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Development/ The World Bank. The findings, interpretations, and conclusions expressed herein 
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ROSCAS  Rotating Savings and Credit Societies  

SCCULT             
Savings and Credit Cooperative Union League of Tanzania Clearing House and Central 

Depository  

SSRA Social Security Regulatory Authority  

TAMFI  Tanzania Association for Microfinance  

TBA Tanzania Bankers Association 

TBA  Tanzania Bankers Association 

TCAS  Tanzania Consumer Advocacy Society  

TIB  Tanzania Institute of Bankers  

TZS  Tanzanian Schillings  

VICOBA   Village Community Banks  

VSLA  Village Savings and Lending Associations  
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COMPARISON WITH GOOD PRACTICES: BANKING SECTOR 
 

 

SECTION A 

CONSUMER PROTECTION INSTITUTIONS 

Good Practice A.1.  

 

Consumer Protection Regime  

The law should provide clear consumer protection rules regarding banking 

products and services, and all institutional arrangements should be in place 

to ensure the thorough, objective, timely and fair implementation and 

enforcement of all such rules. 

a. Specific statutory provisions should create an effective regime for the 

protection of a consumer of any banking product or service. 

b. A general consumer agency, a financial supervisory agency or a 

specialized financial consumer agency should be responsible for 

implementing, overseeing and enforcing consumer protection 

regarding banking products and services, as well as for collecting 

and analyzing data (including inquiries, complaints and disputes). 

c. The designated agency should be funded adequately to enable it to 

carry out its mandates efficiently and effectively. 

d. The work of the designated agency should be carried out with 

transparency, accountability and integrity. 

e. There should be co-ordination and co-operation between the various 

institutions mandated to implement, oversee and enforce consumer 

protection and financial system regulation and supervision. 

f. The law should also provide for, or at least not prohibit, a role for 

the private sector, including voluntary consumer organizations and 

self-regulatory organizations, in respect of consumer protection 

regarding banking products and services. 

Description Legal and Regulatory Framework 

While the BoT has responsibility for enforcing the entire spectrum of banking and 

financial institutions legislation, so far only a few related legal and regulatory 

provisions mandate the BoT to explicitly deal with aspects of financial consumer 

protection. The Bank of Tanzania Act (BTA), 2006 mandates the BoT to regulate 

banks and financial institutions to ensure the integrity of the financial system and 

to promote sound credit and banking conditions. In other words, the BTA does not 

have any explicit provisions that determine the role and mandate of the BoT in the 

protection of consumers of financial services.   

  

The Banking and Financial Institutions Act, 2006 (BAFIA) states that the primary 

objectives of supervising and regulating financial institutions by the BoT are (i) to 

maintain the stability, safety and soundness of the financial system and (ii) to 

reduce the risk of loss to depositors.  

 

Furthermore, the Supervision Directorate of the BoT has been monitoring the 

banks to assess the degree to which they comply with provisions of various laws 

and regulations that pertain, in its view, to consumer protection.  

 

With regards to consumer protection, banks should be compliant with the BAFIA 

(specifically Section 49) and the Fair Competition Act (FCA) provisions regarding 

services. The provisions of the FCA that relate to consumer protection cover 

misleading or deceptive conduct, bait advertising, accepting payment without 

intending or being able to supply as ordered, harassment and coercion, 

unconscionable conduct as well as the establishment of a redress mechanism.  

 

There are also several regulations and guidelines that provide financial consumer 

protection provisions. The recent Guidelines on Agent Banking Institutions, 2013 
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prescribe that an approved banking institution offering agent banking services 

shall put in place a proper complaints handling system capable of efficiently and 

quickly redressing customer complaints. The draft Electronic Payments Schemes 

and Products Guideline requires banks that are applying to operate an electronic 

payment scheme to ensure transparency and set up efficient dispute resolution 

mechanisms. The Credit Reference Bureau Regulations obliges a Credit Reference 

Bureau to develop procedures to ensure that questions, concerns and complaints of 

credit information subjects and data providers are treated equitably and 

consistently in a timely and efficient manner, prior to licensing. 

 

The current regime contains a number of gaps and inconsistencies. Of particular 

note are the absence of requirements for transparent, clear, and comparable 

disclosure of key terms and conditions, applicable interest rates, fees and charges; 

a standard method for calculation of interest; regular account statements; and 

minimum 10 point font for complex disclosures and clear and comprehensible 

language.  Further, there is no requirement for a Key Facts Statement and the 

requirements for giving notice of changes to terms and conditions, fees and 

interest rates are insufficient.   

 

Institutional Arrangements 

The Fair Competition Commission (FCC) of Tanzania is an independent 

government body established under the FCA to promote effective competition in 

trade and commerce and to protect consumers from unfair and misleading market 

conduct. The FCC’s prerogatives include accepting and resolving consumers’ 

requests and complaints, issuing rules and orders that set forth institutional 

obligations regarding treatment of consumers, and monitoring the performance of 

various institutions in complying with their statutory and regulatory obligations.  

 

The BoT is aware of the need for a strengthened financial consumer protection 

framework. Currently there are several ongoing initiatives aimed at the 

establishment of an adequate financial consumer protection system within the BoT 

with a view to support and contribute to the overall stability of the financial sector 

as well as the ongoing financial inclusion initiatives. The Directorate of Strategic 

Planning & Performance Review was tasked by the Board of Directors to work on 

the establishment of a financial consumer protection unit. A draft proposal 

foresees the new unit to be established as a separate Department within the 

Directorate of Banking Supervision. In parallel, the Directorate of the Secretary to 

the Bank is considering the setup of a consumer complaints helpdesk under the 

roof of the BoT. In 2011, the BoT established the Financial Inclusion Working 

Group (FIWG), which comprises of members from different directorates involved 

with the promotion of financial inclusion activities and identifies consumer 

information and protection as one of its priority areas of action. However, internal 

coordination between the ongoing initiatives seems to be lacking and the 

initiatives overlap in scope. 

 

The draft proposal of the ‘Establishment of a Financial Consumer Protection Unit 

in the Bank’ outlines the responsibilities of the new Department, which include 

developing financial consumer protection policies, supervision and enforcement of 

financial consumer protection regulation compliance, handling consumer 

complaints, and financial education. In addition, the Department will be 

responsible for providing advisory services on financial consumer protection 

matters, and will comprise of two divisions: The “Policy and Financial Education” 

Division and the “Enforcement and Complaints Handling” Division. 

 

Coordination 

There are no formal agreements (MoUs) or legal framework institutionalizing the 
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coordination and cooperation between the various institutions mandated to 

implement, oversee and enforce financial consumer protection provisions. 

However, the BoT is currently championing the effort to establish a Financial 

Regulators Forum comprising of all seven financial regulators as well as the 

Ministry of Finance (MoF).   

Recommendation Legal and Regulatory Framework                        

The legal framework for financial consumer protection in the banking sector needs 

to be clarified and strengthened. Detailed financial consumer protection provisions 

should be included in the BAFIA as well as in specific regulations and guidelines 

issued by the BoT. There should be a comprehensive disclosure regime applied to 

banking products and services. Several of these improvements could be 

undertaken in the short term through regulations,  not necessarily extensive legal 

changes. In addition, banks should be required to establish an internal dispute 

mechanism and to systematically gather, analyze, and share complaints data with 

the BoT. 

 

Institutional Arrangements 

The institutional arrangements for consumer protection regulation and supervision 

vary across countries. In some countries, the same supervisory agency is in charge 

of prudential and market conduct supervision. Others have established a 

specialized financial consumer protection or market conduct agency (so called 

‘twin-peak’ structure). A third approach is for a general consumer protection 

agency to also deal with financial products and services.  

 

There are advantages and disadvantages to each model: Placing consumer 

protection in the same agency as prudential supervision typically ensures good 

flow of information and supervisory coordination while creating potential 

conflicts with the traditional and long-standing prudential supervisory roles. The 

twin-peak model has the advantage of clearly defined objectives and mandates for 

the respective agencies, but small countries often lack the resources to establish a 

specialized market conduct authority with the appropriate knowledge and 

expertise. The challenge of the general consumer protection agency approach is to 

devote sufficient resources to properly handle financial services issues as some 

technical aspects of financial services might require specialized staff with sector-

specific expertise.  

 

The optimal model in any given country depends on country-specific 

characteristics such as the size and structure of the financial system, its stage of 

development, specific regulatory and supervisory activities, skills and institutional 

capacity, and prevailing political traditions. In many small and low-income 

countries, capacity and resource constraints require a flexible and practical 

approach in developing consumer protection capacity and oversight.  

 

Based on the above, it is recommended that the entity with prudential oversight 

responsibilities (BoT) takes the lead on consumer protection. This is the case in 

countries such as Peru, Malaysia, Armenia, Ghana, Nigeria and Serbia. Using a 

prudential regulator that already supervises a variety of financial service providers 

will allow for a broad coverage of consumer protection rules from the start.  

A study conducted by the Bank for International Settlements (BIS) 
1
 pointed out 

that, in many countries, central banks play a major role in the protection of 

financial services consumers by ensuring access to relevant information, fair 

business practices and education. About 50% of central banks–60% in emerging 

                                                 
1 BIS (2009). Issues in the Governance of Central Banks: A Report from the Central Bank Governance Group, Basel,  

Switzerland. 
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market economies–play at least some role in financial consumer protection. The 

Central Bank of Malaysia, for example, has put in place a comprehensive 

consumer protection framework that covers financial education, fair treatment of 

consumers, avenues for redress, distress management, as well as advisory services. 

Armenia has recently introduced a comprehensive legal and regulatory framework 

for consumer protection in the financial sector. The Central Bank of Armenia, 

which has supervisory authority in the field of consumer protection, established a 

separate dedicated department on consumer protection, which operates within the 

Central Bank.  

 

The optimal organizational structure for the new financial consumer protection 

unit should be closely examined by the BoT. A detailed assessment of the setup of 

this unit should be conducted with particular attention to staffing requirements and 

skills, and the relationship with the prudential supervision. Placing consumer 

protection in the same central bank department creates potential conflicts with the 

prudential supervisory roles, and a dedicated unit could instead be established. 

International experience shows that if a supervisory agency adopts consumer 

protection as part of its mandate, business conduct supervision should be separated 

from prudential supervision and allocated adequate specialized staff and resources 

to perform its specific responsibilities effectively in order to avoid conflicts of 

interest.  

Good Practice A.2  Code of Conduct for Banks  

a. There should be a principles-based code of conduct for banks that is 

devised by all banks or the banking association in consultation with 

the financial supervisory agency and consumer associations, if 

possible. Monitored by a statutory agency or an effective self-

regulatory agency, this code should be formally adhered to by all 

sector-specific institutions. 

b. If a principles-based code of conduct exists, it should be publicized 

and disseminated to the general public. 

c. The principles-based code should be augmented by voluntary codes 

of conduct for banks on such matters as facilitating the easy 

switching of consumers’ current accounts and establishing a common 

terminology in the banking industry for the description of banks’ 

charges, services and products. 

d. Every such voluntary code should likewise be publicized and 

disseminated. 

Description The Tanzania Bankers Association (TBA) is an association of banks and non-bank 

financial institutions registered in September 1995. Membership of the 

Association is open to all banks and financial institutions licensed by the BoT to 

carry on banking business in Tanzania. Membership has risen from seven 

founding members in 1995 to 35 members. 

 

The TBA is currently working on a draft code of conduct. The TBA Code of 

Banking Practice’s main objective is to formulate and maintain standards of good 

banking practice. All banks subscribing to this code will need to adhere to the 

provisions of the code when dealing with their customers in Tanzania. The TBA 

Code of Banking Practice specifies the objectives of the code, the types of services 

offered by banks, the details of key commitments, as well as the confidentiality, 

protection and dispute resolution process. 

 

The Tanzania Institute of Bankers (TIB) focuses on the education of the banking 

staff. The TIB was established in 1993 and currently has a total of 38 corporate 

members (banks and financial institutions). It is largely financed by its members. 

Management of the TBI is vested in the Governing Council, whose Chairman is 

the Governor of the BoT. The TIB developed a “Code of Ethics for Bankers and 
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Disciplinary Procedures” which sets standards of professional conduct and 

performance within the banking sector. All members must, for example:  

 Adhere to generally accepted principles of honesty, integrity and 

individual attitude to uphold the mutual trust and public confidence 

bestowed upon them. 

 Be obliged to acquire necessary skills and knowledge to undertake a 

task in a professional way. 

 Give proper consideration to financial factors and the wider 

implications on one’s decisions when giving information or financial 

disclosure to customers seeking independent professional advice in 

appropriate circumstances. 

 

The Governing Council has the power at any of its meeting to impose disciplinary 

actions as it thinks fit on any member acting in a manner deemed to be contrary to 

the objects or detrimental to the interests of the Institute, after obtaining a 

recommendation in this regard from the Disciplinary Committee. 

Recommendation Eventually, there should be a principles-based code of conduct for banks devised 

in consultation with the BoT and the TBA, and widely disseminated to the general 

public. 

 

The performance of the banks in accordance with the requirements of the Code 

would then need to be monitored by the BoT or the TBA. 

 

Codes of banking practices have been adopted and enforced by many developed 

countries, such as Australia, Canada, New Zealand and the United Kingdom, as 

well as Hong Kong, and by some middle-income countries. The Code of Banking 

Practice approved by the Banking Association of South Africa in June 2010 may 

be also a useful reference.
2
 These codes are principles-based and their compliance 

is monitored by the regulatory authority, as in the case of Hong Kong, or subject 

to the jurisdiction of the ombudsman, as in the case of South Africa and Australia. 

 

Another good example of code of banking practices is the Kenya Bankers 

Association. They created a Consumer Guide to Banking in Kenya.
3
 The purpose 

of this Consumer Guide is to define standards of good banking practice for both 

bank customers and members of the Kenya Bankers Association. 

 

 

Good Practice A.3  

 

Appropriate Allocation between Prudential Supervision and Consumer 

Protection  

Whether prudential supervision of banks and consumer protection regarding 

banking products and services are the responsibility of one organization or 

two institutions, the allocation of resources to these functions should be 

adequate to enable their effective implementation. 

Description     The BAFIA prescribes that the BoT has the power to: 

- Carry out inspections over the operations of all banks or finacial 

institutions.
4
  

- Require any bank or financial institution to provide any information or to 

comply with any order, directive or determination under any timeframe it 

stipulates.
5
 

                                                 
2 The Banking Association of South Africa`s Code of Banking Practice (in force as of January 2012): 

http://www.banking.org.za/consumer_info/code_of_banking/code_of_banking.aspx.  
3  http://www.kba.co.ke/consumer%20guide/. 
4 Part II Article 4. (2), (b), of BAFIA, 2006. 
5 Part II Article 4, (2), (c) of BAFIA, 2006.  

http://www.banking.org.za/consumer_info/code_of_banking/code_of_banking.aspx
http://www.kba.co.ke/consumer%20guide/
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The primary objectives of supervising and regulating banks and financial 

institutions by the BoT are (i) to maintain the stability, safety, and soundness of 

the financial system and (ii) to reduce the risk of loss to depositors.
6
 

 

The BoT is currently in the process of creating a Department that will be 

responsible financial consumer protection. A draft proposal foresees the new unit 

to be established as a separate Department within the Directorate of Banking 

Supervision. 

Recommendation A detailed assessment regarding the setup of the unit should be conducted and 

address staffing requirements and skills, and the relationship of the unit with 

prudential supervision. Placing consumer protection in the same central bank 

department as prudential supervision creates potential conflicts with the prudential 

supervisory roles, and a dedicated unit could instead be established. International 

experience shows that, if a supervisory agency adopts consumer protection as part 

of its mandate, business conduct supervision should be separated from prudential 

supervision and has adequate specialized staff and resources to perform its 

specialized responsibilities effectively in order to avoid conflicts of interest. 

 

For example in Portugal, a specialized Banking Conduct Supervision Department 

of the Central Bank of Portugal, separate from prudential supervision, is 

responsible not only for the regulation and supervision of the conduct of credit 

institutions in their dealings with customers, but also for the promotion of 

financial literacy.  

 Good Practice A.4   Other Institutional Arrangements 

a. The judicial system should ensure that the ultimate resolution of any 

dispute regarding a consumer protection matter in respect of a 

banking product or service is affordable, timely and professionally 

delivered. 

b. The media and consumer associations should play an active role in 

promoting banking consumer protection. 

Description     The judicial system provides a fair venue for enforcing the rules on consumer 

protection, but is expensive as a means of resolving individual consumer 

complaints. 

 

There are occasional articles in newspapers on consumer complaints regarding 

banks, mostly related to ATM fraud. 

 

The Tanzania Consumer Advocacy Society (TCAS) is a donor-funded non-

governmental organization established in 2007 with the objective of building a 

society of well-informed consumers empowered to change market terms. TCAS 

uses several channels to promote financial education. These include radio, TV talk 

shows, as well as print media. Drama programs have also been used, to 

commemorate the World Consumer Rights Day (15
th

 of March each year). Many 

press releases have been published dealing with various issues, including 

consumers’ rights with respect to financial services and products. TCAS started 

with 52 voluntary observers. Today membership stands at 587, including 152 

university students who have become ambassadors of consumer advocacy in their 

respective localities.  

Recommendation The government may consider the creation of a small claims court to handle small 

commercial disputes.  

 

The media should play an active role in promoting financial consumer protection. 

The BoT could consider organizing workshops and seminars for journalists on 

                                                 
6 Part II Article 5 of BAFIA, 2006. 
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financial consumer protection. In addition, the BoT could publish on its website a 

glossary of banking and financial terms that illustrates in a clear and 

comprehensive way all major banking products and financial services.  

 

Many financial regulators, including the UK and Malaysia,
7
 have specialized 

websites used for educational purposes. Proper media coverage of consumer 

mistreatment by financial institutions is an effective tool in promoting consumer 

protection through “naming and shaming.” However, it is important that 

journalists are educated and understand financial issues thoroughly in order to 

report information accurately and adequately. 

 Good Practice A.5   Licensing 

All banking institutions that provide financial services to consumers should 

be subject to a licensing and regulatory regime to ensure their financial safety 

and soundness and effective delivery of financial services. 

Description     The BoT is the regulator and supervisor of banks and financial institutions, and as 

such provides the license for these institutions to operate.
8
  

 

In reviewing the application for the license, the BoT takes into account the extent 

to which the intended lending policies, procedures and internal controls of the 

applicant are designed to promote sound financing of economic activities in 

underserved communities.
9
 It also takes into account whether the intended training 

and employment programs of the applicant are aimed at promoting 

professionalism in the financial sector.
10

  

 

The Banking and Financial Institutions (Licensing) Regulation, 2008 provides 

further provisions regarding the licensing of banks and financial institutions. The 

BoT reviews the history of the applicant to determine their reputation, experience 

in banking operations, financial soundness, and integrity and present business 

practices.
11

 In addition, the BoT takes into account whether the policies and 

internal controls of the applicant are designed to promote financial or economic 

activities in the rural sector, including rural-based industries, mining, and 

tourism.
12

   

 

Each applicant is required to indicate the financial products and services to be 

offered and how such products and services shall be beneficial to the country.
13

  

Financial institutions are required to exhibit their license in a public area of their 

principal place of business as well as display copies of the license in each one of 

their branches. 

Recommendation No recommendations.  

 

SECTION B 

DISCLOSURE AND SALES PRACTICES 

Good Practice B.1 Information on Customers 

a. When making a recommendation to a consumer, a bank should 

gather, file and record sufficient information from the consumer to 

enable the bank to render an appropriate product or service to that 

consumer. 

                                                 
7 http://www.bankinginfo.com.my/(Malaysia), http://www.moneyadviceservice.org.uk/ (UK). 
8 Part II Article 4, (1) of the BAFIA, 2006. 
9 Part III Article 9. (2), (a) of the BAFIA, 2006. 
10 Part III Article 9. (2), (b) of the BAFIA, 2006. 
11 Article 6. of the Banking and Financial Institutions (Licensing) Regulations, 2008.  
12 Article 9. of the Banking and Financial Institutions (Licensing) Regulations, 2008. 
13 Article 10. of the Banking and Financial Institutions (Licensing) Regulations, 2008. 

http://www.bankinginfo.com.my/(Malaysia)
https://www.moneyadviceservice.org.uk/
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b. The extent of information the bank gathers regarding a consumer 

should: 

(i) be commensurate with the nature and complexity of the 

product or service either being proposed to or sought by the 

consumer; and 

(ii) enable the bank to provide a professional service to the 

consumer in accordance with that consumer’s capacity 

Description The Anti-Money Laundering guidelines prescribe that the BoT has to ensure that 

banking institutions have sound policies and procedures on Know Your Customer 

(KYC), Customer Due Diligence (CDD), and Enhanced Due Diligence (EDD) for 

more risky customers and transactions. These are critical elements in anti-money 

laundering and effective tools in management of banking risks. 

Recommendation The gathering, filing and recording by a bank of customer information not only 

makes good business sense, but  is also a requirement in complying with Basel 

Core Principle 18 issued by the BIS and with the standards issued by the Financial 

Action Task Force (FATF) on money laundering and terrorist financing.  

 

The BoT should therefore prepare a draft regulation requiring all banks to gather 

adequate information regarding any customer for the purpose of ensuring that they 

are only offered products and services that are appropriate in their circumstances. 

That same regulation should also require each bank to gather such quantity and 

quality of information regarding a consumer as is commensurate with the nature 

and complexity of the product or service being proposed to—or being sought by—

the consumer,  which will enable the bank to provide a professional service to the 

consumer. 

Good Practice B.2 Affordability 

a. When a bank makes a recommendation regarding a product or 

service to a consumer, the product or service it offers to that 

consumer should be in line with the need of the consumer. 

b. The consumer should be given a range of options to choose from to 

meet his or her requirements. 

c. Sufficient information on the product or service should be provided 

to the consumer to enable him or her to select the most suitable and 

affordable product or service. 

d. When offering a new credit product or service significantly 

increasing the amount of debt assumed by the consumer, the 

consumer’s credit worthiness should be properly assessed. 

Description There is no legal or regulatory obligation for a bank to provide a range of options 

for consumers to choose from, nor is a bank obliged to provide enough 

information on any product or service in order to enable a consumer to select the 

most suitable product considering its cost.  

 

However, this Good Practice is generally applied by Tanzanian banks as they 

routinely assess a consumer’s credit worthiness before significantly increasing the 

amount of debt assumed by the consumer.           

Recommendation Questions of affordability should be dealt with in a future regulation that deals 

with the disclosure of information to customers of banks.  

 

Secondly, prior to having a consumer enter into a consumer credit agreement with 

it, a bank should be required to: 

a) ensure that its advertising, if any, in respect of the credit cautions the 

consumer against being an irresponsible borrower; 

b) obtain independently verifiable evidence of the consumer’s assets and 

liabilities in order to determine whether the consumer has the financial 

capacity to repay the principal of the credit and all accruing interest;  

c) go over each term of the agreement with the consumer so as to establish 
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to the bank’s reasonable satisfaction that the consumer understands and 

agrees with each term of the agreement, including the certain, likely and 

possible future implications of each term;  

d) explain to the consumer the potential risks that may accrue to him or her 

in respect of future interest rate adjustments, if any;  

e) set forth why, when and on what basis, a floating interest rate may adjust, 

with reference to an objective and widely-publicized reference point and 

with a stated cap for each adjustment (either upward or downward), as 

well as a stated total cap (upward or downward) over the entire term of 

the credit;     

f) ensure that the agreement is written in plain language and in a font size 

and spacing that readily facilitates the reading of every word;  and 

g) afford its consumer ample opportunity to read, reflect and comment upon 

each term of the agreement before signing it. 

 

The following may be useful references in this regard: the EU Directive on Unfair 

Terms in Consumer Contracts 1993/13/EEC and the EU Directive on Credit 

Agreements for Consumers, 2008/48/EC, as well as the Peruvian Regulation 

6941-2008 (Rules for administration of over-indebtedness risk of retail debtors) to 

ensure that consumers do not use easy access to credit to become over-indebted.  

Good Practice B.3 Cooling-off Period 

a. For financial products or services with a long-term savings 

component, a bank should provide the consumer a cooling-off period 

of a reasonable number of days (at least 3-5 business days) 

immediately following the signing of any agreement between the 

bank and the consumer. 

b. On his or her written notice to the bank during the cooling-off 

period, the consumer should be permitted to cancel or treat the 

agreement as null and void without penalty to the consumer of any 

kind. 

Description There are no laws and regulations that provide the possibility for the consumer to 

have a cooling-off period following the signing of any agreement with a bank. 

Recommendation Unless explicitly waived in advance by a consumer in writing, banks should be 

required to provide their consumers a cooling-off period
14

 of a reasonable number 

of days (say, three to five business days) immediately following the signing of any 

loan agreement, during which consumers may, on written notice to the bank and 

the repayment of all outstanding principal, treat the agreement as null and void 

without any penalty. 

