
Sustainability

Our Sustainability Approach

Stakeholder Engagement
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Sustainability

Our Sustainability Approach
Our approach to sustainability is rooted in integrating responsible practices, policies, and decisions that create long-term 

Stakeholder Engagement

challenges and opportunities.

merge expectations.

Key stakeholder groups:

Why do we engage with our stakeholders?

their expectations and concerns, enabling us to align our strategies accordingly. This approach supports risk mitigation, 

How we engage?

decision-making and align our strategies with stakeholder priorities. This engagement enables us to anticipate and manage 

strengthen accountability and promote a culture of social responsibility, ensuring our actions contribute meaningfully to 

Internal Stakeholders External Stakeholders

• Employees

• 

• 

• Communities

• Suppliers

• Customers  
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Sustainability (continued)

EMPLOYEES

• Lack of clarity.

• Time constraints.
• Communication barriers.

• Clearly communicate the purpose and goals of 
any engagement.

information and resources.

• Address all barriers.
• Foster a culture of open communication and 

feedback. 

• Emails • Emails 

Issues Raised Mitigation Measures

Engagement Methods Frequency of Engagement 

GOVERNMENT AND REGULATORS 

• Limited Resources and Capacity. 
• Data Sharing Challenges. 
• Cybersecurity Threats. real time access to information.

cyberattacks.

• Emails

• Ad hoc. 

Issues Raised Mitigation Measures

Engagement Methods Frequency of Engagement 
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Sustainability (continued)

SHAREHOLDERS AND POTENTIAL INVESTORS

• Lack of understanding and 

(pride and satisfaction of being 

stakeholders).

• Sharing of information on the website 

communication.

• Emails
reporting schedules. 

Issues Raised Mitigation Measures

Engagement Methods 
Frequency of Engagement 

SUPPLIERS

• Limited access to decision-makers.
• Lack of transparency.
• High operational cost. 
• Regulatory challenges.
• High compliance requirements.
• Limited resources.

• Build strong relationships through brand 
internalisation workshops and constant 
engagement.

• Supplier relationship management by seeking 
feedback and suggestions through open 
dialogue.

• Offer feedback to suppliers and help them 

opportunities.
• Discuss pricing and terms in a fair and 

reasonable manner.
• Train procurement employees on the latest 

trends in supplier management.

• Continuously.  

Issues Raised Mitigation Measures

Engagement Methods Frequency of Engagement 
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Sustainability (continued)

COMMUNITIES

lack of safer, better, and high-paying 
jobs.

becoming entrepreneurs.

the local issues, such as challenges 
related to local infrastructure, social 

• Collaborate with community organisations and 

community to increase awareness and answer 
questions. 

• Simplify customer journey especially application 
processes.

• Continuously.  

Issues Raised Mitigation Measures

Engagement Methods Frequency of Engagement 

CUSTOMERS

• Inadequate information for 
onboarding.

• Inadequate engagements during and 
after onboarding process.

• Inadequate after sales support.

• Customer segmentation model assists in 
targeting the right customer and ensures 
inclusion.

• Customer journey maps assist in understanding 

attract target audience. 
• Consistent brand awareness across all media 

• Getting the right employee skills. 

• Continuously.  

Issues Raised Mitigation Measures

Engagement Methods Frequency of Engagement 
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Sustainability (continued)

Sustainability Materiality Assessment

ZB Holdings conducted an internal materiality assessment to identify key sustainability 

to the business and stakeholder interests. Senior management from all subsidiaries 

importance to stakeholders. 

stakeholders.

