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GWERU RESIDENTS AND RATEPAYERS ASSOCIATION
CHARTER

PUTTING SERVICE DELIVERY FIRST

WHEREAS GWERU RESIDENTS AND RATEPAYERS ASSOCIATION (GRRA), a member-driven
residents association’s main objective is to lobby and advocate for democratic engagements
between Gweru residents, ratepayers, and GWERU CITY COUNCIL (GCC).

AND WHEREAS GRRA is moved by the passion for quality service delivery from GWERU CITY
COUNCIL as the key and main service provider.

NOW THEREFORE GRRA establishes a service charter outlining priorities and key focus areas
on the issues between the residents, ratepayers, and GWERU CITY COUNCIL.

FULL CONTENTS:

Principle 1 - Identification of the organization and its stakeholders - Gweru City Council to
seriously consider and prioritize the concerns of residents and ratepayers.

Principle 2 - Communication — Gweru City Council to effectively and efficiently communicate
to stakeholders.

Principle 3 - Customer service standards and customer rights and responsibilities — Gweru
City Council to provide quality services and respect the rights of its stakeholders.

Principle 4 - Customer feedback — updates to stakeholders must be timely and complaints
must be expeditiously addressed. For sewer blockages a maximum of 8 hours to respond and
for water bursts a maximum of 2 hours to respond.

Principle 5 - Complaints handling process — complaints handling mechanisms must be
effective.

Principle 6 - Transparency — The organization must be answerable to its stakeholders and all
its activities must be publicly accessible and open.

Principle 7 - Monitoring and review - all programs and activities must be monitored and
reviewed periodically to determine efficiency.

Principle 8 — Accountability — There must always be justification and explanations for all
actions, decisions, and expenses.

Principle 9 - Indirect service provision — there must be motivation to do much more than the
average expectation.

Principle 10 - Inclusivity- there must be a participation of the public and stakeholders
including persons with disabilities, the elderly, and marginalized members of society.
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