 

This is particularly important for financial products or services with a long-term 

savings component–or those subject to high pressure sales practices. Borrowers 

tend to rush into financial arrangements with their banks that provide seemingly 

attractive terms or returns without the benefit of shopping around. This is 

especially serious in countries where the terms of services and products are not 

readily available or cannot be compared. For banking products and services that 

involve market risk, a consumer who cancels the contract during the cooling-off 

period should be required to compensate the bank for any processing fees.  

Good Practice B.4 Bundling
15

 and Tying
16

 Clauses 

                                                 
14 For a description of cooling-off periods in several EU Member States, see the EC’s Discussion Paper for the 

amendment of the Directive 87/102/EEC concerning consumer credit.  
15 Bundling occurs when two or more products are sold together in a package, although each of the products can also be 

purchased separately on the market. Firms bundle for several reasons (including economies of scope, price 

discrimination, demand management or leverage of market power into other market segments). Bundling is not per se 

anti-competitive and it can even have positive effects on the consumer (if the price of bundled services is lower than for 

unbundled ones, and if convenience is increased). However, bundling has the potential to render price comparisons 
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a. As much as possible, banks should avoid bundling services and 

products and the use of tying clauses in contracts that restrict the 

choice of consumers. 

b. In particular, whenever a borrower is obliged by a bank to purchase 

any product, including an insurance policy, as a pre-condition for 

receiving a loan from the bank, the borrower should be free to 

choose the provider of the product and this information should be 

made known to the borrower. 

Description There are no regulations in Tanzania that provide rules for banks regarding tying 

and bundling. Reportedly, there are only few cases where banks offer insurance 

products together with banking products. Consumers are free to choose the 

provider of supplemental products and services.   

Recommendation The BoT should consider introducing provisions that prohibit banks from 

imposing undue pressure on, or coerce a person to obtain a product or service 

from a particular institution (including the bank and any of its affiliates) as a 

condition for obtaining another product or service from the bank.   

 

Also, in cases of preferential pricing of bundled products, banks should be 

required to disclose all information regarding these offers. 

Good Practice B.5 Preservation of Rights 

Except where permitted by applicable legislation, in any communication or 

agreement with a consumer, a bank should not exclude or restrict, or seek to 

exclude or restrict: 

(i) any duty to act with skill, care and diligence toward the consumer in 

connection with the provision by the bank of any financial service or 

product; or 

(ii) any liability arising from the bank’s failure to exercise its duty to act 

with skill, care and diligence in the provision of any financial service 

or product to the consumer 

Description There are no statutory provisions regarding preservation of rights.  

Recommendation These matters should be considered as part of forthcoming amendments to the 

BAFIA.  In this respect, the amendments should ensure that: 

 

1. a bank must act with skill, care and diligence toward consumers in connection 

with its provision of any service or product to consumers;  

2. appropriate liability is incurred by a bank that fails to do so; and 

3. in any of its communications or agreements with consumers, a bank is 

prohibited from excluding or restricting, or from seeking to exclude or 

restrict: 

a) its obligation to act with skill, care and diligence toward consumers in 

connection with its provision of any service or product; or 

b) any liability arising from its failure to exercise its duty to act with skill, 

care and diligence in the provision of any service or product to 

consumers.    

Good Practice B.6 Regulatory Status Disclosure  

In all of its advertising, whether by print, television, radio or otherwise, a 

bank should disclose the fact that it is a regulated entity and the name and 

                                                                                                                                                 
impossible, thus hindering competition. Also customers may be forced to accept services and products they do not need 

and, thus, to incur unnecessary fees and other costs associated with maintaining the bundled product or service.  
16 Tying occurs when two or more products are sold together in a package and at least one of these products is not sold 

separately. Product tying in retail banking may weaken competition. First, tying raises costs and therefore is likely to 

reduce customer mobility. Second, by binding customers into buying several products from the same bank, tying is 

likely to discourage the entry of new players and growth of smaller players. Third, by introducing additional and 

perhaps unnecessary products into the transaction, tying reduces price transparency and comparability among 

providers. 
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contact details of the regulator. 

Description There are no statutory provisions that banks should disclose the name and contact 

details of the regulator.  

 

The BAFIA prescribes restrictions on use of the word “bank”. Unless licensed as a 

bank or financial institution, no person shall use the word “bank” or any of its 

derivatives in any language or any other word indicating the transaction of 

banking business, in the name, description or title under which such person is 

doing business in Tanzania, or make or continue to make any representation to 

such effect in any letter, paper, notice, advertisement or in any other manner 

whatsoever for the purpose of doing business in Tanzania. 

Recommendation Consideration should be given to require all banks and financial institutions 

licensed to do banking business to disclose in all of their advertisements (whether 

by print, television, radio or otherwise) that they are regulated entities, as well as 

the name and contact details of the BoT. 

Good Practice B.7 Terms and Conditions 

a. Before a consumer opens a deposit, current (checking) or loan 

account at a bank, the bank should make available to the consumer a 

written copy of its general terms and conditions, as well as all terms 

and conditions that apply to the account to be opened. Collectively, 

these Terms and Conditions should include: 

i. disclosure of details of the bank’s general charges; 

ii. a summary of the bank’s complaints procedures; 

iii. a statement regarding the existence of the office of banking 

ombudsman or equivalent institution and basic information 

relating to its process and procedures; 

iv. information about any compensation scheme that the bank is 

a member of; 

v. an outline of the action and remedies which the bank may 

take in the event of a default by the consumer; 

vi. the principles-based code of conduct, if any, referred to in 

A.2 above; 

vii. information on the methods of computing interest rates paid 

by or charged to the consumer, any relevant non-interest 

charges or fees related to the product offered to the 

consumer; 

viii. any service charges to be paid by the consumer, restrictions, 

if any, on account transfers by the consumer, and the 

procedures for closing an account; and 

ix. clear rules on the reporting procedures that the consumer 

should follow in the case of unauthorized transactions in 

general, and stolen cards in particular, as well as the bank’s 

liability in such cases.   

b.     The Terms and Conditions should be written in plain language and 

in a font size and spacing that facilitates the reading of every word. 

Description Article 49 of the BAFIA regulates fair lending and collection practices. This 

article prescribes that a borrower of a bank or financial institution will be 

permitted to make partial or total prepayment on a loan or advance. Also, any 

penalty for prepayment will be incorporated in the contract. Any term stipulated in 

a contract purporting to grant to any bank or financial institution authority to 

introduce unilateral modifications to interest rates or other loan conditions shall be 

null and void. Finally, this article stipulates that a loan contract may establish an 

indexed interest rate designed to vary in line with a reference rate as published by 

the Bank. 

 

In addition, there is a lack of transparency on pricing of financial products and 
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services. The BAFIA provides the definition of Effective Interest Rate
17

, but it is 

not implemented in practice. No official standard formula exists for comparing 

credit product prices, such as an effective interest rate (EIR) or an annual 

percentage rate (APR), and there are no disclosure obligations for additional costs 

such as administrative fees or insurance costs. This prevents consumers from 

comparing different credit products that are available to them. 

 

Most of the banks publish their terms and conditions only in English.  

  

Article 36 of the FCA requires that whenever the terms and conditions governing 

consumer transactions are to be included, whether wholly or in part, in a standard 

form contract, the terms and conditions shall be registered with the FCC in 

accordance with the regulations under this act. The FCC is currently working on a 

draft Standard Form (Consumer) Contracts Regulations. The implication of 

introducing this standard form regulation would be that only registered and 

approved consumer terms and conditions would be valid. Not registering would 

represent an offence against the FCA and the FCC would have the authority to 

issue a compliance order against the offender.    

Recommendation There should be a comprehensive disclosure regime applied to banking products 

and services. The new regime should, at a minimum, require transparent, clear, 

and comparable disclosure of key terms and conditions, applicable interest rates, 

fees and charges, a standard method for calculation of interest, regular account 

statements, a minimum 10 point font for complex disclosures, and clear and 

comprehensible language. Terms and conditions should not only be available in 

English but also in Swahili, which is widely used by the local population.  

 

The terms and conditions should be easily accessible for consumers (e.g., via 

banks’ websites). 

 

In addition, banks should be required to disclose the price of financial products to 

consumers that includes all costs and is comparable across institutions. Financial 

institutions should be required to disclose an effective interest rate or APR and to 

use that percentage in all advertising, marketing, and sales materials. A future BoT 

regulation or guideline should specify a standard methodology to be applied by all 

banks and other financial institutions and the BoT should then monitor compliance 

in using it across all credit providers. Effective deposit interest rates should be also 

calculated with a formula defined by the BoT. 

Good Practice B.8 Key Facts Statement 

a. A bank should have a summary statement, such as a Key Facts 

Statement, for each of its accounts, types of loans or other products 

or services and provide these to its customers and potential 

customers. 

b. The summary statement should be written in plain language and 

summarize in a page or two the key terms and conditions of the 

specific banking product or service. 

c. Prior to a consumer opening any account at, or signing any loan 

agreement with, the bank, the consumer should have delivered a 

signed statement to the bank to the effect that he or she has duly 

received, read and understood the relevant summary Statement from 

the bank. 

d. Summary statements throughout the banking sector should be 

                                                 
17 “effective interest rate” means the true cost of funds for a borrower from a bank or financial institution which may 

be higher, equal to or lower than the nominal interest rate depending on the method used to calculate the amount of 

interest due or accrued 
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written in such a way as to allow consumers the possibility of easily 

comparing products that are being offered by a range of banks. 

Description There is no regulation requiring banks to provide summary statements for their 

accounts, loans, or other products and services to their current and potential 

customers. 

 

Of special concern is the need to provide basic information to consumers in a 

language widely used by various local populations. In Tanzania, although Swahili 

is spoken by a majority of the population, little written banking information is 

available in any language other than English. 

Recommendation A regulation should be introduced to require banks to provide consumers with 

simple, easily read, readily understandable and comparable Key Facts 

Statements
18

 for each product or service they offer. These Statements need to 

describe concisely (on no more than a page) the total cost of each product being 

offered, loans in particular, and the main terms and conditions of the product, 

including, for example, any requirement for compulsory insurance. And, prior to a 

consumer opening any account at, or signing any loan agreement with, a bank, the 

consumer should have delivered a signed statement to the bank to the effect that 

he or she has duly received a copy of the relevant Key Facts Statement from the 

bank. 

 

The BoT should determine what information should be included in any Key Facts 

Statement, including formulas and key terminology, as well as the format these 

need to take in order to ensure comparability in terms of price and other factors 

among different banks. For example, there should be explicit BoT instructions as 

to how interest rates and monthly minimum balances must be calculated and 

presented.  

 

A Key Facts Statement should also be required for all other products offered by 

banks, including savings accounts. Loan officers and other staff at all bank 

branches should be able to explain such information to all potential and actual 

customers, including those who are illiterate. Each key facts statement should 

clearly indicate all fees and charges related to a financial product or service, as 

well as the mechanisms for recourse available to the consumer in the event of any 

complaint. 

 

Coupled with an extensive consultation with Tanzania’s banking industry, these 

measures would undoubtedly benefit from consumer pre-testing of the formats 

created by the BoT in order to ensure that they are useful and understandable in 

practice. Consumer testing is a powerful step to achieving regulatory 

effectiveness. Such standard formats should also be published in the BoT’s 

website, the media and other channels in order to increase public awareness. 

 

Key Fact Statements should be also available in Swahili. When consumers are 

                                                 
18 A Key Facts Statement should provide consumers with simple and standard disclosure of key contractual information 

of a banking product or service, contributing to consumers’ better understanding of the product or service. Key Facts 

Statements should also allow consumers to compare offers provided by different banks before they purchase a banking 

product or service and provide a useful summary for later reference during the life of the banking product or service. 

For credit products, Key Facts Statements would constitute an efficient way to inform consumers about their basic 

rights, the credit reporting systems and the existing possibilities for disputing information. There are several examples 

of Key Facts Statements, such as the UK FSA’s initial disclosure documents applicable to housing credit products, the 

EU‟s Standard European Consumer Credit Information (SECCI) form, the US Truth in Lending Act’s "Schumer Box" 

for credit cards, Peru’s “Hoja Resumen” (Summary Sheet), South Africa's Pre-Agreement Statement & Quotation for 

Small Credit Agreements, Ghana's Pre-Agreement Truth in Lending Disclosure Statement. 
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illiterate, financial institution staff should be required to read the text to 

prospective customers or at least to provide the text to community leaders or 

promoters.   

Good Practice B.9 Advertising and Sales Materials 

a. Banks should ensure that their advertising and sales materials and 

procedures do not mislead customers. 

b. All advertising and sales materials of banks should be easily readable 

and understandable by the general public. 

c. Banks  should be legally responsible for all statements made in their 

advertising and sales materials (i.e. be subject to the penalties under 

the law for making any false or misleading statements) 

Description  Article 22 of the FCA (Bait advertising) requires banks and financial institutions 

to provide viable and justifiable offers to their potential clients when advertising 

banking products and financial services. 

 

Also, once an institution has advertised a service at a specified price and 

condition, it will have to offer and conclude the contract at that price and 

condition.  

 

If banks commit an offence against FCA and its provisions, the FCC can take 

measures against the bank. 

Recommendation The provisions of the FCA are very broad. A BoT regulation should be considered 

to require that appropriate information is provided at all stages of the relationship 

with the customer. All financial promotional material should be accurate, honest, 

understandable and not misleading. Standardized pre-contractual disclosure 

practices (e.g., forms) should be adopted where applicable, and in a way that 

allows comparisons between products and services of the same nature. Specific 

disclosure mechanisms, including possible warnings, should be developed to 

provide information commensurate with complex and risky products and services. 

Whenever possible, consumer research should be conducted to help determine and 

improve the effectiveness of disclosure requirements. 

 

When advertising interest rates and fees the banks should also clearly disclose the 

effective interest rate and present it in a standard form. 

Good Practice B.10 Third-Party Guarantees  

A bank should not advertise either an actual or future deposit or interest rate 

payable on a deposit as being guaranteed or partially guaranteed unless there 

is a legally enforceable agreement between the bank and a third party who or 

which has provided such a guarantee. In the event such an agreement exists, 

the advertisement should state: 

(i) the extent of the guarantee;  

(ii) the name and contact details of the party providing the guarantee; 

and 

(iii) in the event the party providing the guarantee is in any way 

connected to the bank, the precise nature of that relationship. 

Description  The BAFIA prescribes that no bank or financial institution may indicate that its 

deposits are insured or use any reference to the Fund in its ‘signage’ or business 

literature or otherwise, except as specifically permitted by the Deposit Insurance 

Board.
19

 

Recommendation Banks cannot advertise without the consent from the Deposit Insurance Board that 

the deposits are insured. However, the aforementioned rule only applies to 

insurance of deposits while this Good Practice should be viewed much broader. 

The word “guarantee” can be a persuasive element when it comes to “returns” on 

                                                 
19 Article 40 (3) of the BAFIA, 2006. 
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investment, such as fixed-term savings accounts. There is a tendency, however, 

for the term to be used loosely. Furthermore, the actual terms of a guarantee can 

be difficult for the average customer to understand. Thus, advertisements should 

ensure that any third-party guarantee is clearly disclosed to the public so as to 

enable consumers to make an informed decision about the usefulness or relevance 

of the guarantee.  

 

Consideration should be given to having a future BoT regulation which would 

cover all aspects of this Good Practice in the event that any bank seeks to 

advertise the fact that payment of interest on a consumer’s deposit is guaranteed 

by a third party. 

Good Practice B.11. Professional Competence 

a. In order to avoid any misrepresentation of fact to a consumer, any 

bank staff member who deals directly with consumers, or who 

prepares bank advertisements (or other materials of the bank for 

external distribution), or who markets any service or product of the 

bank should be familiar with the legislative, regulatory and code of 

conduct guidance requirements relevant to his or her work, as well 

as with the details of any product or service of the bank which he or 

she sells or promotes. 

b. Regulators and associations of banks should collaborate to establish 

and administer minimum competency requirements for any bank 

staff member who: (i) deals directly with consumers, (ii) prepares 

any Key Facts Statement or any advertisement for the bank, or (iii) 

markets the bank’s services and products. 

Description The issue of professional competence is mostly regulated in the Banking and 

Financial (Licensing) Regulation, stating that every bank and financial institution 

must have qualified staff when applying for a license. The BoT makes an 

assessment of the proposed board and senior management team members 

regarding their formal education, professional qualifications, work experience, 

reputation, criminal record and conflict of interest. Every bank and financial 

institution must submit a training plan for imparting banking skills and expertise 

to staff indicating a specific time frame. Promoters are required to disclose how 

the proposed bank or financial institution will develop the professional and 

technical skills of their staff and how Tanzanian nationals will be employed, 

trained and occupy positions of senior or managerial ranks in the institution.
20

  

Recommendation No recommendations. 

 

SECTION C 

 

 

CUSTOMER ACCOUNT HANDLING AND MAINTENANCE 

Good Practice C.1 Statements 

a. Unless a bank receives a customer’s prior signed authorization to the 

contrary, the bank should issue, and provide the customer free of 

charge, a monthly statement of every account the bank operates for 

the customer. 

b. Each such statement should: (i) set out all transactions concerning 

the account during the period covered by the statement; and (ii) 

provide details of the interest rate(s) applied to the account during 

the period covered by the statement. 

c. Each credit card statement should set out the minimum payment 

required and the total interest cost that will accrue, if the cardholder 

makes only the required minimum payment. 

d. Each mortgage or other loan account statement should clearly 

                                                 
20 Article 11 of the Banking and Financial (Licensing) Regulations. 
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indicate the amount paid during the period covered by the statement, 

the total outstanding amount still owing, the allocation of payment to 

the principal and interest and, if applicable, the up-to-date accrual of 

taxes paid. 

e. A bank should notify a customer of long periods of inactivity of any 

account of the customer and provide a reasonable final notice in 

writing to the customer if the funds are to be treated as unclaimed 

money. 

f. When a customer signs up for paperless statements, such statements 

should be in an easy-to-read and readily understandable format. 

Description The banks are not obliged by law or regulation to issue and provide their 

customers with a monthly statement of every account they operate for the 

customer free of charge. However, in practice most banks voluntary provide such 

a statement on a monthly basis. There are no regulations regarding mortgages and 

repayment schedules. 

 

Article 47 (abandoned property) of the BAFIA presumes accounts to be 

abandoned if, within fifteen years of the date of deposit, payment of funds or 

issuance of instruments, as the case may be, the owner has not: 

(a) increased or decreased the amount of the deposit or funds or presented the 

passbook or other record for the crediting of interest or dividends in respect of the 

matters set forth in paragraphs (a) and (b); 

(b) corresponded in writing with the bank or financial institution concerning the 

matters; or  

(c) otherwise indicated an interest in the items as evidenced by a memorandum 

written by the bank or financial institution concerning the matters. 

Recommendation Statements from a bank should be regarded by the bank and customer alike as the 

most valid record and evidence of all of the customer’s transactions. To this effect, 

statements need to be self-explanatory and clear. They should allow the customer 

to comprehend the financial consequences of the "number" in the statement and 

take necessary action based on it. This is particularly important in the case of any 

statements that carry financial charges, penalty interest, or serious consequences 

of default or delayed payment.  

 

With access to the internet and telephone banking, some customers may opt to 

receive statements on a quarterly basis. The choice should be left to the customers. 

Also, when customers choose paperless statements, access to the statements, their 

format and details should be a fair substitute for paper statements. 

 

It should be considered to amend the Banking and Financial Institutions 

(Mortgage Finance) Regulation, 2011 in order to implement this Good Practice. 

The amendment should require banks to clearly indicate the amount paid during 

the period covered by the statement, the total outstanding amount still owed, the 

allocation of payment to the principal and interest and, if applicable, the up-to-date 

accrual of taxes paid. 

Good Practice C.2 Notification of Changes in Interest Rates and Non-interest Charges 

a. A customer of a bank should be notified in writing by the bank of 

any change in: 

(i) The interest rate to be paid or charged on any account of the 

customer as soon as possible; and 

(ii) A non-interest charge on any account of the customer a 

reasonable period in advance of the effective date of the change. 

b. If the revised terms are not acceptable to the customer, he or she 

should have the right to exit the contract without penalty, provided 

such right is exercised within a reasonable period. 

c. The bank should inform the customer of the foregoing right 
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whenever a notice of change under paragraph a. is made by the 

bank. 

Description Article 49 of the BAFIA (Fair lending and collection practices) prescribes that any 

term stipulated in a contract granting any bank or financial institution authority to 

introduce unilateral modifications to interest rates or other loan conditions shall be 

null and void. 

 

The same article prescribes that a loan contract may establish an indexed interest 

rate designed to vary in line with a reference rate as published by the BoT. 

 

There is no regulation regarding the right of the customer to exit a contract 

without penalties if he or she does not agree with the changes. 

Recommendation Banks should be required by means of an amendment of the BAFIA or a new 

regulation to notify a customer in writing of any change in the interest rate to be 

paid or charged on any account of the customer as soon as possible. Also, 

customers should be notified of any non-interest charge on any account of the 

customer in a reasonable period in advance of the effective date of the change. In 

the process, a provision should be included to the effect that no penalty is 

permitted when a customer decides to exit his or her loan agreement within a 

reasonable period after receiving notice of a change in interest or other charges. 

And banks should be required to inform their customers of this right as an integral 

part of the bank’s notice of change.    

Good Practice C.3 Customer Records 

a. A bank should maintain up-to-date records in respect of each customer 

of the bank that contain the following: 

(i) a copy of all documents required to identify the customer 

and provide the customer’s profile; 

(ii) the customer’s address, telephone number and all other 

customer contact details; 

(iii) any information or document in connection with the 

customer that has been prepared in compliance with any 

statute, regulation or code of conduct; 

(iv) details of all products and services provided by the bank to 

the customer;  

(v) a copy of correspondence from the customer to the bank and 

vice-versa and details of any other information provided to 

the customer in relation to any product or service offered or 

provided to the customer; 

(vi) all documents and applications of the bank completed, 

signed and submitted to the bank by the customer; 

(vii) a copy of all original documents submitted by the customer 

in support of an application by the customer for the 

provision of a product or service by the bank; and 

(viii) any other relevant information concerning the customer. 

 

b. A law or regulation should provide the minimum permissible period for 

retaining all such records and, throughout this period, the customer 

should be provided ready access to all such records free of charge or for 

a reasonable fee. 

Description The Anti-Money Laundering Law, 2006 and the Anti-Money Regulation, 2012 

regulate the maintenance of customer records. The minimum period for retaining 

records is 5 years. 

Recommendation No recommendations. 

Good Practice C.4 Paper and Electronic Checks 

a. The law and code of conduct should provide for clear rules on the 



 

 18 

issuance and clearing of paper checks that include, among other 

things, rules on:  

(i) checks drawn on an account that has insufficient funds; 

(ii) the consequences of issuing a check without sufficient funds; 

(iii) the duration within which funds of a cleared check should be 

credited into the customer’s account; 

(iv) the procedures on countermanding or stopping payment on 

a check by a customer;  

(v) charges by a bank on the issuance and clearance of checks; 

(vi) liability of the parties in the case of check fraud; and  

(vii) error resolution 

b. A customer should be told of the consequences of issuing a paper 

check without sufficient funds at the time the customer opens a 

checking account. 

c. A bank should provide the customer with clear, easily accessible and 

understandable information regarding electronic checks, as well the 

cost of using them. 

d. In respect of electronic or credit card checks , a bank should inform 

each customer in particular: 

(i) how the use of a credit card check differs from the use of a 

credit card;  

(ii) of the interest rate that applies and whether this differs from 

the rate charged for credit card purchases; 

(iii) when interest is charged and whether there is an interest 

free period, and if so, for how long; 

(iv) whether additional fees or charges apply and, if so, on what 

basis and to what extent; and  

(v) whether the protection afforded to the customer making a 

purchase using a credit card check differs from that 

afforded when using a credit card and, if so, the specific 

differences. 

e. Credit card checks should not be sent to a consumer without the 

consumer’s prior written consent. 

f. There should be clear rules on procedures for dealing with 

authentication, error resolution and cases of fraud. 

Description The Bills of Exchange Act, Cap 215 regulates the issuance and clearance of 

checks. The BoT also issued Paper Instruments Standards that regulate paper 

checks. These standards specify the requirements for the design of paper 

instruments (checks) used for inter-bank payment in local currency between banks 

in Tanzania. They have been developed to facilitate the automation of the clearing 

process of paper instruments.
21

 

 

Under the Penal Code, check fraud is a criminal offence.
22

 It prescribes that any 

person who, with intent to defraud, obliterates, adds to, or alters the crossing on a 

check or knowingly utters a crossed check, the crossing on which has been 

obliterated, added to or altered, is guilty of a felony, and is liable to imprisonment 

for seven years. 

Recommendation No recommendations. 

Good Practice C.5 Credit Cards 

a. There should be legal rules on the issuance of credit cards and 

related customer disclosure requirements. 