Prioritisation

Validation

Topic Selection and Matrix Generation
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Sustainability (continued)

Material Topics

Materiality Matrix

importance to the Group and their potential impact on stakeholder decisions. The issues are plotted based on the total 

Economic Environment Social Governance

Tax 
Economic 

Laundering
Responsible 

Financing
Responsible 

Financial Inclusion
Supply Chain and 

Responsible sourcing

Energy 
Climate Change
Greenhouse Gas 

Emissions

Employee 
Relations

Inclusion
Human Rights
Training and 

Education
Occupational Health 

and Safety
Corporate Social 

Responsibility

Business Ethics and 
Compliance

Digital Transformation
Anti-corruption

Cybersecurity and 

different stakeholders, 
and the main economic 

impacts of the 
business.

the effects of our 
operations on both 

elements of the 
ecosystem.

the impact on 
communities, societies, 

effects on the system 
of rules, practices, 
and processes that 

operations.
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Sustainability (continued)

Very High:

High:

Moderate: 

• Business Conduct, Ethics and Compliance

• Anticorruption

• Tax

Responsible 
Financing 

Tax 

Anti-money 
Laundering 

Economic 
Performance 

Anticorruption 

Financial 
Inclusion 

Business conduct, ethics and 
compliance 

Responsible 
Investments

Cybersecurity and 
Privacy Protection 

Diversity and 
Inclusion

Education and 
Training 

Employee 
Relations

Human rights

Im
po

rt
an

ce
 to

 S
ta

ke
ho

ld
er

Importance to ZB Holdings

VERY HIGH

MODERATE 

HIGH 
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Responsible 

• 

Responsibly

• 

• Optimising Transaction 

• 

Digital Solutions

• Enhancing Customer 

Satisfaction and Building Trust

• Expanding Financial Inclusion

• 

• Ensuring Access and 

Affordability of Financial 
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while maintaining the highest standards of integrity, accountability, and compliance with regulations.
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Driving Strategic Growth and Digital Evolution

Managing Investments Responsibly

 

growth and job creation. There are other opportunities we look at such as ESG-complaint funds that could accelerate the 

to work on its ESG screening practices. 

             Processes                            Goals                       Targets KPIs                   Stakeholder Engagement 

Relevant SDG: 

• Integrate ESG 
principles across all 

• Reduce exposure 
to high -risk and 
non-ESG compliant 
sectors

• Allocate a certain 
percentage of total 
portfolio is sustainable 

• 100% of new 

using ESG criteria

ESG screened

• Regular feedback gathered 

shareholders expressed the 
importance of increasing 

• The Group integrated more 

making and enhancing its 

targets.

• The use of ESG 
performance 
monitoring tools

• Stakeholder 

engagement 
feedback

INDUSTRY, INNOVATION
AND INFRASTRUCTURE9



ZBFH Annual Report 2024  I 

55

Financing with Purpose 

lending and sustainability requirements. The loan granting team undergoes ongoing training to stay updated on the latest 

                    Actions                         Evaluation Systems               Goals                   Targets                   KPIs                Assessment

• Quarterly internal 
audits to assess 
the performance 
of our transaction 
systems. These 
audits focus 
on transaction 
processing times, 
system uptime, 
error rates, and 
compliance 
with internal 
standards.

• The Group 
regularly collects 
feedback through 
customer 
satisfaction 

the number of 
complaints and 
support tickets 
related to delayed 
transactions.

time taken 
to process a 
transaction, 
from 
initiation to 
completion, 
across all 
transaction 
types.

• The 
percentage 
of time that 
transaction 
systems 
are fully 
operational, 
excluding 
scheduled 
maintenance 
periods.

a system 
uptime of 
99.9% or 
higher for 
transaction 
processing 
platforms.

• Ensure that all 
transactions, 
both 
domestic and 
international, 
are processed 
as quickly 
as possible 
without 
compromising 
security or 
customer 
experience.

Our efforts 
resulted in 

reduction in 
processing 
time, with 

in both 
manual 
and digital 
transactions.

• Upgrading transaction 
processing infrastructure 
to ensure that systems 

of transactions without 
compromising speed or 

transaction solutions (e.g., 
USSD codes, mobile agent 
networks) for customers 
in areas with limited or no 
internet access.

response plan that 
includes clear steps for 

transaction processing 
failures, such as system 
crashes or payment 
gateway interruptions.

and mobile network 
operators to expand 
access to fast payment 
processing.



