash Accountability Econet
Many complaints are being made Our training happens regularly to all service
concerning Ecocash, with little or no  staff but we are open to suggestions on areas
redress. What is being done by of need. Ecocash is accountable to all its
Ecocash to rectify this? Who is customers and our regulators. We are an
Ecocash Accountable to? innovative brand which is actively involved in

community development projects.

21. Swipe into Ecocash Econet
Agent charged me $1 for this service That $1 that you were charged was illegal.
saying it was for the use of the Kindly provide us the name of the agent and
machine. Was this supposed to they will be dealt with accordingly.
happen?

SUMMARY OF KEY POINTS AND WAY FORWARD BY MR. PHILP BVUMBE,
CHAIRPERSON OF THE CONSUMER COUNCIL OF ZIMBABWE

Mr. P. Bvumbe, Chairman CCZ

* There is urgent need for change in Zimbabwe required to make digital market
places and digital market spaces fairer.

* Now at advanced stage towards the introduction of the Consumer Protection
Act. Cabinet currently considering the Bill, before it is deliberated in Parliament.

* When this Consumer Protection legislation is enacted, it will bring transformative
change the focus from the “caveat emptor or buyer beware” principle, to “let the
seller beware.”

* All stakeholders must ensure that they are familiar with the provisions of this Bill
because the consumer arena is set to change remarkably.
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* Clear from discussions that it is critical to make digital market places and spaces

fairer.

In terms of the way forward the following points are clear:

Important to strengthen consumer advocacy to safeguard consumer rights.

Consumer Education efforts must be enhanced.

Consumers must have access to speedy redress where grievances occur.

Devices to become more affordable in order to increase access to the digital

space.

5. Interoperability for mobile payment solutions must be accelerated to ensure
consumer convenience.

6. Charges for digital financial services must come down in order to promote
greater use around the country.

7. Cryptocurrencies are not regulated and are therefore risky. They should be
taken at one’s own risk.

8. Service providers in the digital market place must improve the quality of service
to consumers.

PwnNhpE

FEEDBACK FROM SOME OF THE PARTICIPANTS
At the end of the commemorations, we spoke to some of the participants in order to
capture their thoughts about the conference.

Mr. T. Maruza, a student at Harare
Institute of Technology contributing
to discussions at the Conference.

Name of Participant Comments \
1. Crispen Saidi e Consumers are not enlightened enough to
GMB Banket know the procedures they should take in the

event they face some problems.

e | also think that the Consumer Council must be
empowered by legislation to make them a
more effective organisation.

e This year’s venue may not have been
convenient for many, hence the lower than
expected turnout.
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2.

Gugulethu Moyo

E-Commerce Graduate

It was an informative session because
consumers need to know what they are facing
in this digital era that they are facing.

They need to know how disputes in the digital
space can be resolved.

Customers must know their rights and laws
that protect them.

Such meetings should be done more often and
be done more frequently in different parts of
the country.

Tagarika Maruza
Student at HIT

Informative discussions have been held.
Cannot ignore the digital space and must seek
to improve our knowledge of it for our own
good.

People must be given an opportunity to air
their view because issues in the cyber world
are easier when addressed promptly than over
a period of time.

Edward Karingo
Consumer Council
Member

The meeting was eye-opening as it helped
raise my awareness on digital issues.

Looking forward to advocacy groups that will
come up once the Consumer Protection Act is
made law.

| am willing to play my part in promoting
consumer rights in Chitungwiza where | am
based.

Mai Mawoyo
Consumer Council
Member

Good meeting but the time was too short for
us to engage effectively.
A full day workshop would be more ideal.

Mai Bleya
Consumer Council
Member

The meeting went well but not happy with
some of the responses that we received.

The issue of refunds on prepaid ZESA tokens
was not answered to my satisfaction. Not sure
if it was a question of time.

Important to meet more regularly with key
stakeholders.

Mai Mbilaya
Consumer Council
Member

Leant a lot about the rights of a consumer.

| do not think service providers answered our
guestions to our satisfaction.

However | am looking forward to the
Consumer Protection Act, which should
strengthen the rights of the consumer once it
becomes law.
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8. Nyarai Gonde e |am glad | had an opportunity to ask questions
Consumer Council at this forum. | had so many challenges
Member concerning Telecel and Ecosure which | have

been able to air. It is my hope that these
challenges will be addressed as they promised.

e | propose that we meet regularly at proposed
3 month intervals as consumers in order to
strengthen our collective voice.

CONCLUSION

On the whole the World Consumer Rights Day commemorations were successfully
held and presented an opportunity for consumers to engage directly with service
providers and regulators in the digital market space. A clear outcome from the
discussions is the urgent need to make digital market places and market spaces
fairer. There is great anticipation that the enactment of the Consumer Protection
Bill should bring in this much-needed market fairness for the benefit of consumers in
Zimbabwe.

End.
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