                                                 
21 Tanzania Bankers Clearing House, Paper Instrument Standards, Directorate of National Payment Systems, BoT, 

October 1999. 
22 Article 345 of the Penal Code  1981. 
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b. Banks, as credit card issuers, should ensure that personalized 

disclosure requirements are made in all credit card offers, including 

the fees and charges (including finance charges), credit limit, penalty 

interest rates and method of calculating the minimum monthly 

payment  

c. Banks should not be permitted to impose charges or fees on pre-

approved credit cards that have not been accepted by the customer. 

d.  Consumers should be given personalized minimum payment 

warnings on each monthly statement and the total interest costs that 

will accrue if the cardholder makes only the requested minimum 

payment. 

e. Among other things, the legal rules should also: 

(i) restrict or impose conditions on the issuance and marketing 

of credit cards to young adults who have no independent 

means of income;  

(ii) require reasonable notice of changes in fees and interest 

rates increase;  

(iii) prevent the application of new higher penalty interest rates 

to the entire existing balance, including past purchases made 

at a lower interest rate; 

(iv) limit fees that can be imposed, such as those charged when 

consumers exceed their credit limits;  

(v) prohibit a practice called ―double-cycle billing‖ by which 

card issuers charge interest over two billing cycles rather 

than one;  

(vi) prevent credit card issuers from allocating monthly 

payments in ways that maximize interest charges to 

consumers; and  

(vii) limit up-front fees charged on sub-prime credit cards issued 

to individuals with bad credit. 

f. There should be clear rules on error resolution, reporting of 

unauthorized transactions and of stolen cards, with the ensuing 

liability of the customer being made clear to the customer prior to his 

or her acceptance of the credit card. 

g. Banks and issuers should conduct consumer awareness programs on 

the misuse of credit cards, credit card over- indebtedness and 

prevention of fraud. 

Description There are no laws and regulations that regulate credit cards. There are Guidelines 

on the introduction and operation of auditable card based electronic money 

schemes in Tanzania. The purpose of these guidelines is to address what are 

considered to be the key strategic and operational issues essential for any 

institution considering providing e-money schemes based on payment card 

products in Tanzania. 

 

However, these are only guidelines and are therefore difficult to enforce.  

 

The BoT has been working on a new draft National Payments System Act. The 

draft is currently being finalized and will regulate credit cards in greater detail. 

Recommendation It should be considered to reflect this Good Practice in the draft National 

Payments System Act.  

 

It is worth noting that credit cards have become the common payment mechanism 

and are replacing hard currency in many countries. The credit card industry has 

also been in the limelight for its harmful practices, lack of transparency and of 

disclosure of terms and conditions of credit card accounts. This is a particular 

problem in countries with low rates of savings and high consumer spending. The 
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recent measures taken by many countries to update the rules applicable to credit 

cards clearly indicate the importance of consumer protection in these respects. 

 

Consumers should get key information about credit card terms in a clear and 

visible format and at a time when it is most useful to them. Anyone under 21 

should get an adult to co-sign on the account if he or she wants to open his or her 

own credit card account or show proof that he or she has his or her own 

independent means to repay the card debt. Billing methods and information 

disclosed in the monthly statement should be clear and help customers to make 

informed choices on their indebtedness. 

 

The increasing use of credit cards over the internet and outside the issuers’ 

jurisdiction increases the incidence of stolen cards and fraud. As a consequence, 

improving consumer awareness and knowledge of these problems is important. 

The BoT should create a public awareness program for credit card fraud and 

organize workshops with banks and financial institutions in order to see what are 

the current issues in credit card fraud. 

Good Practice C.6 Internet Banking and Mobile Phone Banking
23

 

a. The provision of internet banking and mobile phone banking (m-

banking) should be supported by a sound legal and regulatory 

framework.  

b. Regulators should ensure that banks or financial service providers 

providing internet and m-banking have in place a security program 

that ensures:  

(i) data privacy, confidentiality and data integrity;  

(ii) authentication, identification of counterparties and access 

control;  

(iii) non-repudiation of transactions;  

(iv) a business continuity plan; and  

(v) the provision of sufficient notice when services are not 

available. 

c. Banks should also implement an oversight program to monitor third-

party control conditions and performance, especially when agents 

are used for carrying out m-banking.  

d. A customer should be informed by the bank whether fees or charges 

apply for internet or m-banking and, if so, on what basis and how 

much.  

e. There should be clear rules on the procedures for error resolution 

and fraud.  

f. Authorities should encourage banks and service providers to 

undertake measures to increase consumer awareness regarding 

internet and m-banking transactions. 

Description There are currently no regulations that have provisions regarding internet banking 

and mobile phone banking. Although, as in the case of credit cards, the Guidelines 

on introduction and operation of auditable card based electronic money schemes 

in Tanzania as well the Electronic Payment Scheme Guidelines, 2007 apply. The 

recent Guidelines on Agent Banking Institutions, 2013 prescribe that an approved 

                                                 
23 “Internet banking” is defined as banking services that customers may access via the Internet. The access to the 

Internet could be through a computer, mobile phone (“mobile phone banking”), or any other suitable device. Payment 

services that are only initiated via the internet using a mobile phone (e.g. by a mobile banking application using an app 

on a smart phone) are not considered to be mobile payments; instead they are categorized as internet payments. This 

interpretation is consistent with the view of the Committee on Payment and Settlement Systems (CPSS) of the Bank for 

International Settlements (BIS), who is the relevant standard setting body on payment and settlement systems. 

However, for practical reasons and due to the importance of mobile money in the country, Good Practice C.6 is 

intended here as also covering mobile payments and, to some extent, e-money. 
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banking institution offering agent banking services shall put in place a proper 

complaints redress system capable of efficiently and quickly redressing customer 

complaints. 

 

There is a draft Mobile Payment Regulation awaiting the Finance Minister’s 

approval and issuance. The draft regulation prescribes that consumers should be 

protected by setting minimum standards for consumer protection and risk 

management for the services to be provided.
24

 Furthermore, it is prescribed that 

mobile payment service schemes should be operated on a fair and equitable basis, 

without hindering innovation and while safeguarding public interest in retail 

payment schemes.
25

  

 

The draft includes a special section on consumer protection.
26

 This section 

requires mobile payment service providers to prepare fair terms and conditions for 

the customers. These terms and conditions must be transparent and easily 

available to the users. There should be a redress mechanism under the mobile 

payment service scheme. Finally, the pricing of the cost of services offered has to 

be published and transparent to the public.
27

 

 

Innovations in payment systems have enabled the use of mobile phone devices to 

facilitate payment services offered by banks and non-bank institutions in 

Tanzania. The latter include mobile network operators such as Vodacom, Airtel, 

Tigo, and Zantel.  These mobile phone financial services are grouped into two 

major categories: mobile banking and mobile payments. Mobile banking is mobile 

phone payment services offered by banks as an additive service to their customers 

while mobile payments are primarily offered by non-banks (Mobile Network 

Operators—MNOs) to the banked and unbanked population. 

 

Mobile payment usage in Tanzania has had a significant impact in facilitating 

access to financial services, particularly payment services (person-to-person), to 

the majority of the population that is unbanked or under-banked. Payment services 

were first introduced in 2008 with one player Vodacom Ltd and their M-Pesa 

product. Later on, three other players entered the market: Airtel (Airtel Money), 

Tigo (Tigo Pesa), and Zantel (Ezy-Pesa).  

 

The success of these services depends on the deployment of agents for cash-in and 

cash-out operations. By the end of 2011, the total number of country wide agents 

in the mobile payment services network reached over 100,000. It is worth noting 

that the BoT required MNOs not to enter into exclusive agreements with agents. 

This enabled ubiquity of the agent network and widened the outreach of the 

service to the majority of the population. Subscribers of the mobile phone 

payment services have significantly increased from 112,000 in 2008 to 21.2 

million by the end of 2011.  

Recommendation Increased use of alternative delivery channels such as mobile payments allow 

Tanzanians to access the formal financial system from which they are otherwise 

excluded. Financial services delivered via mobile phones have filled a critical 

need for consumers, but also raise important issues around consumer protection. 

Further priority actions should focus on the establishment of (i) minimum 

standards for internal dispute resolution channels and procedures and (ii) 

disclosure of information. 

                                                 
24 Article 4. 3) of the draft Mobile Payment Regulation. 
25 Article 4, 6) of the draft Mobile Payment Regulation. 
26 Part IX (Consumer Protection) of the draft Mobile Payment Regulation. 
27 Article 30 of the draft Mobile Payment Regulation. 
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The issuance of specific regulations on mobile money—as currently underway—is 

now a matter of relative urgency, not only to provide a level-playing field between 

bank- and nonbank-based branchless banking that encourages healthy 

competition, but also to set minimum operational and conduct standards that 

protect customers, particularly low-income consumers. 

 

In addition, consumer protection should be ensured through further rules that: 

a) limit system-wide and other risks that could undermine confidence in the 

national payments system;  

b) encourage institutions to educate customers about their rights and 

responsibilities and how to protect their own privacy on the Internet and 

when using mobile phones; and  

c) encourage the development of effective, low risk, low cost and 

convenient payment and financial services to customers through the 

internet and by utilizing mobile phone banking. 

 

More specifically, it will be important to set further detailed rules regarding (i) 

minimum standards for internal dispute resolution channels and procedures and 

(ii) effective disclosure in agent operations, including requiring price disclosure at 

agent premises, prohibiting agents to charge fees other than those disclosed by the 

provider, prohibiting agents to condition the delivery of the financial service to the 

purchase of products or services in its establishment and requiring disclosure of 

the agent’s regulatory status (an intermediary between the regulated service 

provider and the client). 

Good Practice C.7 Electronic Fund Transfers and Remittances 

a. There should be clear rules on the rights, liabilities and 

responsibilities of the parties involved in any electronic fund 

transfer. 

b. Banks should provide information to consumers on prices and 

service features of electronic fund transfers and remittances in easily 

accessible and understandable forms. As far as possible, this 

information should include:  

(i) the total price (e.g. fees for the sender and the receiver, 

foreign exchange rates and other costs); 

(ii) the time it will take the funds to reach the receiver; 

(iii) the locations of the access points for sender and receiver; 

and 

(iv) the terms and conditions of electronic fund transfer services 

that apply to the customer. 

c. To ensure transparency, it should be made clear to the sender if the 

price or other aspects of the service vary according to different 

circumstances, and the bank should disclose this information without 

imposing any requirements on the consumer. 

d. A bank that sends or receives an electronic fund transfer or 

remittance should document all essential information regarding the 

transfer and make this available to the customer who sends or 

receives the transfer or remittance without charge and on demand. 

e. There should be clear, publicly available and easily applicable 

procedures in cases of errors and frauds in respect of electronic fund 

transfers and remittances  

f. A customer should be informed of the terms and condition of the use 

of credit/debit cards outside the country including the foreign 

transaction fees and foreign exchange rates that may be applicable. 

Description Remittance services are twofold: domestic and cross-border.  
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Inflows of international remittances have been increasing over time, both in terms 

of volume and value, from less than 100,000 transactions in 2006 to 650,000 

transactions in 2011 (see chart below). Transaction value increased from USD 50 

million to USD 325 million by the end of 2011. 

 

 
 

Legal issues that are yet to be addressed include the legal recognition of electronic 

transactions, privacy, confidentiality and consumer related issues, and compliance 

to other laws such as the Foreign Exchange Act, 1992 and Anti Money 

Laundering Act. 

Recommendation The draft National Payments System Act or an implementing regulation should 

incorporate clear rules on the rights, liabilities and responsibilities of the parties 

involved in any electronic fund transfer. There should be specific legal provisions 

covering each of the elements included in this Good Practice, as outlined above. 

All banks and other remittance service providers should be required to provide 

information to consumers on prices and service features of electronic fund 

transfers and remittances in an easily accessible and understandable format. In 

addition, if the price or other aspects of the service vary due to different 

circumstances, banks and other remittance service providers should be obliged to 

disclose this information without imposing any requirements on the consumer. 

Good Practice C.8 Debt Recovery 

a. A bank, agent of a bank and any third party should be prohibited 

from employing any abusive debt collection practice against any 

customer of the bank, including the use of any false statement, any 

unfair practice or the giving of false credit information to others. 

b. The type of debt that can be collected on behalf of a bank, the person 

who can collect any such debt and the manner in which that debt can 

be collected should be indicated to the customer of the bank when the 

credit agreement giving rise to the debt is entered into between the 

bank and the customer. 

c. A debt collector should not contact any third party about a bank 

customer’s debt without informing that party of the debt collector’s 

right to do so; and the type of information that the debt collector is 

seeking. 

d. Where sale or transfer of debt without borrower consent is allowed 

by law, the borrower should be: 

(i) notified of the sale or transfer within a reasonable number of 

days;  
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(ii) informed that the borrower remains obligated on the debt; and  

(iii) provided with information as to where to make payment, as well 

as the purchaser’s or transferee’s contact information. 

Description Article 49 of the BAFIA requires banks to apply fair lending practices (basically 

related to interest rates). Every loan contract may establish an indexed interest rate 

designed to vary in line with a reference rate as published by the BoT. 

 

There are no regulations that deal directly with the recovery process preventing 

abusive debt recovery methods. In practice, most banks do not outsource debt 

collection and tend to collect debt with their own resources. This is partly due to 

negative experiences with fraudulent debt collection agencies in the past.  

Recommendation In a number of countries, weak safeguards against abusive debt collection (i) 

strengthen the call for a more cumbersome recovery process, (ii) lead to 

moratoriums on collection, and (iii) earn the sympathy of courts. As a result, debt 

collection becomes a prolonged process that increases the cost of financing in the 

long-run. Sound rules on debt collection are required so as to help ensure that 

consumers are not subject to abusive and illegal collection practices. 

 

While some countries rely on the sanctity of the contract and on courts to uphold 

the right of a borrower and to prevent abuses by lenders, other countries deal with 

this issue through a law, a directive of a regulator, or guidance provided by a 

consumer protection agency.
28

 

 

It should be considered that debt collection agencies are registered by the BoT and 

required to have internal control mechanism for preventing abusive debt 

collection. 

Good Practice C.9 Foreclosure of mortgaged or charged property 

a. In the event that a bank exercises its right to foreclose on a property 

that serves as collateral for a loan, the bank should inform the 

consumer in writing in advance of the procedures involved, and the 

process to be employed by the bank to foreclose on the property it 

holds as collateral and the consequences thereof to the consumer. 

b. At the same time, the bank should inform the consumer of the legal 

remedies and options available to him or her in respect of the 

foreclosure process. 

c. If applicable, the bank should draw the consumer’s attention to the 

fact that the bank has a legal right to recover the balance of the debt 

due in the event the proceeds from the sale of the foreclosed property 

are not sufficient to fully discharge the outstanding amount. 

d. In the event the mortgage contract or charge agreement permits the 

bank to enforce the contract without court assistance, the bank 

should ensure that it employs professional and legal means to enforce 

the contract, including regarding the sale of the property. 

Description The requirement for the recovery of debts on a mortgage is the issuance of a 30-

day default notice. There is no law or regulation that requires banks to disclose to 

the consumer the steps that they will take in the event that they must resort to 

foreclosure procedures on the consumer’s mortgaged property and the 

consequences for the borrowers in the event a bank chooses to exercise its right to 

foreclose. There is also no requirement for banks to inform borrowers of the legal 

remedies and options available to them with regards to the process of foreclosure.  

 

Recommendation Consideration should be given to formulating a BoT regulation that requires every 

                                                 
28 See the US Fair Debt Collection Practices Act, as well as the US Federal Trade Commission (FTC) and the UK 

Financial Services Authority (FSA) websites. 
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bank to have a debt rescheduling service in place in order to avoid—to the greatest 

extent possible—the need to instigate costly and time-consuming judicial 

proceedings required to foreclose on property held as security.     

Good Practice C.10 Bankruptcy of Individuals 

a. A bank should inform its individual customers in a timely manner 

and in writing on what basis the bank will seek to render a customer 

bankrupt, the steps it will take in this respect and the consequences 

of any individual’s bankruptcy.  

b. Every individual customer should be given adequate notice and 

information by his or her bank to enable the customer to avoid 

bankruptcy.  

c. Either directly or through its association of banks, every bank should 

make counseling services available to customers who are bankrupt 

or likely to become bankrupt.  

d. The law should enable an individual to:  

(i) declare his or her intention to present a debtor’s petition for 

a declaration of bankruptcy;  

(ii) propose a debt agreement;  

(iii) propose a personal bankruptcy agreement; or  

(iv) enter into voluntary bankruptcy. 

e. Any institution acting as the bankruptcy office or trustee responsible 

for the administration and regulation of the personal bankruptcy 

system should provide adequate information to consumers on their 

options to deal with their own debt and rehabilitation process in the 

event of bankruptcy. 

Description Chapter 25 of the Bankruptcy Act regulates individual bankruptcy. This Act 

enables the individual to present a debtor’s petition for the declaration of 

bankruptcy. In order to allow a debtor to start afresh even in the face of united 

opposition from his creditors, the legislator allows the debtor to petition himself 

into bankruptcy. The debtor must fulfill the following requirements: 

• the petition must allege that the debtor is unable to pay his debts; 

• the debtor must file his statement of affairs with the official receiver; and the 

petition must comply with the formal requirements of the Bankruptcy Rules.
 29

 

 

The filing of the petition by the debtor constitutes an act of bankruptcy and, upon 

its proper filing, the court shall issue a receiving order.
30

 

 

The debtor may enter into a scheme of arrangement or composition before the 

filing of a bankruptcy petition. In such case, where a deed of arrangement has 

been executed, a creditor can no longer present a bankruptcy petition against the 

debtor. After a bankruptcy petition has been filed, a debtor may, within four days 

of filing his statement of affairs, make a written and signed proposal for a 

composition or scheme of arrangement in satisfaction of his/her debts. In which 

case, the official receiver must hold a meeting of the creditors before the public 

examination has been concluded, and if the majority in number and three-quarters 

in value, of all the creditors who have proved claims accept the proposal, it shall 

be deemed duly accepted and once approved by the court, binding to all 

creditors.
31

 

 

Counseling services are not a standard market practice and are not regulated. It 

should also be noted that there were no recent cases of individual bankruptcy. This 

                                                 
29 Article 8 of the Bankruptcy Act Chapter 25, 1930. 
30 Article 9 of the Bankruptcy Act Chapter 25, 1930. 
31 Article 14 of the Bankruptcy Act Chapter 25, 1930. 
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is due to the fact that consumers are not aware of their right to declare bankruptcy. 

Recommendation Banks should be required to inform their customers in a timely manner and in 

writing on what basis they will seek to render a customer bankrupt, the steps they 

will take to do so, and the consequences of individual bankruptcy. Every 

individual customer should be given adequate notice and information by his or her 

bank to avoid bankruptcy. Finally, every bank should make counseling services 

available to customers who are bankrupt or likely to become bankrupt. 

 

In addition, borrowers should have the statutory right to propose debt agreements 

with their banks, subject to certain criteria including: (i) the inability to pay debts 

as and when they fall due, (ii) regular employment, and (iii) unsecured debts and 

equity in assets below a specified statutory minimum. The benefit of a debt 

agreement to an insolvent consumer would potentially include: (a) making 

affordable regular payments over a fixed period and having these payments 

tailored to the consumer’s budget, (b) unpaid debt being legally written off 

(including interest), and (c) arrangements being binding on all of the consumer’s 

creditors. 

 

SECTION D 

PRIVACY AND DATA PROTECTION 

Good Practice D.1 

 

Confidentiality and Security of Customers’ Information 

a. The banking transactions of any bank customer should be kept 

confidential by his or her bank. 

b. The law should require a bank to ensure that it protects the 

confidentiality and security of the personal data of its customers against 

any anticipated threats or hazards to the security or integrity of such 

information, as well as against unauthorized access. 

Description The BAFIA and the Credit Reference Bureau Regulation 2010 ensure that banks 

must protect the confidentiality and security of their customers’ personal data. A 

bank or financial institution is not allowed to divulge any information related to its 

customers or their affairs except in circumstances in which, in accordance with the 

law or practices and usages customary among bankers, it is necessary or 

appropriate for the bank or financial institution.
32

 

Recommendation No recommendations. 

Good Practice D.2 

 

Sharing Customer’s Information 

a. A bank should inform its customer in writing:  

(i) of any third-party dealing for which the bank is obliged to 

share information regarding any account of the customer, 

such as any legal enquiry by a credit bureau; and  

(ii) as to how it will use and share the customer’s personal 

information. 

b. Without the customer’s prior written consent, a bank should not sell 

or share account or personal information regarding a customer of 

the bank to or with any party not affiliated with the bank for the 

purpose of telemarketing or direct mail marketing. 

c. The law should allow a customer of a bank to stop or ―opt out‖ of 

the sharing by the bank of certain information regarding the 

customer and, prior to any such sharing of information for the first 

time, every bank should be required to inform each of its customers 

in writing of his or her rights in this respect.  

d. The law should prohibit the disclosure by a third party of any 

banking-specific information regarding a customer of a bank. 

                                                 
32 Article 48 of BAFIA, 2006. 
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Description Article 48 of the BAFIA prescribes that banks and financial institutions shall not 

divulge any information related to their customers and their affairs except in 

circumstances in which, in accordance with the law or practices and usages 

customary among bankers, it is necessary or appropriate for the bank or financial 

institution to divulge such information. 

 

The same article prescribes that the BoT shall not, unless lawfully required to do 

so by law, reveal to any person: 

(a) any information as to the affairs of any individual customer of a bank or 

financial institution obtained in the exercise of its regulatory and supervisory 

functions whether under the BAFIA or any other law; 

(b) a record contained in or related to a report of examination or other confidential 

supervisory information prepared by, on behalf of, or for the use of the BoT or any 

other agency responsible for regulating or supervising banks or financial 

institutions; or  

(c) a record that contains trade secrets, commercial or financial information, 

furnished in confidence, that relates to the business, personal or financial affairs of 

any person, the release of which could cause competitive harm to such person. 

Recommendation No recommendations. 

Good Practice D.3 Permitted Disclosures 

The law should provide for: 

(i) the specific rules and procedures concerning the release to any 

government authority of the records of any customer of a bank;  

(ii) rules on what the government authority may and may not do with 

any such records;  

(iii) the exceptions, if any, that apply to these rules and procedures; and  

(iv) the penalties for the bank and any government authority for any 

breach of these rules and procedures. 

Description The BAFIA and the Anti-Money Laundering Act, 2006 specify requirements to 

disclose information to government authorities such as the regulators, the 

Financial Investigation Unit (FIU), and the law enforcement organs for purposes 

of executing their duties only. 

Recommendation No recommendations. 

Good Practice D.4 Credit Reporting 

 

a. Credit reporting should be subject to appropriate oversight, with 

sufficient enforcement authority. 

b. The credit reporting system should have accurate, timely and 

sufficient data. The system should also maintain rigorous standards 

of security and reliability. 

c. The overall legal and regulatory framework for the credit reporting 

system should be: (i) clear, predictable, non-discriminatory, 

proportionate and supportive of consumer rights; and (ii) supported 

by effective judicial or extrajudicial dispute resolution mechanisms. 

d. In facilitating cross-border transfer of credit data, the credit 

reporting system should provide appropriate levels of protection. 

e. Proportionate and supportive consumer rights should include the 

right of the consumer 

(i) to consent to information-sharing based upon the knowledge 

of the institution’s information-sharing practices;  

(ii) to access his or her credit report free of charge (at least once 

a year), subject to proper identification;  

(iii) to know about adverse action in credit decisions or less-

than-optimal conditions/prices due to credit report 
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information;  

(iv) to be informed about all inquiries within a period of time, 

such as six months;  

(v) to correct factually incorrect information or to have it 

deleted and to mark (flag) information that is in dispute;  

(vi) to reasonable retention periods of credit history, for instance 

two years for positive information and 5-7 years for negative 

information; and  

(vii)  to have information kept confidential and with sufficient 

security measures in place to prevent unauthorized access, 

misuse of data, or loss or destruction of data.  

f. The credit registries, regulators and associations of banks should 

undertake campaigns to inform and educate the public on the rights 

of consumers in the above respects, as well as the consequences of a 

negative personal credit history. 

Description The BoT launched a Credit Reference System on September 28, 2012. The 

infrastructure is comprised of a Credit Reference Databank administered by the 

BoT and the private credit bureaus licensed and supervised by the BoT. The BoT 

has already granted license to two credit reference bureaus that are about to 

become operational to encourage information sharing among banks, to spur 

lending, and to lower commercial interest rates.  

 

The BAFIA defines “credit reference bureau” as an entity specialized in the 

collection and sale of credit performance information for individuals and 

companies.
33

 

 

The Credit Reference Bureau Regulation prescribes that every credit reference 

bureau shall establish a consumer relations center to deal with all requests made 

by data subjects on credit information stored in the credit reference bureau 

database. 

A data subject (consumer) shall have the right to: 

(a) know the type of information shared or to be shared in the credit 

reference system; 

(b) have access to a credit report related to him or her; 

(c) request a free copy of his or her credit report once every twelve months; 

and 

(d) challenge the information contained in the credit report. 