Relevant SDGs:

Key Lesson
Flexibility in process design is essential for adapting to both planned and unplanned operational 

for identifying and addressing bottlenecks swiftly. 

Stakeholder Engagement
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INDUSTRY, INNOVATION
AND INFRASTRUCTURE9

Innovating for Sustainable Digital Solutions

launching a low-bandwidth mobile banking app for areas with limited internet access.

         Processes                     Goals                           Targets                        KPIs                                             Lessons

design standards into our digital 
inclusion policy

demographic groups before 
launching any new digital products

digital tools (e.g. mobile agents, 
call-in canters

• Increase 

inclusion 
through digital 

• Ensure 
ethical and 
transparent 
use of 
technology

• Zero major 
data breaches

• 98%+ 
customer 
satisfaction 
with digital 

• % of 
customers 

using digital 

(web, mobile 
apps, USSD)

cybersecurity 
breaches per 
year

• Cybersecurity 
audits

• Digital 
Engagement 
metrics 
monitoring



Relevant SDGs:

How we 
Manage 

Customer 
Relations

Use of multi-channel feedback systems (e.g., call centres, in-app 
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INDUSTRY, INNOVATION
AND INFRASTRUCTURE9

Placing Customers at the Centre

Enhancing Customer Satisfaction and Building Trust

dissatisfaction due to system outages which are often due to maintenance schedules and inadequate customer support in 

could further exacerbate inequality and exclusion.

• Collection and analysis of 

app ratings, and social media 
monitoring.

across branches, contact 
centres, and digital channels.

• Continuous tracking of 
complaint resolution 
timelines, escalation rates, 
and customer satisfaction 
post-resolution.

consistent, 

user-friendly 

all platforms.
• Strengthen 

long-term 
relationships 
through 

and trust.

satisfaction 
rate across 

channels.

• Customer 
Satisfaction 
Score (CSAT).

• First Contact 
Resolution 
Rate.

• Digital 

Adoption Rate.

• Implementation of 
feedback systems, 

and digital channels 

across all platforms.
• Enhanced complaint 

resolution processes 

closure rates building 
customer trust.

               Evaluation System                             Goals                           Targets                        KPIs                            Assessment 



Relevant SDGs:
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GOOD HEALTH
AND WELL-BEING3

• Conducting 

due diligence 

third-party 

partners including 

regular audits 

and compliance 

assessment.

• This is aligned 

with our broader 

mission to 

economic 

reduce barriers 

access.

80% to 

100% facility 

utilisation.

• Credit 
small and 
medium 
enterprises, 
women 
businesses, 
and 

to enhance 

inclusion 
and support 

customer 
needs.

necessity of 

understanding 

customer 

requirements 

access and 

affordability

inclusion by 

extending credit 

to marginalised 

populations 

including small 

farmers, micro-

entrepreneurs 

and low-income 

households.

Expanding Financial Inclusion

which maybe exposed to unfair lending practices.

        Policy                   Actions Taken               Evaluation System                   Goal                        Target                 Assessment
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• Ongoing technological 

upgrades and by ensuring that 

to meet the changing needs of 

our customers.

digital tools for customers in 

platforms.

with local communities to offer 

in-person assistance where 

necessary.

to offer customers greater 

autonomy in managing their 

accounts, making payments, 

products.

• Regular 

internal audits 

are conducted 

security of our 

platforms, 

focusing 

on system 

performance, 

data security, 

and user 

experience.

collect 

customer 

feedback 

through 

direct user 

social media 

monitoring.

• Enhance 

through digital 

transformation 

customer 

platforms and 

increasing 

automation. 

• Empower 

customers to 

independently 

manage their 

accounts, 

ensuring a 

seamless and 

accessible 

experience.

• Increase the 

adoption of 

channels (e.g., 

mobile app, 

online portals)

• Reduce the 

transaction 

processing 

time.

in the number of 

users engaging 

platforms (mobile 

apps, websites, etc.).

