
Escalate to:
• Chief Executive Officer

Escalate to:
• The Reserve Bank of Zimbabwe on 
+263242703000 or +2638677000477

Approach:
• Manager/
• Operations Manager/
• Customer Service Officer

Service Centre

• Call: +263867009200
• Email: customersupport@posb.co.zw
• WhatsApp: +263732200889
• Facebook: POSB Zimbabwe
• Twitter: @POSBZimbabwe
• Instagram: @posbzim

Contact Centre

Approach:
• Regional Manager Escalate to:

• Customer Experience Manager
• Public Relations Manager
• Marketing and Public Relations Executive
on +2638677009200

Escalate to:
• Divisional Director- Retail Banking

Approach:
• Head -Retail Banking

Customer not satisfied 
with resolution

Customer not satisfied 
with resolution

Customer not satisfied 
with service/ product

Customer not satisfied 
with resolution

Customer not satisfied 
with resolution process

COMPLAINTS HANDLING PROCEDURE
ESCALATION MATRIX

#conveniencemadesimplypossible

Client is allowed to skip or jump any stages and go straight to the 
stage where he/she feels they can get recourse.