The request may be completed via fax, telephone, mail, and internet and in person 

indicating proper identification to the credit reference bureau. The credit report 

from the credit reference bureau shall be in hard copy or in un-editable electronic 

format.  

A credit reference bureau shall inform the data subjects of their right to challenge 

the information maintained in the credit reference system at the time the data 

subject requests a copy of their credit report. When a data subject believes that the 

credit information maintained in the credit information system is inaccurate, 

erroneous or outdated, the data subject may notify the credit reference bureau of 

the disputed information. 

 

When a credit reference bureau is challenged of issuing a credit report containing 

inaccurate, erroneous or outdated information, it shall: 

(a) within  two working days from the date of receipt of the challenge, 

endorse the disputed credit report with a note on specific items which are subject 

to dispute, until the dispute is resolved; 

                                                 
33 Article 3 of the BAFIA, 2006. 
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(b) within fifteen working days from the date of receipt of the challenge, 

investigate and correct the disputed credit information when the dispute emanates 

from the credit reference bureau; 

(c) within two working days, inform the data provider about the findings of 

the investigation, when investigation findings reveal that the disputed credit 

information emanates from the data provider; and 

(d) notify the data subject of the outcome of the disputed credit information. 

 

A data subject whose disputed credit information has been corrected shall be 

provided with a correct credit report free of charge. When the data provider 

maintains that the disputed information is accurate and the data subject that it  is 

inaccurate, the data subject may appeal to the BoT. When the investigation proves 

that the disputed information is correct, the credit reference bureau may charge the 

data subject for costs incurred in conducting the investigation.  

Recommendation No recommendations. 

 

SECTION E 

DISPUTE RESOLUTION MECHANISMS 

Good Practice E.1 Internal Complaints Procedure 

a. Every bank should have in place a written complaints procedure and 

a designated contact point for the proper handling of any complaint 

from a customer, with a summary of this procedure forming part of 

the bank’s Terms and Conditions referred to in B.7 above and an 

indication in the same Terms and Conditions of how a consumer can 

easily obtain the complete statement of the procedure.  

b. Within a short period of time following the date a bank receives a 

complaint, it should:  

 (i)    acknowledge in writing to the customer/complainant the fact 

of its receipt of the complaint; and  

(i) provide the complainant with the name of one or more 

individuals appointed by the bank to deal with the complaint 

until either the complaint is resolved or cannot be processed 

further within the bank. 

c. The bank should provide the complainant with a regular written 

update on the progress of the investigation of the complaint at 

reasonable intervals of time.  

d. Within a few business days of its completion of the investigation of 

the complaint, the bank should inform the customer/complainant in 

writing of the outcome of the investigation and, where applicable, 

explain the terms of any offer or settlement being made to the 

customer/complainant. 

e. The bank should also inform the customer/complainant of the 

availability of the services of a financial ombuds service or other 

form of alternative dispute resolution. 

f. When a bank receives a verbal complaint, it should offer the 

customer/complainant the opportunity to have the complaint treated 

by the bank as a written complaint in accordance with the above. A 

bank should not require, however, that a complaint be in writing. 

g. A bank should maintain an up-to-date record of all complaints it has 

received and the action it has taken in dealing with them. 

h. The record should contain the details of the complainant, the nature 

of the complaint, a copy of the bank's response(s), a copy of all other 

relevant correspondence or records, the action taken to resolve the 

complaint and whether resolution was achieved and, if so, on what 

basis.  

i. The bank should make these records available for review by the 

banking supervisor or regulator when requested. 
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Description There are no regulations that require banks to have an internal complaints 

procedure in place.  Customer complaints and resolution of disputes are handled 

separately by each institution, and on a case by case basis. In most of the banks, 

there are internal procedures for complaint handling. These procedures prescribe 

the way that customers’ complaints are handled and the employees and/or 

departments responsible for attending the complaints. In some banks, there are 

also possibilities of filing complaints through call centers or emails. In general, 

most of the complaints deal with ATM and credit card fraud.  

 

The recent Guidelines on Agent Banking Institutions, 2013 prescribe that an 

approved banking institution offering agent banking services should put in place a 

proper complaints redress system capable of efficiently and quickly redressing 

customer complaints. The draft Electronic Payments Schemes and Products 

Guideline requires banks to establish efficient dispute resolution mechanisms. The 

Credit Reference Bureau Regulation obliges a Credit Reference Bureau, prior to 

licensing, to ensure that questions, concerns, and complaints of credit information 

subjects and data providers are treated equitably and consistently in a timely and 

efficient manner.   

Recommendation This Good Practice represents ideally the first phase of the complaint when a 

consumer and his/her bank try to resolve the complaint amicably by not involving 

any other alternative dispute mechanism.  

 

It should be considered that all banks are required: 

i. to have in place a written internal complaints procedure;  

ii. to name a designated contact point for the proper handling of any complaint 

from a customer in any branch or otherwise;  

iii. to have a summary of the internal complaints procedure form part of the 

bank’s Terms and Conditions referred to, together with a statement in the 

same Terms and Conditions of how a consumer can easily obtain the 

complete statement of the procedure; 

iv. to provide the complainant with the name of one or more individuals   

appointed by the bank to deal with the complaint until either the complaint 

is resolved or cannot be processed further within the bank; 

v. to provide the complainant with a regular written update on the progress of 

the investigation of the complaint at reasonable intervals; 

vi. where applicable, to explain the terms of any offer or settlement being made 

to the customer/complainant; 

vii. to offer the customer/complainant the opportunity to have an oral complaint 

treated by the bank as a written complaint in accordance with the above; 

viii. to maintain up-to-date records of all complaints it has received and the 

action it has taken in dealing with them, including the details of each 

complainant, the nature of each complaint, a copy of the bank's response(s), 

a copy of all other relevant correspondence or records, the action taken to 

resolve the complaint and whether resolution was achieved and, if so, on 

what basis; and 

ix. to make these records available for review by any appropriate government 

authority. 

For example in Nigeria, all banks are mandated by the Central Bank of Nigeria 

(CBN) to set up consumer help desks in various branches of their banks. The 

objective of this regulation is to ensure speedy resolution of consumer complaints 

within two weeks. 

 

The CBN directed that: 

 All financial institutions should establish e-mail addresses dedicated to 

customer’s complaints handling; 

 Customer complaints against financial institutions must be filed and 
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resolved within two weeks from the date of receipt. A copy of the 

complaint should be forwarded to the Director of the Consumer and 

Financial Protection Department (DCFPD); 

 Any financial institution unable to resolve a customer’s complaint within 

the 14-day timeframe should forward such complaints, with evidence of 

action taken to resolve the complaint to the DCFPD immediately, and 

advise the complainant accordingly;  

 All financial institutions must submit monthly returns on all customer 

complaints received (whether resolved or not) to the CBN not later than 

five (5) days after the end of each month; 

 Financial institutions are required to report the number of complaints 

received during the period, including the number of resolved ones and the 

number of complaints not resolved but referred to the CBN for 

intervention, as well as the total disputed amount in their approved annual 

reports and published abridged financial statements; and 

 Appropriate sanctions will be imposed on any financial institution that 

contravenes any of these provisions. 

Good Practice E.2 Formal Dispute Settlement Mechanisms 

a. A system should be in place that allows customers of a bank to seek 

affordable and efficient recourse to a third-party banking 

ombudsman or equivalent institution, in the event the complaint of 

one or more of customers is not resolved in accordance with the 

procedures outlined in E.1 above.  

b. The existence of the banking ombudsman or equivalent institution 

and basic information relating to the process and procedures should 

be made known in every bank’s Terms and Conditions referred to in 

B.7 above.  

c. Upon the request of any customer of a bank, the bank should make 

available to the customer the details of the banking ombudsman or 

equivalent institution, and its applicable processes and procedures, 

including the binding nature of decisions and the mechanisms to 

ensure the enforcement of decisions.  

d. The banking ombudsman or equivalent institution should be 

appropriately resourced and discharge its function impartially.  

e. The decision of the banking ombudsman or equivalent institution 

should be binding upon the bank against which the complaint has 

been lodged. 

Description Institutional responsibilities for complaints handling lack clarity, whereas existing 

external dispute resolution mechanisms are unknown to consumers. While the 

BoT has no explicit statutory power to handle complaints between consumers and 

their financial institution, it has, for some time, been dealing with a limited 

number of individual consumer complaints (1-2 complaints/month). After 

following up with the respective financial institutions, consumers are provided 

with a response letter. Currently there are no internal procedures in place on how 

to handle complaints. However, the BoT is currently working on setting up a 

helpdesk for consumer complaints.  

 

Although the FCC has explicit power to deal with complaints, it has so far only 

dealt with two complaints related to financial services since its establishment in 

2003. 

 

Recommendation In retail financial transactions, especially those involving low-income individuals, 

power imbalances between providers and users of financial services are 

substantial. An individual is unlikely to initiate and go through a legal process 

when subjected to unfair treatment due to insufficient resources and/or 
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understanding. A modern financial consumer protection framework relies on two 

key mechanisms to address this concern. First, it involves financial institutions 

establishing an effective mechanism to receive and resolve customer complaints.  

Second, in case the complaint is not resolved within a reasonable time or the 

customer is not satisfied with the outcome, the complaint may be referred to a 

third party independent dispute resolution mechanism such as an ombudsman or a 

mediation service.  

 

The introduction of two phases in the process of creating an external dispute 

mechanism framework should be considered. The first stage would be to expand 

BoT’s current role in handling complaints as a third party dispute resolution body. 

For example, the National Bank of Angola has created a behavioral supervision 

department to ensure rigor and transparency of conduct by financial institutions. 

The new department makes it possible for consumers of financial products to 

launch complaints to the central bank whenever their interests are affected. The 

regulation establishes new conduct rules, with a special emphasis on the 

compulsory existence of a complaints book and on security rules relating to 

confidential information. Furthermore, the National Bank of Angola established a 

Portal for Consumers of Financial Products and Services. The objective of the 

portal is to train and inform the consumers of financial products and services. The 

system permits the simple and efficient recording and filing of complaints, by: 

• allowing consumers to file complaints, 

• opening and classifying the file, 

• managing the file, 

• establishing indicators. 

 

In Ghana, the Investigation and Consumer Reporting Office (ICRO) is the 

‘financial industry watchdog’ office of the Bank of Ghana (BOG), with 

responsibility for protecting consumers of financial products/services and 

educating them on their rights and responsibilities. It receives customers' 

complaints, petitions and grievances for redress.  

 

In the long term, consideration could be given to the establishment of a financial 

services ombudsman structure, based on an assessment of the most appropriate 

institutional set-up for Tanzania. The analysis should take into account issues of 

independence, sustainability, accessibility for consumers, and capacity to make 

binding decisions to ensure the effectiveness of the system. Several institutional 

options can be evaluated, following on successful international experiences. 

Whichever model is adopted, it should be clear that relevant activities (e.g., to 

award compensation to a consumer) are within the functions and powers of the 

pertinent entity. 

 

For example in the European Union, the existing Alternative Dispute Resolution 

(ADR) schemes in different Member States either cover financial services in 

particular sectors (e.g., the Italian Banking Ombudsman scheme, the German 

Insurance Ombudsman, the French Ombudsman of the Authority of Financial 

Markets),  cover all financial services sectors (e.g. the UK Financial Ombudsman 

Service, the Consumer Complaints Manager of the Malta Financial Services 

Authority, the Dutch Financial Services Complaints Institute), or handle consumer 

complaints in general (e.g., the Swedish National Board for Consumer 

Complaints, the Lithuanian State Consumer Protection Authority). Most of the 

ADR schemes are central, but some, such as the Lisbon Arbitration Centre for 

Consumer Conflicts, are regional. Some of the ADR schemes are established by 

public authorities (e.g., the Complaints Service of the Bank of Spain, the Irish 

Financial Services Ombudsman's Bureau), others are established by private actors, 

usually the associations of financial services providers (e.g. the Ombudsman of 
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the German Cooperative Banks) or by associations of financial services providers 

in cooperation with consumer organizations (e.g., the Danish Complaint Boards). 

 

ADR schemes also apply different procedures. Some ADR schemes issue a 

decision on how the dispute should be settled. This decision can be binding for 

both the consumer and the financial services provider (e.g., the Lisbon Arbitration 

Centre for Consumer Conflicts) or binding only on the financial services provider 

(e.g., the UK Financial Ombudsman Service). Other ADR schemes only make a 

recommendation to the parties which they are free to follow or not (e.g. the 

Finnish Consumer Disputes Board). A number of ADR schemes do not formally 

adopt a position on the possible way to resolve the dispute but rather help parties 

come to an agreement, although sometimes they may propose a solution 

informally (e.g. the Belgian Insurance Ombudsman). There are ADR schemes that 

apply a mix of procedures. For example at the Dutch Financial Services 

Complaints Institute, a dispute is first handled through a mediation procedure but 

if it is not successful in resolving the dispute, an arbitration procedure may be 

started. 

Good Practice E.3 Publication of Information on Consumer Complaints 

a. Statistics and data of customer complaints, including those related to 

a breach of any code of conduct of the banking industry should be 

periodically compiled and published by the ombudsman, financial 

supervisory authority or consumer protection agency.  

b. Regulatory agencies should publish statistics and data and analyses 

related to their activities in respect of consumer protection regarding 

banking products and services so as, among other things, to reduce 

the sources of systemic consumer complaints and disputes.  

c. Banking industry associations should also analyze the complaint 

statistics and data and propose measures to avoid the recurrence of 

systemic consumer complaints. 

Description There are no regulations regarding this issue. Although banks and the BoT receive 

complaints, there is no obligation for entities to keep official records of the 

complaints and to publicly disclose such data. 

Recommendation Banks should be required to file and record regularly all complaints received and 

to report to the authorities. A regular report (i.e. monthly or quarterly) should be 

prepared and sent to the BoT. It should be considered that the BoT’s new 

department for consumer protection is responsible for publishing information on 

consumer complaints.  

 

Apart from providing useful quantitative information, statistics also provide the 

tools needed for predictions and forecasting that are essential for policy decision-

making. However, the collection of statistics and data alone is not sufficient. 

Publication of the statistics and data is required to inform the public of common 

problems affecting consumers and to increase the knowledge and awareness of 

consumers.  

 

By analyzing the statistics and data, regulators and banks can identify recurring 

problems and areas of weakness in banking practices. They can then take steps to 

deal with the source of the problems. The analysis is also critical for regulators to 

identify the correlation between the issues raised in the consumer complaints and 

systemic issues or weaknesses that may affect the soundness of the banking 

system itself. 

 

SECTION F 

GUARANTEE SCHEMES AND INSOLVENCY 

Good Practice F.1 

 

 

Depositor Protection 

a. The law should ensure that the regulator or supervisor can take 

necessary measures to protect depositors when a bank is unable to 
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meet its obligations including the return of deposits.  

b. If there is a law on deposit insurance, it should state clearly: 

(i)  the insurer; 

(ii) the classes of those depositors who are insured; 

(iii)  the extent of insurance coverage; 

(iv) the holder of all funds for payout purposes; 

(v) the contributor(s) to this fund; 

(vi) each event that will trigger a payout from this fund to any 

class of those insured; 

(vii) the mechanisms to ensure timely payout to depositors who 

are insured. 

c. On an on-going basis, the deposit insurer should directly or through 

insured banks or the association of insured commercial banks, if any, 

promote public awareness of the deposit insurance system, as well as 

how the system works, including its benefits and limitations.  

d. Public awareness should, among other things, educate the public on 

the financial instruments and institutions covered by deposit 

insurance, the coverage and limits of deposit insurance and the 

reimbursement process.  

 

 e. The deposit insurer should work closely with member banks and 

other safety-net participants to ensure consistency in the information 

provided to consumers and to maximize public awareness on an 

ongoing basis.  

f. The deposit insurer should receive or conduct a regular evaluation of 

the effectiveness of its public awareness program or activities. 

Description The Deposit Insurance Board (DIB) is a corporate body whose establishment and 

existence have been provided for under article 37(i) of the BAFIA. According to 

this legislation, DIB is responsible for policy formulation, management and 

control of the Deposit Insurance Fund (DIF), which is regulated in the BAFIA. 

 

The amount of protected deposits are the aggregate credit balance of any amounts 

maintained by a customer at a bank or a financial institution less any liability of 

the customer to the bank or financial institution to the extent determined by the 

Minister of Finance by order published in the Gazette. The amount of protected 

deposits was raised from TZS  500,000 to TZS 1,500,000. 

 

Every licensed bank or financial institution contributes to the DIF by paying an 

annual amount determined by the DIB.  

 

A customer of a bank or financial institution may lodge a claim with the DIB for 

payment when: 

(a) the bank or financial institution has commenced a voluntary liquidation; 

(b) the BoT has initiated liquidation of a bank or financial institution; or 

(c) the BoT imposes a moratorium. 

 

No bank or financial institution is allowed to indicate that its deposits are insured 

or use any reference to the DIF in its signage or business literature or otherwise, 

except as specifically permitted by the DIB. 

Recommendation No recommendations. 

Good Practice F.2 Insolvency 

a. Depositors should enjoy higher priority than other unsecured 

creditors in the liquidation process of a bank. 
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b. The law dealing with the insolvency of banks should provide for 

expeditious, cost effective and equitable provisions to enable the 

maximum timely refund of deposits to depositors. 

Description Article 39 (2) of the BAFIA prescribes that a customer of a bank or financial 

institution may lodge a claim for payment out of the DIF in cases where the bank 

or financial institution has commenced a voluntary liquidation, or the BoT has 

initiated liquidation of a bank or financial institution or the BoT imposes a 

moratorium.  

 

The BoT may take possession of any bank or financial institution if: 

(a) the bank or financial institution refuses to comply with an order or directive of 

the BoT; 

(b) the bank or financial institution refuses to submit to or otherwise obstruct any 

inspection by the BoT; 

(c) the license of the bank or financial institution has been revoked; 

(d) the bank or financial institution ceases to be an insured institution by the DIB; 

(e) the bank or financial institution has been adjudicated guilty of an offence under 

the Proceeds of Crime Act, or Prevention of Terrorism Act, 2002;  

(f) the BoT has not approved voluntary liquidation; or 

(g) in the opinion of the BoT: 

          (i) the capital of the bank or financial institution has fallen below the 

minimums required; 

         (ii) the bank or financial institution is insolvent; or 

         (iii) the bank or financial institution is conducting its business in violation of 

any law or regulation, or is engaging in any unsafe or unsound practice that is 

likely to cause insolvency or substantial dissipation of assets or serious prejudice 

to the interests of depositors or the DIF. 

Recommendation No recommendations. 

 

SECTION G 

CONSUMER EMPOWERMENT    

Good Practice G.1 Broadly based Financial Capability Program 

a. A broadly based program of financial education and information 

should be developed to increase the financial capability of the 

population.  

b. A range of organizations, including those of the government, state 

agencies and non-government organizations, should be involved in 

developing and implementing the financial capability program.  

c. The government should appoint an institution such as the central 

bank or a financial regulator to lead and coordinate the development 

and implementation of the national financial capability program. 

Description As part of its financial inclusion strategy, the government has been taking 

important steps in the area of financial education. An overall financial education 

strategy has been developed in consultation with all the government stakeholders 

and market agents, including the industry and consumers. In addition, a nationally 

representative financial literacy survey will be conducted in 2013 as a follow up of 

the 2006 and 2009 FinScope surveys. 

 

However, progress in the implementation of the financial education strategy has 

been slow. A study conducted in 2010 envisioned the formation of an independent 

Board reflecting a public-private-sector partnership (PPP), with a permanent 

Secretariat as the executive arm responsible for facilitating and coordinating 

financial education on a national level. It was agreed among stakeholders that the 

BoT would champion the initiative by facilitating the proposed Secretariat. 

Interest groups comprising of representatives from the government, the private 

sector (individual organizations and sector-level bodies), the civil society, and 

donors were foreseen as financial education implementation bodies. However, 
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progress in the establishment of the institutional mechanisms as well as the 

implementation of the strategy itself has been limited. 

 

In order to implement the aforementioned framework, the BoT established in 

September 2011 a Financial Inclusion Working Group (FIWG) comprising of 

members from different directorates involved with financial inclusion promotion 

activities. The BoT- FIWG established five broad priority areas for action that 

were deemed most important for the implementation of the framework for 

financial education in Tanzania. These are: 

a) Increasing banking points of presence in the country, by extending bank branch 

networks and encouraging banks to roll out their own agent networks.  

b) Ensuring robust electronic payment platforms.  

c) Ensuring that customers are informed and protected.  

d) Both providers and customers are able to engage with the credit bureau.  

e) Easy client on-boarding with instant and paperless account opening. 

 

Recommendation The establishment of the Financial Education Secretariat which will drive and 

coordinate financial education activities will be an important step to ensure an 

institutionalized and coordinated approach for financial education. This will be 

crucial in order to coordinate the implementation activities at the level of the 

different interest groups, individual stakeholders and strategic partnerships. It will 

play a crucial role in ensuring that duplication of efforts is avoided and interest 

groups as well as other stakeholders work closely together. Experience from other 

countries such as Brazil, Malaysia, the UK and Armenia, which successfully 

implemented financial education strategies, should be taken into account. In 

addition, financial industry associations could also be encouraged to develop 

financial education activities and materials and coordinate financial education 

programs among their members. 

Good Practice G.2 Using a Range of Initiatives and Channels, including the Mass Media 

a. A range of initiatives should be undertaken by the relevant ministry or 

institution to improve people's financial capability regarding banking 

products and services.  

b. The mass media should be encouraged by the relevant ministry or 

institution to provide financial education, information and guidance to 

the public regarding banking products and services.  

c. The government should provide appropriate incentives and encourage 

collaboration between governmental agencies, banking regulators, the 

banking industry and consumer associations in the provision of 

financial education, information and guidance regarding banking 

products and services. 

Description The national financial education strategy in Tanzania provides a detailed five year 

plan in order to develop a national framework, set targets for the next five years, 

and recommend a monitoring and evaluation framework. 

 

The TIB focuses on the education of the banking staff from a teller position to 

professional banking officers. The DIB conducted a seminar for government 

authorities and participated in exhibitions to raise awareness of the public. Further, 

the distribution of brochures, flyers, wall calendars, and annual reports to various 

stakeholders contributed to the education of the general public. The DIB also 

engaged a private firm to carry out an awareness campaign regarding the deposit 

insurance fund in various local media for a wider coverage. 

Recommendation A range of financial literacy initiatives should be developed. These can include: (i) 

financial education programs for school children; (ii) programs aimed at young 

people, such as university and college students; (iii) financial education 

presentations and other facilitated learning in workplaces and local communities 

(supported by “train the trainer” programs); (iv) publications and websites; and (v) 
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television, radio and dramatic productions. 

 

Financial education can be provided in schools so that school children gain the 

understanding, skills and confidence to manage their money as they take on 

responsibility for managing their own financial affairs. There is unlikely to be 

room in the curriculum for financial education to be included as a separate subject. 

However, financial education can be incorporated into other subjects, such as 

mathematics, life skills, and citizenship curriculum. 

 

Young people are more likely to find financial education engaging when it is 

interactive (for example, by involving research and problem-solving) and when it 

relates to issues they regard as relevant to their lives in the reasonably foreseeable 

future. So, for example, older students are more likely to react positively to issues 

regarding saving for a holiday or for a car, or to pay for their education, rather 

than issues related to pensions or mortgages. 

 

The media – particularly television and radio – can play an important role in 

providing financial education and information. Regulators and/or industry 

associations can support these initiatives by providing the media with information 

about current concerns and the different types of financial services and products. 

Good Practice G.3 Unbiased Information for Consumers 

a. Regulators and consumer associations should provide, via the 

internet and printed publications, independent information on the 

key features, benefits and risks –and where practicable the costs– of 

the main types of banking products and services.  

b. The relevant authority or institution should encourage efforts to 

enable consumers to better understand the products and services 

being offered to consumers by banking institutions, such as 

providing comparative price information and undertaking 

educational campaigns. 

c. The relevant authority or institution should adopt policies that 

encourage non-governmental organizations to provide consumer 

awareness programs to the public regarding banking products and 

services. 

Description The BoT is engaged in a range of financial education activities including trade 

fairs, public consultations, flyers, and brochures. 

 

NGOs are encouraged by the BoT to develop consumer awareness programs 

regarding financial products and services.  

 

The banking industry has launched several financial education initiatives. Most 

banks have contributed to trade fairs and financial education books for school 

children, and took active part in the banking day’s events. At these events, banks 

prepare workshops and distribute financial sector brochures. 

Recommendation Current and potential consumers are more likely to have the confidence to 

purchase financial products and services that are suitable for them if they have 

access to reliable and objective information. Financial regulators are well placed 

to provide this. For example, the UK Financial Services Authority’s consumer 

website Money Made Clear includes information on a range of products, provides 

a facility to download or order leaflets (which can also be ordered by telephone), 

and includes impartial tables which people can use to compare the costs and some 

other features of similar financial products from different companies. In addition, 

global, regional and national databases of remittance prices provide valuable 

comparable information to consumers on the costs of sending remittances. 