• Customer 

satisfaction ratings 

platform users 

Score, Customer 

Satisfaction Score).

Improving Agility Through Self Service Channels

centres, may lead to increased energy consumption if not managed sustainably.

                        Actions                                    Processes                       Goals                        Targets                              KPIs
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Ensuring Access and Affordability of Financial Services

  Efforts to Improve Access         Evaluation
         and Affordability                   Systems                       Goal                    Target                          KPI                       Assessment 

• The expansion 

products, such 

as microloans, 

accounts, and 

low fee checking 

accounts, has 

successfully 

increased access 

to essential 

populations.

year growth 
in digital 
banking 
adoption, 
especially in 
remote or 

areas.

product 
offerings, 
customer 
feedback, and 
compliance 
with internal 
standards 
on pricing, 
transparency, 

• Offer 

low-cost 

products that 
are affordable 
for customers 
at all income 

especially 
those in 
low-income 

segments.

of new 

customers 

from 

communities.

low-bandwidth mobile 
banking solutions 

options. This ensures 
that digital banking 

limited internet 
infrastructure.

programs, both 
online and in local 
communities, to 

literacy of low-income 
and marginalised 
groups.

debt relief programs. 
This includes loan 
restructuring, which 
allows customers to 
renegotiate loan terms 
to lower interest rates, 
extend repayment 
periods, or temporarily 
defer payments.

• The introduction of a 
mobile banking app 
allows customers 
to manage their 
accounts, make 
transfers, and access 

anywhere.



Strengthening 

Tenant Satisfaction and Experience
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Our Property Portfolio

Tenant Satisfaction and Experience

Pillar Commitment Goal 2024 Target 2024 Progress

real estate assets 

responsibly.

• In line with 

Economic Growth 

goals we are 

committed to 

for all our 

stakeholders. 

• Optimise portfolio 

performance 

by increasing 

exposure in 

resilient sectors 

of the economy 

so as to generate 

more sustainable 

income

• Complete 

acquisition of 

land (US$3million)

• Complete disposal 

Gardens and unlock 

(US$1 million).

• Complete 

construction 

Commercial Centre 

project (US$15 

million).

• Acquisition 
successfully 
completed

• Disposal 
successfully 
completed

completion 
successfully 
attained in 
December 2024
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Relevant SDGs

Managing Resilience to Natural Disasters

maintain a 
minimum tenant 
satisfaction score 
annually across 
the property 
portfolio

• Increase lease 
renewal rate

• Respond to 90% 
of maintenance 
requests within 
24 hours and 

within 72%

tenant 
satisfaction 
score 

• 90% of 
maintenance 
issues 
responded 
to within 24 
hours

• Tenant 
Satisfaction 

• Internal 

Dashboards
• Annual 

Internal 
Audits

• Tenant 
Retention 

Analysis

• Enhance 

satisfaction 
across all 
properties

response 
times and 
maintenance 
quality

• Increase 
tenant 
retention 
and lease 
renewals 

communication 
to reduce 
frustration

• Speed and 
quality both 
matter 

engagement
• Tenant 

experiences 
policy 
enhancement

Satisfaction score 

response and 
resolution time

complaints and 

score (based on 
internal inspections 
and audit reports)

      Processes                  Goals                           Targets                                KPIs                            Progress                  Lessons
                                                                                                                                                                       made

GOOD HEALTH
AND WELL-BEING3
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a ‘Priority 
Assistance 
Framework’ to 
identify and fast-
track support 

customers during 

• After each major 

we conduct 

and feedback 
sessions with 
impacted 
clients, and 

clients rated 
our emergency 

timeliness of our 
response.

• Critical 
business 
operations 

updated 
and tested 
Business 
Continuity 

end of each 

• Reduce 

downtime 
after a 
disaster.

• Regular 
internal 
audits are 
conducted to 
assess the 

of disaster 
risk 
management 
measures, 
business 
continuity 
plans, and 
ESG risk 
controls.

third-party 
auditors 
and ESG 
consultants to 
independently 

impact and 

of our 
disaster-
related 
actions and 
disclosures.