Good Practice G.4 Consulting Consumers and the Financial Services Industry 

a. The relevant authority or institution should consult consumers, 
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banking associations and banking institutions to help them develop 

financial literacy programs that meet banking consumers' needs and 

expectations.  

b. The relevant authority or institution should also undertake consumer 

testing with a view to ensuring that proposed initiatives have their 

intended outcomes. 

Description The BoT conducts public consultations on new regulations and laws on a regular 

basis. The representatives of the TBA meet regularly with the BoT to discuss 

arising issues in the banking sector. 

Recommendation To ensure that consumers are actively involved in the policy development process, 

it is recommended that the government and/or private sector organizations provide 

appropriate funding to non-governmental organizations for this purpose and create 

a special entity to lobby on behalf of consumers in the policy-making process. 

 

It can also be very beneficial to test proposed initiatives with end-users (that is, a 

sample of the population that the initiative in question is intended to reach) to try 

to ensure that the initiative will have the anticipated impact. Among the 

techniques for doing so are the use of focus groups and pilot studies. 

Good Practice G.5 Measuring the Impact of Financial Capability Initiatives 

a. The financial literacy of consumers should be measured, amongst 

other things, by broadly-based household surveys and mystery 

shopping trips that are repeated from time to time.  

b. The effectiveness of key financial literacy initiatives should be 

evaluated by the relevant authorities or institutions from time to 

time. 

Description A nationally representative financial literacy survey will be conducted in 2013 as a 

follow up of the 2006 and 2009 FinScope surveys. 

Recommendation No recommendations. 

SECTION H COMPETITION AND CONSUMER PROTECTION 

Good Practice H.1 Regulatory Policy and Competition Policy 

Regulators and competition authorities should be required to consult one 

another for the purpose of ensuring the establishment, application and 

enforcement of consistent policies regarding the regulation of financial 

services. 

Description The FCC is the authority responsible for enforcing competition provisions (e.g., 

on issues to do with concentration and mergers and acquisitions). The FCC can 

sanction banks in accordance with the FCA.  

 

There is no MoU between the FCC and the BoT with regards to competition 

issues in financial services. 

 

In addition, there is no law or regulation that requires the FCC and the BoT to 

consult one another regarding financial services competition policy. 

Recommendation A MoU should be considered and include that both entities consult each other in 

cases where there is a need to create a policy regarding banking products and 

services.  

Good Practice H.2 Review of Competition 

Given the significance of retail banking to the economy as a whole and to the 

welfare of consumers, competition authorities should: 

(i) monitor competition in retail banking; 

(ii) conduct, and publish for general consumption, periodic assessments 

of competition in retail banking (such as the range of interest rates 

across banks for specific products); and 

(iii) make recommendations publicly available on enhancing competition 

in retail banking. 
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Description The FCC is the authority responsible for monitoring competition in retail banking.  

Recommendation No recommendations.  

Good Practice H.3 Impact of Competition Policy on Consumer Protection 

The competition authority and the regulator should evaluate the impact of 

competition policies on consumer welfare, especially regarding any 

limitations on customer choice and collusion regarding interest and other 

charges and fees. 

Description To date, neither the FCC nor the BoT have evaluated the impact of any 

competition policy on consumer welfare, especially regarding any limitations on 

customer choice and collusion in terms of interest and other charges and fees. 

Recommendation The FCC and the BoT should evaluate and monitor any action taken by the banks 

that can jeopardize the welfare of the consumers.  
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COMPARISON WITH GOOD PRACTICES: MICROFINANCE SECTOR 
 
 

SECTION A 

CONSUMER PROTECTION INSTITUTIONS 

Good Practice A.1 Consumer Protection Regime 

The law should provide clear consumer protection rules in the area of non-

bank credit institutions, and there should be adequate institutional 

arrangements to ensure the thorough, objective, timely and fair 

implementation and enforcement of all such rules, as well as of sanctions that 

effectively deter violations of these rules.  

a. There should be specific statutory provisions, which create an 

effective regime for the protection of consumers of non-bank credit 

institutions.  

b. There should be a government authority responsible for 

implementing, overseeing and enforcing consumer protection in the 

area of non-bank credit institutions.  

c. The supervisory authority for non-bank credit institutions should 

have a register which lists the names of non-bank credit institutions.  

d. There should be coordination and cooperation among the various 

institutions mandated to implement, oversee and enforce consumer 

protection and financial sector regulation and supervision.  

e. The law should provide for, or at least not prohibit, a role for the 

private sector, including voluntary consumer associations and self-

regulatory organizations, in respect of consumer protection in the 

area of non-bank credit institutions. 

Description Legal and Institutional Framework 

Overall, there is no clear consumer protection regime in the microfinance sector in 

Tanzania. The general legal framework for microfinance is fragmented and the 

applicable legal rules vary depending on the legal status and type of institution 

(formal or informal) that is providing microfinance services. Furthermore, there is 

a lack of clearly defined roles and responsibilities among the different government 

institutions involved in the registration, licensing, regulation, and supervision of 

microfinance, as well as very limited enforcement capacity.  

 

The BoT is the regulator and supervisor of micro-finance companies and financial 

and credit cooperatives (FICOs) as established under the BAFIA. Formal financial 

institutions supervised by the BoT have strong rules which mimic those of banks, 

including those related to consumer protection. Formal MFIs include deposit 

taking institutions with microfinance windows and microfinance companies (i.e., 

commercial banks, regional banks—community and cooperative banks, 

microfinance companies (MFCs) and FICOs) which have a formal licensing and 

supervision structure conducted by the BoT.  

 

Other semi-formal institutions have a formal registration structure conducted by 

different government agencies depending on the nature of their business, but their 

business is either regulated by a non-financial regulator as is the case with savings 

and credit cooperatives (SACCOs) or not regulated at all such as credit-only NGOs 

or companies. SACCOs are registered by the Ministry of Agriculture and 

Cooperatives, while NGOs are registered by the Registration, Insolvency, and 

Trusteeship Agency and the Ministry of Foreign Affairs. Credit-only companies 

are registered by the Business Licensing Authority.  

 

The third category of MFIs covers non-regulated informal institutions that are not 

registered or licensed, such as Savings and Credit Associations (SACAs), Village 
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Community Banks (VICOBAs), Rotating Savings and Credit Associations 

(ROSCAs) and Village Savings and Lending Associations (VSLAs). This segment 

lacks formal regulation, and consumer protection for clients of this sector is almost 

non-existent. 

 

A coordination mechanism for financial consumer protection between relevant 

stakeholders in the microfinance sector is lacking. There are no MoUs or legal 

provisions that create a mechanism for coordination and cooperation between the 

various institutions mandated to regulate and oversee microfinance activities, nor is 

there any enforcement of consumer protection or financial regulation and 

supervision. 

 

In principle, competition and consumer protection issues fall within the authority 

of the FCC, which was established under the FCA
34

. Part of the mission of the 

FCC refers to the protection of consumers from unfair and deceptive business 

practices. There is no specific regulation or reference applicable to financial 

services, but it is understood that the FCA applies equally to the provision of all 

products and services offered in the market in Tanzania. In practice, the capacity of 

the commission is very limited given the number of sectors that fall within its 

authority, and the broad scope of the competition and consumer protection issues 

that are covered by its mandate. 

 

The FCA includes a wide range of consumer protection issues, including: 

a. Market conduct and business practices 

b. Consumer Contracts and product information 

c. Offenses, penalties and the role of the commission. 

 

The FCA includes general provisions on complaint handling, how to initiate a 

complaint (Article 69), as well as minimum requirements for both the reception of 

complaints and the final response to the complaints by the FCC. The law 

establishes that the FCC may initiate a complaint against an alleged prohibited 

practice and that any person may (i) submit information concerning an alleged 

prohibited practice to the FCC, or (ii) submit a complaint against a prohibited 

practice to the FCC. 

 

Role of the Private Sector 

Finally, there is no provision under the law regarding the role of the private sector 

in terms of self-regulation and supervision. The current legislation does not 

prohibit a role for the private sector, including consumer organizations and 

industry associations. There are two active industry associations in the 

microfinance sector, namely the Tanzania Association for Microfinance (TAMFI), 

and the Savings and Credit Cooperative Union League of Tanzania (SCCULT) 

covering the SACCO sector. In particular, TAMFI plays an important role in the 

case of microfinance companies, developed a code of conduct, and although its 

implementation is not mandatory, actively encourages its members to adopt it. 

 

In addition, there are a number of NGOs and consumer organizations that advocate 

for the protection of consumer rights and financial education. One of these 

organizations is the Tanzania Consumer Advocacy Society (TCAS), which focuses 

on creating awareness on consumer protection issues and has developed a number 

of manuals to carry out trainings and workshops to improve financial education. 

However, these associations have limited impact, given their resource constraints. 

                                                 
34 “An Act to promote and protect effective competition in trade and commerce, to protect consumers from unfair and 

misleading market conduct and to provide for other related matters.” 
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Recommendation An institutional coordination mechanism should be established for the different 

formal and semi-formal institutions operating in the microfinance sector. This 

would contribute to avoiding regulatory arbitrage between institutions that are not 

subject to the more stringent rules established by the BoT.  

 

The FCC lacks capacity to handle all complaints from the different companies and 

sectors, including financial institutions, and the different institutions in the 

microfinance sector. Given the nature of the population segment that accesses 

microfinance services, and the low level of financial literacy, it is recommended 

that special mechanisms are developed to ensure a minimum level of consumer 

protection for microfinance clients. First, consumer protection rules should be 

issued focusing on disclosure mechanisms and fair lending practices to protect 

microfinance clients. This could be done by a central government agency in charge 

of regulating and supervising microfinance activities, possibly the MoF. 

 

As for the informal microfinance sector, a different regulatory and supervisory 

approach should be taken. Given the significant number of groups and informal 

savings and credit associations, especially in rural areas, authorities could work 

through targeted financial education campaigns to raise consumer awareness of 

their rights and to deter abusive business practices of money lenders. 

Good Practice A.2 Code of Conduct for Non-Bank Credit Institutions 

a. There should be a principles-based code of conduct for non-bank 

credit institutions that is devised in consultation with the non-bank 

credit industry and with relevant consumer associations, and that is 

monitored by a statutory agency or an effective self-regulatory 

agency.  

b. If a principles-based code of conduct exists, it should be publicized 

and disseminated to the general public.  

c. The principles-based code should be augmented by voluntary codes 

on matters specific to the industry (credit unions, credit cooperatives, 

other non-bank credit institutions).  

d. Every such voluntary code should likewise be publicized and 

disseminated. 

Description Microfinance Companies 

There is currently a code of conduct developed by TAMFI to promote responsible 

provision of microfinance services, ‘The Code of Standards of Practices for 

Microfinance Institutions in Tanzania’. The code of conduct was issued in January 

2011 and, although the association actively promotes its adoption among its 

members, its final adoption is on a voluntary basis. Nonetheless, among the basic 

principles, the code of conduct establishes that “the provisions of the code of 

conduct are obligatory for all member institutions of the TAMFI and their 

acceptance and application represents one of the basic pre-conditions for the 

TAMFI membership.”
35

 

 

The code establishes standards of practice in seven different areas: 

(i) Interest rate/service cost disclosure 

                                                 
35 TAMFI has currently 55 members, which belong mostly to the group of non-supervised MFI companies and NGOs. 

There are also some commercial banks, SACCOS, and five community banks. According to TAMFI general principles, 

membership of TAMFI is open to any of the following: (i) commercial banks practicing offering microfinance services; 

(ii) regional banks offering microfinance services, (iii) NGOs engaged in microfinance services as core activity; (iv) 

companies offering microfinance services; (v) financial cooperatives; (vi) bodies representing informal financial 

service providers like VICOBA, COCOBA, and VSLAs; (vii) community based organizations offering microfinance 

services as core activity; (viii) whole sale microfinance organizations; (ix) business development service providers 

offering direct services to Microfinance Institutions as major clients; and (x) micro insurance providers, brokers and 

agents. 
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(ii) Customer complaint resolution 

(iii) Transparency – Financial and social performance disclosure 

(iv) Service contracts 

(v) Ethical staff behavior 

(vi) Appropriate collection practices 

(vii) Staff development and management practices 

Some of the key principles to enhance consumer protection defined in the TAMFI 

code of conduct are summarized below: 

 

Principle 1 establishes that TAMFI will work to promote and ensure that its 

members uniformly disclose interest rates and other service costs to their members. 

“A suggested uniform disclosure shall be for MFIs to disclose interest rate and 

other service costs to their members openly through and contracts and by writing 

on their offices notice boards.” In addition, TAMFI will annually measure the 

number of members that disclose interest rates to customers. 

 

Principle 2 refers to the resolution of customers’ complaints. It is established that 

TAMFI would work to support and promote customer protection in the 

microfinance industry by ensuring that members put in place transparent systems 

and processes to deal with customers’ complaint resolution. In this regard, 

members of TAMFI are required to (i) establish a complaints desk, (ii) work to 

solve the clients’ complaints, and (iii) develop programs to educate and raise 

awareness of consumers rights for microfinance clients. In addition, TAMFI will 

setup a complaints unit at its head office to solve and monitor resolution of 

customer’s complaints by microfinance institutions. 

 

Principle 3 establishes a minimum set of standards to promote transparency and 

report of financial and social performance of microfinance institutions. In 

particular, TAMFI would work to ensure members’ compliance with local and 

international reporting standards. As such, TAMFI members would be required to 

periodically publish their reports. In addition, TAMFI would work together with its 

members to develop minimum reporting standards and report formats, as well as 

on organizing trainings for its members for the preparation of these reports. 

 

Principle 4 defines minimum standards for loan contracts between microfinance 

clients and microfinance institutions. It is established that loan contracts should be 

issued to all borrowers, a copy of the loan repayment schedule should be given to 

clients, contracts should be written in simple and local language, and detailed 

verbal explanations should be made available to illiterate clients. 

 

Principle 6 provides a list of appropriate collection practices, emphasizing on the 

ethical behavior of collection agents, and providing guidance on the level of 

penalties and interest that should be charged.  

 

The implementation of the code of conduct was launched in 2011, and was planned 

to be done in phases. During phase one, microfinance institutions would put in 

place the necessary systems to apply the code of conduct. Phase two covered a 

pilot period in which members would start to implement the new principles, and 

adjustments would be made to the regular operation of the institutions. Finally, in 

phase three, the code would become fully operational. 

 

SACCOs 

Although there is no general code of conduct for institutions operating in the 

SACCO sector, it was mentioned during the interviews that some institutions have 

adopted a minimum set of standards to protect their members and regulate their 

own operation. 
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Recommendation It is recommended that the different industry associations develop a common code 

of conduct with a basic list of standards that regulate their operation, and which 

provide information to the consumers on their rights. The different regulatory 

authorities can play a key role in the development of such codes of conduct by 

encouraging its adoption as part of the general registration or licensing process. 

 

Institutions could start developing such codes of conduct by building on the 

international experience and best practices, such as the principles that have been 

developed by the Smart Campaign. 

Good Practice A.3 Other Institutional Arrangements 

a. Whether non-bank credit institutions are supervised by a financial 

supervisory agency, the allocation of resources between financial 

supervision and consumer protection should be adequate to enable 

their effective implementation.  

b. The judicial system should ensure that the ultimate resolution of any 

dispute regarding a consumer protection matter with a non-bank 

credit institution is affordable, timely and professionally delivered.  

c. The supervisory authority for non-bank credit institutions should 

encourage media and consumer associations to play an active role in 

promoting consumer protection regarding non-bank credit 

institutions. 

Description Only deposit taking microfinance institutions and FICOs are supervised by the 

BoT. Supervisors apply the same approach to supervision as the one with banks 

meaning a combination of on-site and off-site supervision based on an annual 

supervision plan that takes into account key risk factors. Complaints handling is 

one of the elements that are checked by the BoT supervisors during  

on-site supervision. However, there is no regular off-site reporting and monitoring 

on the number of complaints received and handled by the supervised institutions. A 

formal consumer protection unit has not yet been established within the BoT, but 

significant progress has been made to set it up. In general, the BoT relies on well 

qualified staff and institutional capacity performing a supervisory role of banks and 

other non-bank financial institutions. 

 

Other semi-formal microfinance providers are not subject to the same supervisory 

conditions. Only SACCOs are subject to regular reporting to the Ministry of 

Agriculture and Cooperatives, who is the main regulator and supervisor of this 

sector. Although the Ministry receives a number of complaints from SACCO 

members, there is no formal mechanism to ensure compliance with a minimum set 

of rules ensuring the protection of consumer rights. In general, the Ministry lacks 

resources and institutional capacity to perform its supervisory role and to 

adequately enforce consumer protection in the SACCO sector. 

 

The judicial system is not well suited to handle small claims, as is the case with 

consumers in the microfinance sector. In general, resolving a case through the 

courts can be costly in terms of time and money. Microfinance institutions and 

microfinance consumers do not use the judicial system as a way to resolve their 

disputes. 

 

There is no support or active encouragement by the BoT to the media and 

consumer organizations to strengthen their role in the protection of consumer rights 

in the microfinance sector. 

Recommendation The institutional setup of the consumer protection unit in BoT should be finalized. 

For further information on institutional arrangements within the BoT please refer 

to Good Practice A.1 of the Banking section. 

 

The media and consumer protection organizations can play an active role to 
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promote transparency and inform microfinance consumers of their rights when 

using microfinance services. Basic data informing consumers of interest rates 

charged by microfinance institutions could be a first step towards this direction. 

Good Practice A.4 Licensing of Non-Bank Credit Institutions 

All financial institutions that extend any type of credit to households should 

be registered with a financial supervisory authority. 

Description The BoT is the regulator and supervisor of microfinance companies and FICOs, 

and as such provides the license for these institutions to operate. Semi-formal 

institutions have a formal registration structure conducted by different government 

agencies depending on the nature of their business. Institutions in this category 

include SACCOs, credit-only companies, and financial NGOs. SACCOS are 

registered by the Ministry of Agriculture and Cooperatives, while NGOs are 

registered by the Registration, Insolvency, and Trusteeship Agency and the 

Ministry of Foreign Affairs. Credit-only companies are registered by the Business 

Licensing Authority.  

 

Informal institutions do not have a formal licensing procedure established. 

Nonetheless, in the case of VICOBAs, each VICOBA needs to register their 

members with the regional authority in order to operate. This is used to open and 

operate the bank accounts in the name of a VICOBA. 

Recommendation The delegation of the responsibility to a single government agency, possibly the 

MoF, to regulate the operation of non-deposit taking microfinance institutions, 

which are currently outside the supervisory scope of the BoT, would help increase 

the accountability and transparency of these institutions. Other government 

agencies can continue to perform their current role in the registration and 

incorporation of companies in the microfinance and SACCO sectors. However, the 

specific activity of providing microfinance services would be regulated and 

supervised by a single central government agency. This would also help raise the 

standards and provide a unified consumer protection for their clients. 

 

Given the prevailing tiered structure in the microfinance sector, the responsibility 

of coordinating, overseeing, and enforcing consumer protection for non-deposit 

taking MFIs should be delegated to a central government body with adequate 

powers and institutional capacity to ensure enforcement. Within the existing 

microfinance regulatory framework, clients of semi-formal and informal 

microfinance institutions are less protected than those of banks or microfinance 

companies supervised by the BoT. As consumer protection has a strong regulatory 

focus, which will be more effective if—at least for semi-formal institutions—it is 

closely coordinated and implemented by a single government authority. While the 

ministries may continue to perform their current registration and licensing role, the 

responsibility for supervision and oversight in terms of financial consumer 

protection should be placed with a designated central authority, possibly the MoF.  

 

With regards to the informal microfinance organizations, considerations should be 

given to supporting and promoting ongoing efforts in introducing consumer 

protection and financial education principles in their operation. 

 

SECTION B 

DISCLOSURE AND SALES PRACTICES 

Good Practice B.1 Information on Customers 

a. When making a recommendation to a consumer, a non-bank credit 

institution should gather, file and record sufficient information from 

the consumer to enable the institution to render an appropriate 

product or service to that consumer.  

b. The extent of information the non-bank credit institution gathers 

regarding a consumer should:  
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(i) be commensurate with the nature and complexity of the 

product or service either being proposed to or sought by the 

consumer; and 

(ii) enable the institution to provide a professional service to the 

consumer in accordance with that consumer’s capacity. 

Description There is no microfinance law in Tanzania, although a Microfinance Law is 

currently being prepared. The new Law will cover all microfinance institutions that 

are currently not regulated nor supervised by the BoT. As such, there are no 

specific provisions under the current laws and regulations requiring providers to 

conduct an assessment and keep information on the risk of transactions, and to 

ensure that the product or service offered adequately fits the consumer’s needs. In 

the case of microfinance providers regulated and supervised by the BoT, relevant 

regulations on Know Your Customer (KYC) apply, as it is also the case for 

banking institutions. 

 

Nonetheless, all surveyed institutions (formal and non-formal) confirmed that they 

conduct a prior assessment of their members and customers before rendering a 

product/service. This is often done by the loan officers, and in most cases, most of 

the collected information remains with them.  

 

In the case of small informal savings groups, this assessment consists mostly of 

knowing basic information about where they live and recommendations provided 

by friends and families. There is no proper credit risk assessment being conducted 

on more objective measures of the clients. 

Recommendation TAMFI’s code of conduct already contains, among other provisions, guidelines on 

the ethical behavior of microfinance providers’ staff and the use of adequate 

collection practices. The code of conduct could further expand the guidelines on 

proper CDD by loan officers and the microfinance institution, emphasizing on the 

need to ensure that the products and services offered are well suited to the clients. 

 

In addition, the development of a code of conduct for SACCO clients, and other 

companies that are not members of TAMFI could further improve consumer 

protection in this area. 

 

Adequate training workshops and training materials should be developed for loan 

officers and staff working in microfinance institutions to gain the necessary skills 

and knowledge to better serve their clients. Initiatives can be carried out through 

the respective industry associations, and additional support on the consumer side 

can be provided by consumer associations and NGOs.  

 

Finally, when the new Microfinance Law comes into place, appropriate regulations 

should be issued to ensure that the consumer protection framework addresses the 

key issues highlighted above for all microfinance institutions that are currently not 

regulated nor supervised by the BoT. At a minimum, regulations should require the 

collection and record keeping of minimal information around the contact 

information and financial standing of microfinance customers. In the future, the 

information on customers’ financial standing could be further enhanced if records 

of microfinance clients are also incorporated in the Credit Reference Bureau. 

Good Practice B.2 Affordability 

a. When a non-bank credit institution makes a recommendation 

regarding a product or service to a consumer, the product or service 

it offers to that consumer should be in line with the need of the 

consumer.  

b. Sufficient information on the product or service should be provided 

to the consumer to enable him or her to select the most suitable and 

affordable product or service.  
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c. When a non-bank credit institution offers a new credit product or 

service that significantly increases the amount of debt assumed by the 

consumer, the consumer’s credit worthiness should be properly 

assessed. 

Description There is no regulation requiring microfinance institutions to ensure that a financial 

product or service offered to consumers is in line with their needs, and to run a 

creditworthiness assessment. In addition, there is currently no credit reference 

system or credit bureau in place that keeps records and offers the possibility of 

consulting the credit history of microfinance customers. Each microfinance 

institution relies on their own system/files and mechanisms to assess the 

customer’s creditworthiness. 

 

Although the BoT is currently leading efforts to have a fully functional and 

operational Credit Reference Bureau–which will cover all credit institutions 

regulated and supervised by the BoT–the project would not include other 

microfinance institutions in the short term. 

 

Most of the complaints heard during the field interviews referred to the high 

interest rates charged by some microfinance providers. This issue significantly 

contributes to the lack of trust in some of the commercial providers, pushing low 

income clients to seek more informal channels to have access to some type of 

saving product and/or financing.  

 

However, the code of conduct developed by TAMFI does contain guidelines on 

transparency and disclosure of information to clients, including contracts written in 

simple and plain language. 

Recommendation In the future, as the credit bureau becomes operational, obtaining and recording 

information on the performance of loans and other types of products obtained by 

microfinance clients would ease the process for credit providers. Regulation should 

require  all formal and semiformal providers to report credit information to the 

credit bureau. This would also significantly improve the assessment of the credit 

worthiness of microfinance providers. 

 

The BoT could develop a standard methodology that could be equally applied by 

banks and non-bank financial institutions, to report the total cost of credit to their 

clients. Such methodology would need to include the interest rate, plus any 

additional fees and commissions associated with having the product. Furthermore, 

all institutions (formal and semi-formal) should be mandated to report the effective 

interest rate for their loan products. 

 

As an immediate step, microfinance institutions should be encouraged to display a 

list of the interest rates and charges in all their branches. Interest rates may be 

displayed on a nominal monthly basis, but providers should be required to disclose 

an effective annual interest rate next to the nominal interest rate. Effective interest 

rates should be used in all advertising, marketing and sales materials. At a 

minimum, regulators should require that all institutions provide written contracts, 

specifying the interest and fees (see  Good Practice B.2. for further information). 

Good Practice B.3 Cooling-off Period 

a. For financial products or services with a long-term savings 

component, or those subject to high-pressure sales contracts, (unless 

explicitly waived by the consumer in writing), a non-bank credit 

institution should provide the consumer a cooling-off period of a 

reasonable number of days (at least 3-5 business days) immediately 

following the signing of an agreement between the institution and the 

consumer.   

b. On his or her written notice to the non-bank credit institution during 
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the cooling- off period, the consumer should be permitted to cancel or 

treat the agreement as null and void without penalty to the consumer 

of any kind. 

Description There is no cooling-off period envisaged for the provision of any type financial 

service by microfinance institutions. 

Recommendation Introducing a cooling-off period, for a short period of time, could be considered to 

allow consumers of microfinance services to withdraw from receiving the product 

or service. Provided that the withdrawal takes place within the established time 

limit, no penalties should be applied to consumers. 

Good Practice B.4 Bundling and Tying Clauses 

a. As much as possible, non-bank credit institutions should avoid the use 

of tying clauses in contracts that restrict the choice of consumers. 

b. In particular, whenever a borrower is required by a non-bank credit 

institution to purchase any product, including an insurance policy, as 

a pre-condition for receiving a loan, the borrower should be free to 

choose the provider of the product and this information should be 

made known to the borrower. 

c. Also, whenever a non-bank credit institution contracts with a 

merchant as a distribution channel for its credit contracts, no 

exclusionary dealings should be permitted. 

Description There are no legal provisions for microfinance institutions on the use of tying or 

bundling clauses when providing microfinance products and services to their 

clients. 

 

Some microfinance companies and informal associations require their 

clients/members to have a minimum amount in mandatory savings, which in most 

cases serves as collateral of the loan amount. SACCOs also use this type of 

compulsory savings and contributions as a pre-requisite of membership. 

 

Credit life insurance is only required by larger microfinance companies, and it is 

usually offered in conjunction with a specific insurance company. In addition, 

microfinance institutions and SACCOs may offer complementary insurance 

products to their members and clients such as funerary services, and accidental 

death insurance. 

Recommendation A more in-depth analysis is needed to understand the extent of the practice of using 

bundled products and tying practices in the provision of microfinance products and 

services. Estimates on the actual cost of these products should be taken into 

account when disclosing the total cost of credit to the final consumer. Often, 

consumers, especially those in low income segments or with low levels of financial 

literacy, do not fully understand the implications in terms of the cost of consuming 

bundled and tied products. 

 

When offering credit life insurance, microfinance providers should provide clear 

information to their clients on the costs and benefits of such products. When 

applicable, this information should be included as part of the Key Facts Statement 

provided to the client on the products offered. 

 

Regulation should be issued to explicitly prohibit the use of tying and bundling 

clauses in savings and loan contracts. In addition, awareness campaigns could be 

used as an effective way to inform consumers about their rights on this particular 

issue. For those cases in which credit insurance may be deemed necessary, 

authorities could consider issuing guidelines to require microfinance providers to 

give the option of choice to their clients.  

Good Practice B.5 Key Facts Statement 

a. Non-bank credit institutions should have a Key Facts Statement for 

each type of account, loan or other products or services. 
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b. The Key Facts Statement should be written in plain language, 

summarizing in a page or two the key terms and conditions of the 

specific financial product or service, and allowing consumers the 

possibility of easily comparing products offered by different 

institutions. 

Description  Only microfinance institutions that are supervised by the BoT are required to 

provide their clients with a document containing the basics of the product that they 

are consuming. However, the regulation (FIA Act – Microfinance Companies and 

Microcredit Activities Regulations) only refers to a minimum set of conditions that 

should be clearly spelled out in the contract. Article 26 of the regulation provides 

that the contract (i) states the nominal rate, as well as commission and fees, (ii) 

allows for partial or full prepayments, and (iii) cannot make unilateral 

modifications to loan conditions. 

 

In the case of other microfinance providers, there is no legal/regulatory 

requirement to provide their clients with a document similar to a Key Facts 

Statement.  

Recommendation Regulations on the provision of Key Fact Statements for all microfinance 

institutions should be issued. The task could be coordinated by the BoT with other 

responsible government agencies. Before any regulation is issued on the matter, the 

proposed format should be thoroughly tested to ensure that it is well understood by 

the average microfinance client.  

 

The code of conduct of TAMFI already provides for the issuance of a Key Facts 

Statement by all microfinance providers. This already includes the minimum 

information that should be provided to the client, and the specificities around how 

to disclose it to the client. Authorities should build on this initial effort and try to 

bring other institutions providing microfinance, including SACCOs, on board. 

 

In addition, it should be ensured that Key Facts Statements, as well as loan and 

other products contracts, are available in Swahili. All microfinance providers 

should be required by regulation to furnish such Key Facts Statements to their 

clients before the product has been acquired, and well in advance, for them to be 

able to take an informed decision. Furthermore, in cases in which clients do not 

read and write, proper explanation on the information contained in the Key Facts 

Statement should be verbally transmitted to the client by an experienced and well 

trained loan officer or relevant staff. 

Good Practice B.6 Advertising and Sales Materials 

a. Non-bank credit institutions should ensure that their advertising and 

sales materials and procedures do not mislead customers.  

b. All advertising and sales materials should be easily readable and 

understandable by the general public.  

c. Non-bank credit institutions should be legally responsible for all 

statements made in advertising and sales materials (i.e. be subject to 

the penalties under the law for making any false or misleading 

statements). 

Description The FCA, Chapter III, Art. 15-21, illustrates all applicable cases and circumstances 

in which misleading and deceptive conduct take place. This is applicable not only 

to the provision of microfinance products and services, but also to all products and 

services offered on a commercial basis in Tanzania. Based on these articles, all 

formally incorporated microfinance institutions are legally responsible for the 

statements and information provided in their advertising and sales material. 

 

Offenses and applicable penalties against the provisions of the law are well 

developed in Part X, Art 57- 60 of the FCA. The FCC is the authority in charge 

with handling offenses against the law on this matter. However, the FCC lacks 
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adequate human and technical capacity to handle the cases related to the provision 

of financial services. Although currently the commission reported not receiving 

any complaints in the area of microfinance service providers, it would be expected 

that as financial consumer awareness increases, complaints would start to surge. 

Recommendation It is recommended that advertising and sales practices in financial services are 

regulated in a specific regulation for financial consumer protection. This is a task 

that could be led by the BoT, given their technical expertise in the financial 

business. For this purpose, authorities may consider creating a commission 

including representatives from the MoF and members of the FCC. The final 

decision on where to best place the authority to finally enforce these regulations is 

left to the final decision of the relevant authorities. In any case, it is strongly 

recommended that adequate institutional and technical capacity is built to carry out 

this task. 

Good Practice B.7 General Practices 

Specific rules on disclosure and sales practices should be included in the non-

bank credit institutions’ code of conduct and monitored by the relevant 

supervisory authority. 

Description The BoT has introduced rules on disclosure and sales practices in their 

microfinance companies and activities regulations. 

 

Only microfinance institutions that are members of TAMFI have agreed on a 

common code of conduct. Other institutions mentioned having rules or mission 

documents that could also be identified as similar to having a code of conduct.  

A code of conduct is an important component for financial regulators and 

supervisors to start strengthening the consumer protection framework of non-

regulated semi-formal microfinance institutions. Annual reporting by self-

regulatory bodies to the regulator could add an important level of accountability in 

the sector.  

 

Furthermore, additional regulations and guidelines are needed to tackle remaining 

issues on disclosure, sales, and collection practices. Contracts form the basis for 

enforcement of legal rights by credit providers and protection of rights for 

consumers. In environments of low literacy, consumers are often reliant on friends 

or family to explain the terms and conditions. Strict contractual standards would 

have a positive impact on lending conduct while assisting the judicial system in 

interpretation and enforcing responsible conduct.   

 

Given their large number and small size, it would be difficult to effectively 

regulate and supervise the operation of informal microfinance providers. 

Nonetheless, there are some initiatives–though scattered across the country and 

sometimes with limited outreach–that are being carried out by local and foreign 

NGOs to strengthen financial literacy and introduce consumer protection principles 

in the different microfinance models that exist in Tanzania. Consumer advocacy 

NGOs are also working on developing training programs in targeted sectors, but 

the impact is limited due to constrained resources. The federation of VICOBAs has 

also been carrying out financial education and training programs for its members. 

Recommendation A unified approach should be developed to ensure that all clients of microfinance 

institutions are treated equally in terms of having adequate access to basic  

information on the products that they consume, and are not subject to deceiving 

and abusive sales and collection practices.  

 

Under the new microfinance regulatory framework, microfinance regulations 

should be issued to require that contracts are in writing and specify a minimum set 

of information. Furthermore, regulation should require that consumers are provided 

with a copy of the contract without charge, and receive a verbal explanation of the 

contract  if the customer cannot read. 
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In the case of informal microfinance organizations, it is recommended to support 

and coordinate ongoing efforts in introducing consumer protection and financial 

education principles in their operation. This could be done by channeling the 

support of the different the federations and associations at the central or district 

level.  

Good Practice B.8 Disclosure of Financial Situation 

a. The relevant supervisory authority should publish annual public 

reports on the development, health, strength and penetration of the 

non-bank credit institutions, either as a special report or as part of 

the disclosure and accountability requirements under the law that 

governs these. 

b. Non-bank credit institutions should be required to disclose their 

financial information to enable the general public to form an opinion 

regarding the financial viability of the institution.  

 

Description Aside from the institutions regulated and supervised by the BoT, there are no legal 

requirements for microfinance institutions to publicly disclose their financial 

information. However, SACCOs are required to regularly report on their financial 

situation and key indicators to the Ministry of Agriculture and Cooperatives. Other 

semi-formal institutions are not required to report to any authority, apart from their 

legal requirements for tax purposes. 

Recommendation The regulatory framework should provide for a unified approach for all 

microfinance providers, independently of which government authority is 

responsible for exercising supervisory powers. The final aim is to protect 

microfinance consumers from abusive practices, and to encourage competition in 

the sector by enhancing transparency.  

 

SECTION C 

 

CUSTOMER ACCOUNT HANDLING AND MAINTENANCE 

Good Practice C.1 Statements 

a. Unless a non-bank credit institution receives a customer’s prior 

signed authorization to the contrary, the non-bank credit institution 

should issue, and provide the customer with, a monthly statement 

regarding every account the non-bank credit institution operates for 

the customer.  

b. Each such statement should: (i) set out all transactions concerning the 

account during the period covered by the statement; and (ii) provide 

details of the interest rate(s) applied to the account during the period 

covered by the statement.  

c. Each credit card statement should set out the minimum payment 

required and the total interest cost that will accrue, if the cardholder 

makes only the required minimum payment.  

d. Each mortgage or other loan account statement should clearly 

indicate the amount paid during the period covered by the statement, 

the total outstanding amount still owing, the allocation of payment to 

the principal and interest and, if applicable, the up-to-date accrual of 

taxes paid.  

e. A non-bank credit institution should notify a customer of long 

periods of inactivity of any account of the customer and provide 

reasonable final notice in writing to the customer if the funds are to 

be transferred to the government.  

f. When a customer signs up for paperless statements, such statements 

should be in an easy-to-read and readily understandable format. 

Description Only microfinance institutions supervised by the BoT are required to provide 

statements to their clients. 
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Other microfinance providers provide regular information regarding the status and 

balance of the client’s account through loan officers. Some of the providers give 

their client a copy of the contract and loan terms, including the total loan amount, 

the value and number of repayment installments and a repayment calendar. 

In the informal sector, this information is usually kept with the treasurer of the 

group and communicated verbally to the other group members on their weekly 

meetings. 

Recommendation In the case of microfinance companies and SACCOs, regulation should be issued 

by the relevant authority to require them to provide their clients with regular 

statements. 

Good Practice C.2 Notification of Changes in Interest Rates and Non-Interest Charges 

a. A customer of a non-bank credit institution should be notified in 

writing by the non-bank credit institution of any change in: 

(i) the interest rate to be paid or charged on any account of the 

customer as soon as possible; and 

(ii) a non-interest charge on any account of the customer a 

reasonable period in advance of the effective date of the 

change. 

b. If the revised terms are not acceptable to the customer, he or she 

should have the right to exit the contract without penalty, provided 

such right is exercised within a reasonable period.  

c. The non-bank credit institution should inform the customer of the 

foregoing right whenever a notice of change under paragraph a. is 

made by the institution. 

Description For institutions that are regulated and supervised by the BoT, there are specific 

prohibitions in the law on unilaterally changing the interest rate or any loan 

conditions established in the original contract (Microfinance Companies and 

Microcredit Activities regulations, Article 26). 

 

There are no such provisions applicable to other types of microfinance institutions. 

Recommendation As the new regulatory framework for microfinance is being developed, rules and 

regulations should clearly be aligned with the current BoT regulations on the topic. 

In addition, all institutions should be required to inform their clients on the changes 

in key conditions and costs of the products that they maintain with microfinance 

providers.  

Good Practice C.3 Customer Records 

a. A non-bank credit institution should maintain up-to-date records in 

respect of each customer of the non-bank credit institution that 

contain the following: 

(i) a copy of all documents required to identify the customer and 

provide the customer’s profile;  

(ii) the customer’s address, telephone number and all other 

customer contact details;  

(iii) any information or document in connection with the customer 

that has been prepared in compliance with any statute, 

regulation or code of conduct;  

(iv) details of all products and services provided by the non-bank 

credit institution to the customer;  

(v) a copy of all correspondence from the customer to the non-bank 

credit institution and vice-versa and details of any other 

information provided to the customer in relation to any product 

or service offered or provided to the customer;  

(vi) all documents and applications of the non-bank credit 

institution completed, signed and submitted to the non-bank 

credit institution by the customer;  

(vii) a copy of all original documents submitted by the customer in 
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support of an application by the customer for the provision of a 

product or service by the non-bank credit institution; and  

(viii) any other relevant information concerning the customer. 

b. A law or regulation should provide the minimum permissible period 

for retaining all such records and, throughout this period, the 

customer should be provided ready free access to all such records. 

Description Currently, the lack of a regulatory framework for microfinance institutions outside 

the scope of regulation and supervision of the BoT prevents the enforcement of 

such rules for other semi-formal microfinance providers. However, most of the 

institutions interviewed reported keeping records–most of the time in a physical 

form–of their clients’ profile, contact information and relevant product data. 

However, most microfinance providers lack adequate information and management 

systems for record keeping. 

Recommendation Microfinance institutions and credit providers should be encouraged and supported 

to get adequate information and management systems. This would ensure 

appropriate handling of clients’ information and product records. 

Good Practice C.4 Credit Cards 

a. There should be clear rules on the issuance of credit cards and related 

customer disclosure requirements. 

b. Non-bank credit institutions, as credit card issuers, should ensure 

that personalized disclosure requirements are made in all credit card 

offers, including fees and charges (including finance charges), credit 

limit, penalty interest rates and method of calculating the minimum 

monthly payment. 

c. Non-bank credit institutions should not be permitted to impose 

charges or fees on pre-approved credit cards that have not been 

accepted by the customer. 

d. Consumers should be given personalized minimum payment 

warnings on each monthly statement and the total interest costs that 

will accrue if the cardholder makes only the requested minimum 

payment. 

e. Among other things, the rules should also: 

(i) restrict or impose conditions on the issuance and marketing 

of credit cards to young adults (below age of 21) who have no 

independent means of income;  

(ii) require reasonable notice of changes in fees and interest rates 

increase;  

(iii) prevent the application of new higher penalty interest rates 

to the entire existing balance, including past purchases made 

at a lower interest rate;  

(iv) limit fees that can be imposed, such as those charged when 

consumers exceed their credit limits;  

(v) prohibit a practice called ―double-cycle billing‖ by which 

card issuers charge interest over two billing cycles rather 

than one;  

(vi) prevent credit card issuers from allocating monthly 

payments in ways that maximize interest charges to 

consumers; and  

(vii) limit up-front fees charged on sub-prime credit cards issued 

to individuals with bad credit. 

f. There should be clear rules on error resolution, reporting of 

unauthorized transactions and of stolen cards, with the ensuing 

liability of the customer being made clear to the customer prior to his 

or her acceptance of the credit card.  

g. Non-bank credit institutions and issuers should conduct consumer 

awareness programs on the misuse of credit cards, credit card over-
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indebtedness and prevention of fraud. 

Description There are no credit card services provided by any microfinance institutions in 

Tanzania. 

Recommendation No recommendations. 

Good Practice C.5 Debt Recovery 

a. All non-bank credit institutions, agents of a non-bank credit 

institutions and third parties should be prohibited from employing 

any abusive debt collection practice against any customer of the non-

bank credit institution, including the use of any false statement, any 

unfair practice or the giving of false credit information to others.  

b. The type of debt that can be collected on behalf of a non-bank credit 

institution, the person who can collect any such debt and the manner 

in which that debt can be collected should be indicated to the 

customer of the non-bank credit institution when the credit 

agreement giving rise to the debt is entered into between the non-

bank credit institution and the customer.  

c. A debt collector should not contact any third party about a non-bank 

credit institution customer’s debt without informing that party of the 

debt collector’s right to do so; and (ii) the type of information that the 

debt collector is seeking.  

d. Where sale or transfer of debt without borrower consent is allowed 

by law, the borrower should be: 

(i) notified of the sale or transfer within a reasonable number of 

days;  

(ii) informed that the borrower remains obligated on the debt; 

and  

(iii) provided with information as to where to make payment, as 

well as the purchaser’s or transferee’s contact information. 

Description The FCA contains specific provisions on the use of deceptive and abusive 

commercial practices in the commercialization of any product or service in 

Tanzania. 

 

BoT regulations also include a specific section to ensure ‘fair lending and 

collection practices’, though their scope is very limited. Part VIII, Article 49 of the 

BAFIA contains provisions on fair lending and collection practices, but these only 

refer to (i) allowing prepayments, (ii) including any penalty in the initial contract, 

(iii) not introducing any unilateral modifications in a loan contract, and (iv) 

allowing indexed interest rates in loan contracts. No regulations are established for 

collection practices.  

 

The TAMFI code of conduct also includes provisions on debt collection and other 

guidelines on related business practices. 

 

In the case of some informal microfinance providers, collection practices may 

include in some instances referring to close relatives or employers to receive 

payment. 

 

The central credit bureau is not yet operational, and it would still take some time 

until information from microfinance clients is included into the system, if at all. 

Recommendation As there are already some regulations and self-regulation in place, it is 

recommended that the authorities coordinate and encourage further development 

on the topic. For this purpose, bringing on board industry associations, consumer 

organizations and NGOs would help raise awareness on the existence of abusive 

debt collection practices. 

 

SECTION D 

PRIVACY AND DATA PROTECTION 
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Good Practice D.1 Confidentiality and Security of Customers’ Information 

a. The financial transactions of any customer of a non-bank credit 

institution should be kept confidential by the institution. 

b. The law should require non-bank credit institutions to ensure that 

they protect the confidentiality and security of personal data of their 

customers against any anticipated threats or hazards to the security 

or integrity of such information, and against unauthorized access. 

Description A provision on confidentiality and banking secrecy is included in the BAFIA and 

covers all financial institutions regulated and supervised by the BoT, including 

deposit taking microfinance institutions. Article 48 refers to data confidentiality 

and banking secrecy, stating that “Every bank or financial institution shall observe, 

except as otherwise required by law, the practices and usages customary among 

bankers, and in particular, shall not divulge any information relating to its 

customers or their affairs except in circumstances in which, in accordance with the 

law or practices and usages customary among bankers, it is necessary or 

appropriate for the bank or financial institution to divulge such information. […]”. 

No similar provisions or regulations exist for other semi-formal or informal 

microfinance institutions. 

Recommendation The new Microfinance Law will create a unified framework for microfinance 

regulation and supervision, bringing microfinance companies and NGOs, and 

possibly SACCOs under the same regulatory umbrella. Specific provisions on data 

protection and confidentiality–similar to those that currently exist for BoT 

regulated institutions–for microfinance customers should thus be included in the 

new Law. The final objective is to eliminate any possibility of regulatory arbitrage 

among the different formal microfinance providers. 

Good Practice D.2 Credit Reporting 

a. Credit reporting should be subject to appropriate oversight, with 

sufficient enforcement authority.  

b. The credit reporting system should have accurate, timely and 

sufficient data. The system should also maintain rigorous standards of 

security and reliability.  

c. The overall legal and regulatory framework for the credit reporting 

system should be: (i) clear, predictable, non-discriminatory, 

proportionate and supportive of consumer rights; and (ii) supported 

by effective judicial or extrajudicial dispute resolution mechanisms.  

d. Proportionate and supportive consumer rights should include the 

right of the consumer 

(i) to consent to information-sharing based upon the knowledge 

of the institution’s information-sharing practices;  

(ii) to access his or her credit report free of charge (at least once 

a year), subject to proper identification;  

(iii) to know about adverse action in credit decisions or less-than-

optimal conditions/prices due to credit report information;  

(iv) to be informed about all inquiries within a period of time, 

such as six months;  

(v) to correct factually incorrect information or to have it 

deleted and to mark (flag) information that is in dispute;  

(vi) to reasonable retention periods of credit history; and  

(vii) to have information kept confidential and with sufficient 

security measures in place to prevent unauthorized access, 

misuse of data, or loss or destruction of data. 

e. The credit registers, regulator and associations of non-bank credit 

institutions should undertake campaigns to inform and educate the 

public on the rights of consumers in the above respects, as well as the 

consequences of a negative personal credit history. 

Description There is no centralized public or private credit reporting system. 



 

 56 

Recommendation No recommendations. 

 

SECTION E 

DISPUTE RESOLUTION MECHANISM 

Good Practice E.1 Internal Complaints Procedure 

Complaint resolution procedures should be included in the non-bank credit 

institutions’ code of conduct and monitored by the supervisory authority. 

Description The TAMFI code of conduct provides guidance on the procedure to resolve 

complaints and disputes between the associated microfinance institutions and their 

clients. The code establishes that “[…] members will be required to: 

i. Establish customer complaints desk 

ii. Work to solve customer complaints 

iii. Have programs to educate, make customers aware of their rights.” 

In addition, TAMFI would set up a customer complaints unit at its head office. 

This unit is expected to receive and handle customer complaints with the respective 

microfinance providers and the National Consumer Protection authority. The 

association would also measure the number of members that have in place a 

functioning customer complaints systems. 

Other microfinance providers that are not affiliated to TAMFI do not have specfic 

procedures in place to resolve internal complaints and disputes with their clients. 

Recommendation On the TAMFI code of conduct, there are no recommendations regarding internal 

complaints procedure. However, it would be important that the relevant authorities 

support and monitor current efforts to extract lessons learned which could be 

applied to other microfinance sectors. 

 

As new laws and regulations are developed to establish a clear financial consumer 

protection framework for the microfinance sector, it would be important to 

incorporate the principles established in these Good Practices in terms of dispute 

resolution. 

Good Practice E.2 Formal Dispute Settlement Mechanisms 

a. A system should be in place that allows consumers to seek affordable 

and efficient third-party recourse, such as an ombudsman, in the 

event the complaint with the non-bank credit institution is not 

resolved to the consumer’s satisfaction in accordance with internal 

procedures.  

b. The role of an ombudsman or equivalent institution in dealing with 

consumer disputes should be made known to the public.  

c. The ombudsman or equivalent institution should be impartial and act 

independently from the appointing authority, the industry and the 

parties to the dispute.  

d. The decisions of the ombudsman or equivalent institution should be 

binding upon non-bank credit institutions. The mechanisms to ensure 

the enforcement of these decisions should be established and 

publicized. 

Description The BoT is currently planning to set up a complaints help desk, which will perform 

dispute settlement mechanism for clients of BoT regulated financial institutions 

(including microfinance deposit taking providers). See Banking Section for more 

details.  

 

In the case of other microfinance providers affiliated to TAMFI, and according to 

the code of conduct, each institution is expected to have a complaints handling 

mechanism in place. In addition, TAMFI has been given the task of managing a 

centralized complaints handling desk through their website and at their 

headquarters’ office in Dar es Salaam. See Good Practice E.1 for more details.  

 

Once the new Microfinance Law comes into place, it is expected that a centralized 

and formal dispute settlement mechanism is implemented to consolidate and 
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adequately monitor all complaints handling in the sector. This will likely be run by 

the MoF. 

Recommendation There is no recommendation for dispute settlement mechanism for deposit taking 

microfinance institutions, as the BoT is planning to set up a complaints desk to 

perform such function. 

 

With regards to other microfinance providers, it is recommended that the 

ombudsman function is centralized in the MoF, if this is the final designated 

government institution to regulate and supervise other semi-formal microfinance 

providers. 

 

SECTION F 

CONSUMER EMPOWERMENT 

Good Practice F.1 Broadly based Financial Capability Program 

a. A broadly based program of financial education and information 

should be developed to increase the financial capability of the 

population.  

b. A range of organizations–including government, state agencies and 

non-governmental organizations–should be involved in developing 

and implementing the financial capability program.  

c. The government should appoint an institution such as the central 

bank or a financial regulator to lead and coordinate the development 

and implementation of the national financial capability program. 

Description The BoT has adopted the promotion of financial inclusion as one of its corporate 

objectives. A comprehensive financial literacy strategy has been developed as part 

of the overall strategy. A high level group has been established to work on 

financial inclusion and subsequently, the BoT has established an internal working 

group to follow up on the progress of the inclusion strategy. 

Recommendation No recommendations. 

Good Practice F.2 Using a Range of Initiatives and Channels, including the Mass Media 

a. A range of initiatives should be undertaken by the relevant authority 

to improve the financial capability of the population, and especially 

from low-income communities.  

b. The mass media should be encouraged by the relevant authority to 

provide financial education, information and guidance to the public, 

including on non-bank credit institutions and the products and 

services they offer.  

c. The government should provide appropriate incentives and 

encourage collaboration between governmental agencies, the 

supervisory authority for non-bank credit institutions, the 

associations of non-bank credit institutions and consumer associations 

in the provision of financial education, information and guidance to 

consumers. 

Description Based on the diagnostic on financial literacy in Tanzania (2008), there are multiple 

media channels in the country, but all have a relatively low outreach and high cost. 

Considering the high incidence of poverty, it is very likely that TV and newspapers 

are not the best channels to reach lower income segments, especially in the rural 

areas. Access to electricity is a widespread problem and only 2 percent of the 

population is reported to have internet access. 

Recommendation Government authorities could work on improving financial literacy of lower 

income population through collaboration with SACCOs, and other village and 

community microfinance providers. In addition, programs should be coordinated to 

produce learning and training materials on basic financial concepts, and these 

should be developed in Swahili which is the most common used language in the 

country. 

Good Practice F.3 Unbiased Information for Consumers 
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a. Consumers, especially the most vulnerable, should have access to 

sufficient resources to enable them to understand financial products 

and services available to them.  

b. Supervisory authorities and consumer associations should provide, 

via the internet and printed publications, independent information on 

the key features, benefits and risks – and, where practicable, the costs 

– of the main types of financial products and services, including those 

offered by non-bank credit institutions.  

c. The relevant authority should adopt policies that encourage non-

government organizations to provide consumer awareness programs 

to the public regarding financial products and services, including 

those offered by non-bank credit institutions. 

Description In addition to providing microfinance services, most microfinance providers and 

SACCOs fulfill an important role in educating their clients regarding basic 

financial concepts. However, given the fragmented nature of the microfinance 

sector in Tanzania, these efforts have mixed results and most of them depend 

greatly on the individual willingness of the provider, and/or the availability of 

external resources and foreign NGOs. 

Recommendation Authorities may consider taking the leading role in coordinating the strategy, 

including a number of basic training materials, brochures and information that is 

given to microfinance clients. Authorities may also want to engage with all the 

relevant industry associations and consumers organizations to increase the outreach 

and impact of this strategy. 

Good Practice F.4 Consulting Consumers and the Financial Services Industry 

The relevant authority should consult consumer associations and associations 

of non-bank credit institutions to help the authority develop financial 

capability programs that meet the needs and expectations of financial 

consumers, especially those served by non-bank credit institutions. 

Description There is no formal consultation mechanism for the MoF or the BoT to carry out a 

dialogue and receive feedback on the financial literacy strategy. An initial 

assessment carried out in 2008 did a thorough evaluation of the status of financial 

education based upon various feedback received from a number of stakeholders. It 

is important that the consultation process continues as the strategy is being 

implemented. 

Recommendation The MoF and the BoT should consult with the relevant stakeholders (i.e., industry 

associations, SACCO federations, VICOBA federation, as well as consumer 

organizations). When developing specific programs targeting clients in the 

microfinance sector, focus groups could be setup to ensure that the materials 

developed are well suited for the clients. 

Good Practice F.5 Measuring the Impact of Financial Literacy Initiatives 

a. Policymakers, industry and consumer advocates should understand 

the financial capability of various market segments, particularly those 

most vulnerable to abuse.  

b. The financial capability of consumers should be measured, amongst 

other things, by broadly based household surveys that are repeated 

from time to time.  

c. The effectiveness of key financial capability initiatives should be 

evaluated by the relevant authority from time to time. 

Description The FinScope survey incorporates specific questions to measure financial literacy 

in Tanzania. The results of the survey are being processed, and are expected to be 

released in September 2013. 
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Recommendation Authorities should continue to monitor progress on financial education and 

financial capability through surveys and in some cases, maybe also focus groups. 

This would help policy makers make the necessary changes to current policies and 

adapt their strategy if necessary. 
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COMPARISON WITH GOOD PRACTICES: PENSIONS SECTOR 
 
 

SECTION A 

 

CONSUMER PROTECTION INSTITUTIONS 

Good Practice A.1 Consumer Protection Regime 

The law should recognize and provide for clear rules on consumer protection in 

the area of private pensions and there should be adequate supporting 

institutional arrangements:  

a. There should be specific provisions in the law, which create an effective 

regime for the protection of consumers who deal directly with pension 

management companies and members/ affiliates of occupational plans.  

b. There should be a general consumer protection agency or a specialized 

agency, responsible for the implementation, oversight and enforcement 

of pension consumer protection, as well as data collection and analysis 

(including inquiries, complaints and disputes).  

c. The law should provide, or at least not prohibit, a role for the private 

sector, including voluntary consumer organizations and self-regulatory 

organizations, in respect of consumer protection regarding private 

pensions. 

 

Description a. The Social Security (Regulatory Authority) Act, 2008, amended in 2012 (“Act”) 

provides for an effective regime for regulation of the pension fund sector on the 

mainland. Many of the implementing regulations of the Act are in the process of 

being drafted, so the full regulatory regime has not yet been implemented. The 

Zanzibar Social Security Fund Act, 2005, provides the regulatory regime for the 

Zanzibar Social Security Fund. 

 

b. The Act created the Social Security Regulatory Authority (SSRA) that has the 

responsibility for oversight, regulation, and enforcement of the laws and regulations 

related to the pension industry. Part of the responsibilities of the SSRA is the receipt 

and resolution of inquiries and complaints by members regarding their pension fund 

rights and duties. The SSRA has a database of the complaints. The Zanzibar 

Minister of Finance has oversight over the Zanzibar Social Security Fund and can 

issue regulations regarding the operation of the Fund. 

 

c. There is no role for the private sector in private pensions in the law, but there is 

no prohibition against such involvement. Private pension funds can be created under 

the Act, but none have been created to date. 

Recommendation The implementing regulations for the SSRA should be completed and promulgated 

as quickly as possible. 

Good Practice A.2 Code of Conduct for Private Pension Funds 

a. Private pension funds should have a voluntary code of conduct.  

b. If such a code of conduct exists, private pension funds should publicize 

the code to the general public through appropriate means.  

c. Private Pension Funds should comply with the code and an 

appropriate mechanism should be in place to provide incentives to 

comply with the code. 

Description a. In 2012, the SSRA issued the Social Security Guidelines, 2012 (Conduct of 

Affairs of the Boards of Trustees of Schemes). However, there is no requirement in 

the Act, the implementing regulations, the SSRA guidelines or the Zanzibar Social 

Security Fund Act regarding the creation of a pension fund code of conduct for sales 

and marketing. Nonetheless, the mandatory pension funds have created internal 

Codes of Conduct for their management and a Charter of Customer Care regarding 
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how they deal with their customers.  

 

These Charters of Customer Care are separately printed and distributed to current 

and prospective members, although they are not on the websites of the pension 

funds. 

 

c. The mandatory pension funds have stated that they spend a great deal of time and 

effort complying with their Codes but it is on a voluntary basis. There is no 

incentive system in the Act, regulations or guidelines to encourage them to comply 

with the Code. 

Recommendation A standardized Code of Conduct and Code of Customer Care should be developed 

for all mandatory pension funds. A requirement should be put in place so that 

pension funds have to state in their annual reports whether they have complied with 

the Codes or not, and if not, they must explain why. This should provide an 

incentive to comply with the Codes. If this does not work, more formal legal 

mechanisms may be required such as enforcement actions by the SSRA before the 

Social Security Appeals Tribunal. 

Good Practice A.3 Other Institutional Arrangements 

a. The judicial system should provide credibility to the enforcement of the 

rules on pension consumer protection.  

b. The media and consumer associations should play an active role in 

promoting pension consumer protection. 

Description a. The judicial system provides a fair venue for enforcing the rules on consumer 

protection, but it is expensive as a means of resolving individual pension fund 

member complaints. As a result, the administrative process in the SSRA may 

provide for a more cost effective way for a consumer/pension fund member to 

pursue his or her claims. Appeals from that process are made to the Social Security 

Appeals Tribunal. There is no administrative procedure provided for in the Zanzibar 

Social Security Fund Act although Section 16 provides that any person or institution 

not satisfied by a decision of the Managing Director of the Fund or by the Board 

may refer the case to the Industrial Court. 

 
b. The media actively cover the pension sector due to the strong influence it has on 

the economy and the significant impact the pension sector has on the lives of 

employees in the formal sector who are covered by a pension plan. 

Recommendation a. The government may wish to consider the creation of a small claims court to 

handle small commercial disputes, including pension-related claims, although the 

administrative process at the SSRA will probably provide the most cost effective 

means for pension members to pursue their claims. 

 
b. No recommendations. 

Good Practice A.4 Licensing 

a. All private pension funds should be obliged to obtain a license from the 

supervisory authority.  

b. The entities that act for and provide support to a private pension fund 

should obtain a license from the supervisory authority. 

Description a. All mandatory, supplementary and private pension funds are obligated to obtain a 

license from the SSRA. So far no private pension schemes have been created. The 

Zanzibar Social Security Fund is created by Statute and the Voluntary Social 

Security Scheme is authorized by the board of trustees. 

 

b. Asset managers and custodians that act for a mandatory or private pension fund 

are required to obtain a license from the SSRA. The SSRA is coordinating this with 

the Capital Markets and Securities Authority (“CMSA”) and the BoT. 

Recommendation No recommendations. 
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SECTION B 

 

 

DISCLOSURE AND SALES PRACTICES 

Good Practice B.1 General Practices 

There should be disclosure principles that cover an investor’s relationship with 

a person offering a private pension fund in all three stages of such relationship: 

pre-sale, point of sale, and post-sale.  

a. The information available and provided to an investor should inform 

the investor of: 

(i) the choice of accounts;  

(ii) the characteristics of each type of account or service; and  

(iii) the risks and consequences of purchasing each type of account.  

b. A private pension fund and entities acting on its behalf should be 

legally responsible for all statements made in marketing and sales 

materials related to its products.  

c. A natural or legal person acting as the representative of a private 

pension fund or entity acting on its behalf should disclose to an 

investor whether the person is licensed to act as such a representative 

and who licenses the person.  

d. If a private pension fund or an entity acting on its behalf delegates or 

outsources any of its functions or activities to another legal entity or 

physical person, such delegation or outsourcing should be fully 

disclosed to the investor, including whether the person to whom such 

function or activity is delegated is licensed to act in such capacity and 

who licenses the person. 

Description a. The mandatory pension funds give information to prospective members, but there 

is no standardized format or disclosure requirement for this information. According 

to discussions with industry participants, the information given is different for each 

fund. Each mandatory fund only offers one type of account. Some of the funds have 

supplementary funds that a member can join, but there is also no standardized 

format or disclosure requirement for the supplementary funds. 

 

b. There is no primary statutory legal responsibility for the statements made in 

marketing material. Section 29(2) of the Act only creates a legal liability if the 

SSRA has ordered the entity to desist from making particularly representations. 

 

c. Representatives of pension funds are currently not required to get an individual 

license. 

 

d. Currently, there are no asset managers or custodians that have obtained licenses 

for the pension sector. The regulatory framework for these entities is currently being 

put into place. 

Recommendation a. Standardized disclosure obligations for sales material should be developed by the 

SSRA for all funds and by the Zanzibar Minister for Finance for the Zanzibar fund. 

 
b. The laws should be amended to provide for legal liability for false and misleading 

statements made by funds and their representatives, irrespective of whether the 

SSRA has directed the fund to desist from making the statements. This liability 

should be available to fund members or potential members who sue funds in civil 

court or in SSRA administrative proceedings. 

 
c. Sales representatives of funds or their agents should be licensed by the SSRA or 

the Zanzibar Minister of Finance. 
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d. The implementing regulations for service entities for pension funds should require 

a pension fund to disclose all entities acting on its behalf. 

 

Good Practice B.2 Terms and Conditions 

a. Before commencing a relationship with an investor, a private pension 

fund or a person acting on its behalf should provide the investor with a 

copy of its general terms and conditions, as well as any terms and 

conditions that apply to the particular account. 

b. The terms and conditions should always be in a font size and spacing 

that facilitates easy reading. 

c. The terms and conditions should disclose: 

(i) details of the general charges; 

(ii) the complaints procedure; 

(iii) information about any compensation scheme that the securities 

intermediary or CIU is a member of, and an outline of the 

action and remedies which the investor may take in the event of 

default by the private pension fund; 

(iv) the methods of computing interest rates paid or charged; 

(v) any relevant non-interest charges or fees related to the product; 

(vi) any service charges; 

(vii) the details of the terms of any leverage or margin being offered 

to the client and how the leverage functions;  

(viii) any restrictions on account transfers; and  

(ix) the procedures for closing an account. 

Description a. The mandatory pension funds give information to prospective members, but there 

is no standardized format or disclosure requirement for the information. According 

to discussions with industry participants, the information given is different for each 

fund. 

 

b. There are no rules on font size and spacing for material given to prospective 

members of members of pension funds. 

 

c. There are no rules on the contents for the sales material and terms and conditions 

of a pension fund. 

Recommendation The SSRA and Zanzibar Minister of Finance should implement guidelines or draft 

regulations regarding the disclosure of the terms and conditions of a pension fund to 

a prospective member. 

Good Practice B.3 Advertising and Sales Materials 

a. Pension management companies should ensure their advertising and 

sales materials and procedures do not mislead the customers.  

b. All marketing and sales materials of pension management companies 

should be easily readable and understandable by the average public.  

c. The pension management company should be legally responsible for 

all statements made in marketing and sales materials related to its 

products, and for all statements made by any person acting as an agent 

for the company. 

Description a. Section 29(1) and (3) of the Act provide that pension funds should not engage in 

unsafe and unsound conduct in violation of an order from the SSRA to desist from 

such conduct. There is no independent duty of a pension fund not to mislead 

members or prospective members in the Act or the Zanzibar Social Security Act. 

  
b. There is no requirement that marketing and sales materials should be easily 

readable and understandable in English or Swahili. 

 
c. There is no primary statutory legal responsibility for the statements made in 
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marketing material. Section 29(2) of the Act only creates a legal liability if the 

SSRA has ordered the entity to desist from making particularly representations. 

Recommendation The Act and Zanzibar Social Security Act should be changed to create an 

independent duty for a pension fund not to engage in deceptive and misleading sales 

practices. 

Good Practice B.4 Disclosure of Financial Situation 

a. The regulator or supervisor should publish annual public reports on 

the development, health and strength of the pensions industry either as 

a special report or as part of its disclosure and accountability 

requirements under the law that governs these.  

b. All pension management companies should disclose information 

regarding their financial position and profit performance.  

Description a. The SSRA’s annual report does have general discussion of the condition of the 

pension industry, but the Act does not require it to be in the SSRA’s annual report. 

 
b. There is no requirement in the Act. The individual fund laws, including the 

Zanzibar fund law, require that the funds be audited on an annual basis and the 

financial statements and audit should be given to the Minister of Finance no later 

than six months after the end of the audit. The Tanzanian Minister is then obligated 

to table the reports with the National Assembly as soon as practical. In the case of 

Government Employees Pension Fund (GEPF) the financial reports are to be placed 

in the Gazette. The financial statements are also put in the Annual Report of the 

Fund and are on the agenda of the funds’ Annual General Meeting, although this is 

not required by law. 

Recommendation No recommendations. 

Good Practice B.5 Key Facts Statement 

A Key Facts Statement disclosing the key factors of the pension scheme and its 

services should be presented by the pension management company before the 

consumer signs a contract. 

Description There is no requirement for a Key Facts Statement in the Act, fund laws, 

regulations, or SSRA guidelines. 

Recommendation The SSRA should require that each pension fund give a potential member a Key 

Facts Statement with the characteristics of the fund. 

Good Practice B.6 Special Disclosures 

a. Customers should be notified of any planned change in fees or charges 

a reasonable period in advance of the effective date of the change.  

b. Pension management companies should inform consumers upfront of 

the nature of any guarantee arrangements covering their pension 

products.  

c. Customers should be informed upfront regarding the time, manner 

and process of disputing information on statements and in respect of 

transactions.  

d. Customers should be informed in writing, at the time of sale or when 

joining an occupational plan, of the options available to them if they 

decide to change employer, move or retire. 

Description a. The mandatory funds generally keep their members informed and this information 

would be given in advance of the Annual Meeting. The only time that members 

could challenge the changes is at the Annual Meeting. 

 
b. The mandatory funds will receive funds from the Consolidated Fund if they have 

insufficient assets to pay obligations to members. There is no obligation to inform 

prospective members of this guarantee. The Zanzibar Social Security Fund will also 

receive funds in the form of loans from the government if necessary. 

 
c. There is no specific legal requirement that funds disclose their internal dispute 



 

 65 

resolution process at the time a member decides to enroll in a fund.  

 
d. There is no legal requirement that members be informed of their options at the 

time they join a fund. The portability of a pension plan when a member changes 

employers is currently difficult and the SSRA is attempting to solve the issue. 

Recommendation The SSRA should complete its rules on portability of funds and require funds to 

inform potential customers of the options and process for portability of their pension 

funds and rights. 

Good Practice B.7 Professional Competence 

a. Marketing personnel, officers selling and approving transactions, and 

agents, should have sufficient qualifications and competence, 

depending on the complexities of the products they sell.  

b. The law should require agents to be licensed, or at least be authorized 

to operate, by the regulator or supervisor.  

Description a. The SSRA or Zanzibar Minister of Finance. does not give courses or 

examinations to people who market pension funds. All training and qualification is 

done internally by the pension funds. 

 
b. There is currently no licensing requirement for marketing people by the SSRA or 

Zanzibar Minister of Finance. 

Recommendation The SSRA and Zanzibar Minister of Finance should require that sales and marketing 

people be licensed after passing a qualifying examination. 

Good Practice B.8 Know Your Customer 

The sales officer should examine important characteristics of any potential 

customer, such as age, employment prospects and financial position, and be 

aware of the customer’s risk appetite and his or her long-term objectives for 

retirement, and recommend relevant financial products accordingly. 

Description Tanzania does not have a KYC rule for pension programs. 

Recommendation The SSRA should draft a regulation or promulgate a Guideline or draft a regulation 

for KYC for supplementary and private funds. 

Good Practice B.9 Suitability 

A private pension fund should ensure that, taking into account the facts 

disclosed by the investor and other relevant facts about that investor of which it 

is aware, any recommendation, product or service offered to the investor is 

suitable to that investor. 

Description There is no suitability requirement for pension programs in Tanzania. 

Recommendation The SSRA should draft a regulation or promulgate a Guideline for Suitability for 

supplementary and private funds. 

Good Practice B.10 Sales Practices  

a. Legislation and regulations should contain clear rules on improper 

sales practices in the solicitation, sale and purchase of securities. Thus, 

securities intermediaries, investment advisers, CIUs and their sales 

representatives should: 

(i) Not use high-pressure sales tactics; 

(ii) Not engage in misrepresentations and half-truths as to products 

being sold; 

(iii) Fully disclose the risks of investing in a financial product being 

sold; 

(iv) Not discount or disparage warnings or cautionary statements in 

written sales literature; 

(v) Not exclude or restrict, or seek to exclude or restrict, any legal 

liability or duty of care to an investor, except where permitted by 

applicable legislation. 

b. Legislation and regulations should provide sanctions for improper 

sales practices. 



 

 66 

c. The securities supervisory agency should have broad powers to 

investigate fraudulent schemes. 

Description a. Sections 29 and 31 of the Act prohibit certain types of sales practices, including:  

(i) obtaining consent by duress or influence; 

(ii) misrepresentation of facts, documents or information which are false in a 

material matter; and  

(iii) any other acts that contain unsafe or unsound practices. 

There are no such provisions in the Zanzibar Social Security Fund Act. 

 

b. Section 29(2) of the Act provides for sanctions of a fine of not more than  

TZS 10 million or imprisonment for not more than 2 years, but only if a trustee, 

manager, or custodian commits acts in violation of a desist order already issued by 

the SSRA ordering them to desist from committing any of the violations set forth in 

a. above. 

 

c. The SSRA has broad powers to conduct an inspection of a registered entity under 

Sections 39-40 of the Act. The Act does not give the SSRA the power to obtain bank 

records of third parties, however Section 40 of the Act allows the SSRA and the 

BoT to conduct a joint examination if warranted. It would appear that in this 

circumstance, bank activity of third persons could be obtained if relevant to the 

examination. The Act does not give the SSRA the authority to obtain statements 

from officers and employees of a registered entity or from others who have dealings 

with the registered entity or its officers and employees. The inspection of the 

Zanzibar Social Security Fund is conducted by inspectors appointed by the Board of 

Trustees of the Zanzibar Social Security Fund. 

Recommendation The SSRA should be given authority to conduct broad investigations of fraud and 

misconduct at pension funds, including obtaining information from banks, phone 

companies and other third parties with relevant information. Inspections of the 

Zanzibar Social Security Fund should be conducted by the Minister of Finance or 

some other entity independent of the Fund. 

 

The Zanzibar Social Security Fund Act should be amended to prohibit unfair and 

deceptive sales practices. 

Good Practice B.12 Relationships and Conflicts 

a. A private pension fund should disclose to its clients all relationships 

that it has which impact on the client’s account, such as banks, 

custodians, advisers or intermediaries which are used to maintain and 

manage the account.  

b. A private pension fund should disclose all conflicts of interest that it 

has with the client and the manner in which the conflict is being 

managed. 

Description There is no requirement in the Act for disclosure of such information. 

Recommendation The SSRA should draft a regulation or promulgate a Guideline requiring pension 

funds, asset managers and custodians to disclose all relationships and conflicts that 

they have as regarding a member’s account. 

Good Practice B.13 Contracts 

There should be consistent contracts or membership forms for pension 

products and the contents of a contract should be read by the customer or 

explained to the customer before it is signed. 

Description There are no standardized contracts for a member of a pension fund. An application 

form containing some basic biographic data is all that is filled out. The team was 

informed that the SSRA is working with the industry to develop standard provisions 

to be put in the contracts. 

Recommendation The team fully supports the development of standard provisions for the contracts. 

Good Practice B.14 Cooling-off Period 
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There should be a reasonable cooling-off period associated with any individual 

pension product. 

Description There is no requirement in the Act, regulations, or guidelines that requires that a 

member has a “cooling off” period after he or she has decided to become a member 

of a pension scheme in which he or she could change their decision to become a 

member. 

Recommendation The SSRA should draft a regulation or promulgate a Guideline that creates a 

“cooling off” period for members after they have joined a pension fund to change 

their mind and switch funds. 

 

SECTION C 

CUSTOMER ACCOUNT HANDLING AND MAINTENANCE 

Good Practice C.1 Segregation of Funds 

Funds of pensions should be segregated from the funds of all other market 

participants. 

Description Section 24(3) of the Act provides that the assets of the funds shall be maintained 

separately from other funds held by the trustees, asset managers and custodians. 

However, the Act does not provide that the assets of the fund are insulated from 

attachment in the event of bankruptcy or judgments against a member, trustee, asset 

manager or custodian.  

 

Section 18 of the Regulations for Supplementary Funds requires that all assets of a 

fund must be held in a separate account at a registered custodian. There is no such 

requirement for mandatory funds. 

 

Section 30(8) of the Regulations also provides that the custodian and manager 

cannot be related entities, which constitutes an additional method for segregating 

and safeguarding the funds’ assets. 

 

The laws establishing each of the mandatory funds provide for the insulation of the 

funds’ assets from creditors or, in the event of bankruptcy, from the bankruptcy 

administrator of the trustee, asset manager or custodian: Sections 69 and 70 of the 

Local Authorities Pension Fund (LAPF) Law, Sections 76 and 77 of the National 

Social Security Fund (NSSF) Law, Section 28 of the Public Service Pensions Fund 

(PSPF) Law, Section 50 of the Parastatal Pensions Fund (PPF) Law and Sections 

37(1) and 41 of the Zanzibar Law. The GEPF Law does not have such a provision. 

Recommendation No recommendations. 

Good Practice C.2 Statements 

a. Customers or occupational plan members should receive a regular 

streamlined statement of their account that provides the complete 

details of account activity (including investment performance on a 

standardized basis) in an easy-to-read format, making reconciliation 

easy.  

b. Plan members should have a means to dispute the accuracy of any 

transaction recorded in the statement within a reasonable, stipulated 

period.  

c. When plan members sign up for paperless statements, such statements 

should be in an easy-to-read and readily understandable format. 

Description a. There is no provision in the Act requiring statements for mandatory funds. 

Nevertheless, the need for the statements is mitigated due to the ability of a member 

to access their account online, to receive text information (short data texts) on their 

account, and to go to an office of the fund for a detailed statement of their account. 

For Supplementary Funds, Section 16(2) of the Regulations requires that annual 

statements are given to all members of the fund and quarterly updates to be provided 

on all matters regarding the scheme. 
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b. There is no provision in the Act, regulations or guidelines requiring a fund to 

have an internal dispute resolution mechanism, although most mandatory pensions 

have them. 

 

c. There is no provision in the Act related to paperless statements. Nonetheless, as 

mentioned above, the members can access their account information online. 

Recommendation The SSRA should draft a regulation or promulgate a Guideline requiring pension 

funds, asset managers and custodians to have an internal dispute resolution system 

and to disclose such system to potential fund members and members. This should 

also be done for the Zanzibar Social Security Fund. 

Good Practice C.3 Prompt Payment and Transfer of Funds  

When a pension plan member requests the payment of funds in his or her 

account, or the transfer of funds and assets to another pension fund, the 

payment or transfer should be made promptly. 

Description There is no provision in the Act, regulations, guidelines, or individual fund laws 

regarding prompt payment of funds to members. However, Section 20(b)(3) of the 

GEPF Law provides for prompt payment to a new fund when a member moves to a 

pensionable job. 

Recommendation The SSRA should draft a regulation or promulgate a Guideline requiring the prompt 

payment of funds to members retirees and to other pension funds in the event that a 

pension member moves to a new employer and new pension fund. 

Good Practice C.4 Pension Member Records 

a. A pension plan, its asset manager, custodian, securities intermediary, 

and investment adviser should maintain up-to-date plan and member 

records, as appropriate, containing at least the following: 

(i) a copy of all documents required for member identification and 

profile;  

(ii) the member’s contact details;  

(iii) all contract notices and periodic statements provided to the 

member;  

(iv) details of advice, products and services provided to the member;  

(v) details of all information provided to the member in relation to 

the advice, products and services provided to the investor;  

(vi) all correspondence with the member;  

(vii) all documents or applications completed or signed by the 

member;  

(viii) copies of all original documents submitted by the member in 

support of an application for the provision of advice, products 

or services;  

(ix) all other information concerning the member which the pension 

plan, its asset manager, custodian, securities intermediary or 

investment advisor is required to keep by law;  

(x) all other information which the pension plan, its asset manager, 

custodian, securities intermediary or investment advisor obtains 

regarding the investor. 

b. Details of individual transactions should be retained for a reasonable 

number of years after the date of the transaction. All other records 

required under a. to j. above should be retained for a reasonable 

number of years from the date the relationship with the investor ends. 

Investor records should be complete and readily accessible. 

Description a. In 2012 the SSRA issued the Social Security Schemes (Data Management) 

Guidelines 2012. Almost all records are required to be maintained except copies of 

documents (due to the fact that the information is digitalized) and the 

correspondence and contacts with a member. 

 

b. Data retention is five years. Although under the Archives Law, there is an 
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argument that the data retention time is 30 years. 

 

Recommendation No recommendations. 

 

SECTION D 

 

PRIVACY AND DATA PROTECTION 

 

Good Practice D.1 Confidentiality and Security of Customers’ Information  

a. The financial activities of any customer of a pension management 

company should be kept confidential and protected from unwarranted 

private and governmental scrutiny.  

b. The law should require pension management companies to ensure that 

they protect the confidentiality and security of personal information of 

their customers against any anticipated threats or hazards to the 

security or integrity of such information, and against unauthorized 

access to, or use of, customer information that could result in 

substantial harm or inconvenience to any customer. 

Description a. There is no provision in the Act for confidentiality of member information. 

Nonetheless, in practice the information is confidential. See below. Section 38 of the 

Zanzibar Social Security Fund Act provides for sanctions for a breach of 

confidentiality by an officer of the fund. 

 

b. Section 6(e) of Social Security Schemes (Data Management) Guidelines provides 

that pension funds should have a system for maintaining the confidentiality of 

members’ information. No specifics as to the characteristics of the system are given. 

Recommendation The SSRA should draft a regulation or promulgate a Guideline setting forth the 

characteristics of a confidentiality system and sanctions for violating the system. 

Good Practice D.2 

 

Sharing Customer’s Information 

a. Pension management companies should inform the consumer of 

third-party dealings for which the pension management company 

intends to share information regarding the consumer’s account.  

b. Pension management companies should explain to customers how 

they use and share customers’ personal information.  

c. Pension management companies should be prohibited from selling 

(or sharing) account or personal information to (or with) any outside 

company not affiliated with the pension management company for 

the purpose of telemarketing or direct mail marketing.  

d. The law should allow a customer to stop or ―opt out‖ of the sharing 

by the pension management company of certain information 

regarding the customer, and the pension management company 

should inform its customers of their opt-out right.  

e. The law should prohibit the disclosure of information of customers 

by third parties. 

Description There are no provisions regarding the sharing of information in the Act, regulations, 

guidelines, or individual fund laws. 

Recommendation The SSRA and Zanzibar Minister of Finance should draft a regulation or promulgate 

a Guideline setting forth when and how a pension fund, asset manager, and 

custodian can share customer information. 

Good Practice D.3 Permitted Disclosures 

a. The law should state specific procedures and exceptions concerning the 

release of customer financial records to government authorities.  

b. The law should provide for penalties for breach of confidentiality laws. 

Description There are no provisions in the Act, regulations, guidelines, or individual fund laws 

on permitted disclosure. Nonetheless, data would be disclosed if required by law, 

such as by a court order. 

Recommendation The SSRA and Zanzibar Minister of Finance should draft a regulation or promulgate 
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a Guideline setting forth when and how a pension fund, asset manager and custodian 

can disclose customer information.  

 

SECTON E 

 

DISPUTE RESOLUTION MECHANISMS 

 
Good Practice E.1 Internal Dispute Settlement 

a. An internal avenue for claim and dispute resolution practices within 

the pension management company should be required by the 

supervisory agency.  

b. Pension management companies should provide designated employees 

available to consumers for inquiries and complaints.  

c. The pension management company should inform its customers of the 

internal procedures on dispute resolution.  

d. The regulator or supervisor should investigate whether pension 

management companies comply with their internal procedures 

regarding dispute resolution. 

Description a. There are no specific provisions in the Act, regulations, guidelines, or individual 

fund laws, including the Zanzibar law, regarding internal dispute resolution 

procedures and practices. Nonetheless, in practice such procedures exist. 

 

b. There does not appear to be a practice of designating specific employees to 

handle inquiries or complaints, although it does appear to happen at some of the 

funds. 

 

c. There is no specific legal requirement that funds disclose their internal dispute 

resolution procedures, although it is the general practice of the funds to do so. 

 

d. Inspections by the SSRA may include a review of complaint handling. 

Recommendation The SSRA and Zanzibar Minister of Finance should draft a regulation or promulgate 

a Guideline requiring pension funds, asset managers, and custodians to have an 

internal dispute resolution system and to disclose such system to potential fund 

members and members. 

Good Practice E.2 Formal Dispute Settlement Mechanisms 

A system should be in place that allows consumers to seek third-party recourse 

in the event they cannot resolve a pensions-related issue with their employer or 

a pension management company. 

Description Sections 43-46 of the Act provide for an administrative procedure at the SSRA for 

the resolution of disputes between members and funds. A member who is 

unsatisfied with the decision or the SSRA can appeal the decision to the Social 

Security Appeals Tribunal, which is in the process of being established. A person or 

institution unsatisfied with the actions of the managing director or Board of the 

Zanzibar Social Security Fund can refer the matter to the Industrial Court. 

Recommendation No recommendations. 

 

SECTION F 

 

GUARANTEE SCHEMES AND SAFETY PROVISIONS 

 
Good Practice F.1 Guarantee Schemes and Safety Provisions 

Guarantee and compensation schemes are less common in the pensions sector 

than in banking and insurance. There are more likely to be fiduciary duties and 

custodian arrangements to ensure the safety of assets. 

a. There needs to be a basic requirement in the law to the effect that 

pension management companies should seek to safeguard pension fund 

assets.  

b. There should also be adequate depository or custodian arrangements in 

place to ensure that assets are safeguarded. 
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Description The laws of all of the mandatory funds on the mainland, except the GEPF, provide 

that if there is a shortfall in the assets of a mandatory fund, the shortfall will be 

made up by the Consolidated Fund. NSSF Act Section 64, PPF 2001 amend Section 

51, PSPF Section 46, and LAPF Section 53. Section 32(3) of the Zanzibar Fund law 

provides that shortfalls will be handled by a loan from the government to the fund 

which shall be repaid as soon as practical.  

 

a. There are provisions in the individual fund laws that the Board of Trustees should 

safeguard fund assets (PPF Law Section 19, NSSF Law Section 56, LAFP Law 

Section 11, PSPF Law Section 54 and Zanzibar Law Section 11). There is nothing in 

the GEPF Law on this subject, but the SSRA Guidelines on the Board of Trustees 

provides for this for all mandatory and supplemental funds. 

 

b. There does not appear that the mandatory pension funds are required to have a 

custodian. However, a custodian system is being implemented for Supplementary 

Pensions, pursuant to the Regulations Section 18. 

Recommendation As mentioned in Volume I, the pension funds face a serious funding shortage which 

will need to be made up from the government budget or through changes in the 

funds’ parameters. In order to avoid a significant demand for budget resources, the 

pensions funds will need to be made sustainable in terms of increased income and/or 

reduced liabilities for payments. 

 

SECTION G 

 

 

CONSUMER EMPOWERMENT 

Good Practice G.1 Broadly based Financial Capability Program 

a. A broadly based program of financial education and information 

should be developed to increase the financial capability of the 

population.  

b. A range of organizations–including government, state agencies and 

non-governmental organizations–should be involved in developing and 

implementing the financial capability program.  

c. The government should appoint an institution such as the central bank 

or a financial regulator to lead and coordinate the development and 

implementation of the national financial capability program. 

Description a. The National Financial Inclusion Action Plan 2012-2015 has been developed to 

increase the financial capability and inclusion of the people. Although pensions are 

mentioned as one of the areas to be covered, there is little detail on the way that 

pensions will be included in the Inclusion Action Plan. The SSRA has developed its 

own plan for outreach and education for the public. However, budget constraints 

limit the implementation of its plan. 

 

b. The NFIAP was developed by a number of stakeholders who make up the 

Tanzania National Financial Inclusion Council (TAFINC).  

 

c. The BoT has been chosen as the institution to lead the Inclusion Action Plan. 

Recommendation The pension sector should be integrated more fully into the National Financial 

Inclusion Action Plan. The program of the SSRA should be more fully funded, if 

possible. 

Good Practice G.2 Using a Range of Initiatives and Channels, including the Mass Media 

a. A range of initiatives should be undertaken to improve people's 

financial capability.  

b. The mass media should be encouraged by the relevant authority to 

provide financial education, information and guidance to the public, 

including on the private pensions sector.  

c. The government should provide appropriate incentives and encourage 

collaboration between governmental agencies, the supervisory 
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authority for private pensions, the private pension industry and 

consumer associations in the provision of financial education, 

information and guidance to consumers, particularly on the private 

pensions sector. 

Description a. Until recently, pension literacy has largely depended on initiatives led by the 

mandatory pension funds. Now that the SSRA has been established, it is initiating 

more literacy programs. 

 
b. The mass media, particularly newspapers and radio, have engaged in reporting 

and other coverage of the pension system in Tanzania. 

 
c. The government, through the National Financial Inclusion Action Plan is 

encouraging increased cooperation in the area of financial literacy. The SSRA is 

organizing a literacy program with the mandatory funds, although it has not been 

finalized yet. 

Recommendation The literacy program for pensions coordinated by the SSRA should be supported 

and implemented. 

Good Practice G.3 Unbiased Information for Consumers 

a. Financial regulators and consumer associations should provide, via the 

internet and printed publications, independent information on the key 

features, benefits and risks –and where practicable the costs- of the 

main types of financial products and services, including private 

pensions.  

b. The relevant authority should adopt policies that encourage non-

government organizations to provide consumer awareness programs to 

the public in the area of pensions. 

Description a. The SSRA provides printed publications regarding the pension sector and 

provides information to citizens through mass media channels. As mentioned, this is 

somewhat limited due to budgetary constraints. 

 
b. NGOs in the pension sector have not been developed yet, although a few fledgling 

organizations currently exist. There are no policies currently in place to encourage 

these organizations. 

Recommendation Financial consumer associations and other NGOs should be encouraged to provide 

information on pension programs. 

Good Practice G.4 Measuring the Impact of Financial Capability Initiatives 

a. The financial capability of consumers should be measured through a 

broad-based household survey that is repeated from time to time.  

b. The effectiveness of key financial capability initiatives should be 

evaluated. 

Description a. FinScope has done several surveys on general financial consumer education and 

literacy. The studies did not focus on pensions. 

 
b. Since the financial capability initiatives are just beginning, no evaluation has been 

made. 

Recommendation FinScope should cover financial literacy in the pensions sector. 
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ANNEX I: LEGAL FRAMEWORK BANKING AND MICROFINANCE SECTOR 
 
Bank of Tanzania Act 2006: The Bank of Tanzania Act of 2006 introduced the microfinance 

business as a legal business and integral part of the national financial system as formal financial 

institutions. 

 

“An Act to provide for more responsive regulatory role of the Bank of Tanzania in 

relation to the formulation and implementation of monetary policy; to provide for the 

supervision of banks and financial institutions and to provide for other related matters. 

 

[…] In this Act, unless the context requires otherwise– 

 

banking business means the business of receiving funds from the general public through 

the acceptance of deposits payable upon demand or after a fixed period or after notice, or 

any similar operation through the frequent sale or placement of bonds, certificates, notes 

or other securities, and to use such funds, in whole or in part, for loans or investments for 

the account of and at the risk of the person doing such business; 

 

financial institution means an entity engaged in the business of banking, but limited as to 

size, locations served, or permitted activities, as prescribed by the Bank or required by 

the terms and conditions of its license;” 

 

Banking and Financial Institutions Act 2006: The Banking and Financial Institutions Act 

(BAFIA) of 2006 states that the primary objectives of supervision and regulation of banks and 

financial institutions by the BoT are to maintain the stability, safety and soundness of the 

financial system and to reduce the risk of loss to depositors. It introduces the microfinance 

business as a legal business and integral part of the national financial system as formal financial 

institutions. Two types of institutions are identified by the law: deposit-taking microfinance 

companies (MFCs) and Financial Cooperatives (FICOs), and these need to be licensed and 

supervised by the BoT to operate. Similarly to the provision of baking services, fair lending 

practices apply equally to microfinance products offered by banks with microfinance windows. 

 

Definition of microfinance companies: 

 

“micro-finance company” means a financial institution incorporated as a company 

limited by shares formed to undertake banking business primarily with households, small 

holder farmers and micro-enterprises in rural or urban areas of Tanzania Mainland and 

Tanzania Zanzibar; 

 

Microfinance Regulations 2005:  The regulatory framework includes Microcredit Activities 

Regulation, FICOs Regulation, Internal Controls and Internal Audit Regulation. Regulations of 

microfinance institutions extend the Bank’s mandate of protecting depositors’ funds and the 

stability of financial system in general. SACCOs are not covered under these regulations. 
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Within the policy objectives, the regulations include the prevention of “unfair competition, 

unduly risky and even ‘predatory’ lending practices in microfinance”. The regulations cover 

prudential regulations relating specifically to MFCs and prescribe conditions related to minimum 

core capital and other licensing provisions, lending limits, capital adequacy, asset quality, and 

reporting requirements. Institutions are required to report their micro-loan portfolios. The 

regulations also provide for loan classification and provisioning schedules. The classification and 

provisioning of microloans are however very stringent than those for commercial loans due to the 

fragile nature of the microfinance operations and the need to take immediate collection and 

recovery action in case of delinquency on unsecured loans. 

 

Moreover, the regulations on microcredit activities require all institutions engaged in microcredit 

to assign unique identification numbers to their clients and to report to a credit databank their loan 

portfolio information in the format prescribed by the BoT. This requires installation of 

appropriate management information system (MIS) and adequate human capacity, both of which 

are difficult for most credit-only institutions to afford. 

 

Financial Cooperative Societies Regulation 2005: These regulations were issued to regulate big 

SACCOs licensed as FICOs, however have never been implemented. FICOs were expected to be 

registered by the Registrar of Cooperatives and be subjected to the cooperative rules. In addition, 

FICOs were expected to adopt accounting and prudential guidelines established in the BoT 

regulations as well as other regulations applicable to institutions engaged in financial 

intermediation.  

 

Cooperative Societies Act 2003: The Co-operative Societies Act, 2003 makes provision for 

registration of various levels of federated co-operatives. At the primary level, cooperatives 

involved in financial intermediation include SACCOs and cooperative banks. However, on the 

federated front, they include, Joint Enterprises and SCCULT.  

 

The legal system governing regulation and supervision of SACCOs stems from the Cooperative 

Societies Act of 2003 and the Banking and Financial Institutions Act of 2006. These two laws lay 

the legal foundation for SACCOs’ operations and supervision.  The current rules and regulations 

provide some standards, but they are inadequate to monitor performance and the financial 

condition of SACCOs and detect emerging problems. 

 

Society Ordinance Cap 337 of 1954 provides powers to the Registrar of Societies to demand 

audited accounts from any society that falls under its authority.  

 

The Non-Governmental Organization Act 2002: The NGO Act establishes the creation and 

registration of all non-governmental organizations operating in Tanzania, irrespective of their 

social mission. 
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ANNEX II: LEGAL FRAMEWORK PENSIONS SECTOR 
 
Social Security (Regulatory Authority) Act 2008, amended 2012 provides for the regulatory 

structure for pension funds in Tanzania. It establishes the Social Security Regulatory Authority 

(SSRA) and the Social Security Tribunal and provides for the registration and supervision of 

pension funds and related entities such as custodians and asset managers. 

 

Regulations 2009 set forth basic regulations in regards to the registration and regulation of 

Supplemental Funds, custodians and asset managers. 

 

Social Security (Conduct of Affairs of the Board of Trustees of Schemes) Guidelines 2012 are 

issued by the SSRA and set forth the qualification, appointment, duties and responsibilities of 

members of a Board of Trustees for a pension scheme (fund). 

 

Social Security Social Security Schemes Investment Guidelines 2012 sets the policies for 

investment by a pension scheme (fund) including investment diversification, the use of asset 

managers, dealing with conflicts of interest, and reporting obligations to the SSRA and the BoT. 

 

Social Security (Data Management) Guidelines 2012 sets forth the record keeping and reporting 

requirements for pension schemes. 

 

Social Security (Schemes Conduct of Actuarial Services) Guidelines 2012 sets forth the 

qualifications, methodological procedures and approval for actuaries for pension funds. 

 

Laws related to Specific Pension Funds 

 

Each of the mandatory pension funds has a separate law that creates the fund and provides rules 

for its operation. The Social Security (Regulatory Authority) Act 2008, amended 2012 radically 

changed the way in which pension funds were authorized and supervised with the creation of the 

SSRA. These laws were modified in 2012 to fully integrate specific pension fund laws with the 

Social Security (Regulatory Authority) Act 2008, amended 2012. The pension fund laws are: 

 

 1. The Parastatal Pensions Act 1978, amended 2002 and 2012 

 

 2. The Provident Fund (Government Employees) Act 1967 

 

 3. The Local Authorities Pensions Fund Act, 2006, amended 2012 

 

 4. National Social Security Pension Fund Act, 1997, amended 2012 

 

 5. Public Service Retirement Benefits Act, 1999, amended 2012 

 

In addition, Zanzibar has a mandatory pension fund established under its laws: 

 

 6. Zanzibar Social Security Fund Act, 2005 

 

 

Additional Laws that have an impact on the Pensions Sector: 
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The Capital Markets and Securities Act also regulates custodians and asset managers. The SSRA 

and CMSA have agreed to coordinate their registration requirements for custodians and asset 

managers to reduce costs and maintain a uniform, high level of registration requirements.  

 

National Records and Archives Management Act 2002 provides for records retention 

requirements for public entities. Since the mandatory funds are created by the government and 

insured by the government, this Act may apply to record keeping requirements of the mandatory 

funds. 

 

Fair Competition Act, 2003 prohibits deceptive and misleading statements in the solicitation of 

goods and services. A pension fund may be considered a service and therefore the FCA’s sales 

practice provisions may apply to pension funds. 

 

 

ANNEX III: INSTITUTIONAL ARRANGEMENTS 
 
Bank of Tanzania (BoT): The BoT is the regulatory and supervisory authority within the 

banking sector and deposit taking financial institutions, including microfinance companies. Under 

the Social Security (Regulatory Authority) Act 2008, amended 2012, it also has the responsibility 

of reviewing the investment plans and activities of pension funds. 

 

The Fair Competition Commission (FCC) of Tanzania is an independent government body 

established under the FCA, to promote and protect effective competition in trade and commerce 

and to protect consumers from unfair and misleading market conduct. 

 

Registrar of Cooperative in Ministry of Agriculture, Food Security and Cooperatives: The 

Registrar is responsible for registering and supervising all SACCOs functioning in Tanzania. 

 

Business Registration and Licensing Authority (BRELA): The agency is responsible for 

registering (i) NGOs as Companies Limited by Guarantee, or (ii) Companies limited by shares. It 

provides a certificate of incorporation to the company. In addition, the company needs to obtain a 

license from relevant authority depending on which business it would like to pursue. 

 

Ministry of Home Affairs (MoHA): Through the Society Ordinance (Cap 337) of 1954, the 

Ministry is responsible for registering financial NGOs. 

 

Ministry of Community Development, Gender and Children (MoCGC): The Ministry is 

responsible for registering all types of NGOs operating in Tanzania. 

 

Registration, Insolvency and Trusteeship Agency (RITA): Responsible for the registration of 

financial NGOs (in case of a Trust). 

 

The Tanzania Bankers Association (TBA) is the association of banks and non-bank financial 

institutions registered in September 1995. 

 

Tanzania Association for Micro Finance (TAMFI):  TAMFI is the umbrella organization for 

MFIs and undertakes advocacy on behalf of microfinance institutions.   
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Savings and Credit Cooperative Union League of Tanzania Ltd (SCCULT): Created in 1992, 

the Savings and Credit Cooperatives League of Tanzania (SCCULT), is a national umbrella body 

for SACCOS. It has around 1,450 member organizations. 

 

Social Security Regulatory Authority has been established to be the regulatory of the pension 

fund sector. 

 

Social Security Tribunal has been established and is in the process of becoming operational to 

hear appeals from decisions by the SSRA regarding complaints made by pension fund members 

regarding a specific fund.  

 

Ministry of Finance and Economic Affairs was the primary regulator for the Government 

Employees Pension Fund, Parastatal Pension Fund, and Public Service Pension Fund prior to the 

Social Security (Regulatory Authority) Act, 2008, which provided for the creation of the SSRA. 

The SSRA was finally established and put into operation in 2010. In 2012, the Social Security 

(Regulatory Authority) Act, 2008 and relevant pension fund laws were amended to give full 

regulatory authority over the mandatory pension funds to the SSRA. Nonetheless, the Minister in 

consultation with the SSRA still issues regulations for the pension funds and they are still 

required to fill reports with the Ministry regarding their activity  

 

Ministry of Labour, Employment and Youth Development was the primary regulator for the 

National Social Security Fund until 2012 when the regulatory powers were passed to the SSRA. 

However, the Minister in consultation with the SSRA still issues regulations for the pension fund 

and the fund still has reporting obligations to the Ministry.  

 

PMO’s Local Government Authority was the primary regulator for the Local Authorities Pension 

Fund until 2012 when the regulatory powers were passed to the SSRA. However, the Minister in 

consultation with the SSRA still issues regulations for the pension fund the fund still has 

reporting obligations to the Local Government Authority. 

 

Zanzibar Ministry of Finance and Economic Affairs is the primary regulator for the Zanzibar 

Social Security Fund.   

 

Tanzania Consumer Advocacy Society (TCAS):  TCAS is an NGO and an independent 

consumers’ organization established to promote, protect and advocate for consumers’ rights in 

Tanzania.  TCAS has touched on financial education in some of its initiatives.  It has around 587 

members, including 152 university students who have become ambassadors of consumer 

advocacy in their respective localities.  

 

 

 