• Enhance 
the Group’s 
resilience 
to natural 
disasters 
across all 
operations 

channels.
• Support 

clients and 
communities 
in disaster 
preparedness, 
response, and 

• Integrate 
climate and 
disaster risk 
considerations 
into all 

products, 

and 
underwriting 
practices.

• % of business 
units with 
tested 
disaster 

plans.
• Time to 

restore 
essential 

a disaster.
• % of 

employees 
trained in 
disaster 
response 
protocols.

• Risk Assessment 

-
natural disaster risks 

risk management 
framework.

resilient infrastructure 
and sustainable land-
use practices through 

cybersecurity and 
system redundancies 
to minimise disruption 
from disaster-induced 
outages.

and multilateral 

community resilience 
programs.

or marginalised groups, 
especially those 
disproportionately 
affected by disaster 
impacts.

  Disaster Preparedness          Monitoring
         and Recovery                      System                        Goals                    Targets                          KPIs                       Progress

Stakeholder Engagement on Disaster Preparedness and Recovery 

Customers

What we heard?
Customers affected by natural disasters stressed the 

claims processes. 

What we heard?
• Employees requested clearer protocols and more 

Actions Taken
• Introduced streamlined digital claims platforms for 

insurance pay-outs.
• Launched disaster relief loan deferral programs 

Actions Taken
• Rolled out mandatory annual training modules on 

disaster response procedures.
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Human Capital

Creating Strong Employee Relations

Enhancing Skills Through Training and 

Education

Occupational Health and Safety

65

Employee Hire

Headcount

77% 
  

35 in 2024
155 in 2023

Employee Turnover

Headcount

64%  
  

97 in 2024
59 in 2023



Human Capital

How We Manage Employee Matters

recent graduates whom we offer graduate trainee programmes. Trainings can be on short-term contracts that enhance their 

within the Group are automated.

Culture Transformation. The Group promotes a strong commitment to employee wellness, encouraging employees to foster 
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• To retain critical 
employees.

• To ensure engagement 

• Increase women 
representation at all 

employees implemented.

below 10% indicating a 

• Gender balance at 42% 

market acceptable rate of 
35%. 

Engagement Index of 

gender balance 
across the Group.

• Engagement 
Index.

• Gender equity.

                        Goals                                               Targets                                     KPIs                                       Progress



Human Capital (continued)

The 6% reduction in headcount was due to the retrenchment of employees.
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Total Employees
Headcount

Employee Hire by Gender
Headcount

Employee Hire by Age
Headcount

Employees by Contract Type
Headcount

2024

2024
2024

2023

Under 30 years
30 to 50 years

2022

2023

2022

Female

Female

2023

2022 417
548

2024 2023 2022

423

10

69

50
94

576

25

86

Female

C
on

tr
ac

t

Female

42

77

381

499

153

174

302

115

100
47

12

22
1

21

8

8

432

161

188

256

360

451
610



Human Capital (continued)

The agency workers increased by 62% due to upscaling of 
the insurance business across the country.Third Party Employees

Headcount

Employee Turnover by Age
Headcount

Employee Turnover by Gender
Headcount

2024

2024
2024

2023

2022

2023

2022

Female

Graduate Trainees

Interns

2023

2022

39
23

16

19

49
55

11
32

38

36

24

58

35

76
47

10

21

0

40

40
114

157

45
254

Under 30 years
30 to 50 years
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Human Capital (continued)

Parental Leave 

Post-Employments Plans

Employees That Took Parental 
Leave

Headcount

32

19

22

2023

2024

2022

Employees That Returned To 
Work After Parental Leave 

Headcount

32

19

22

2023

2024

2022

Pension Contributions 

39 575

22 902
5 459

-
-

9 045

2023

2024

2022
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Human Capital (continued)

Creating Strong Employee Relations

and job insecurity, can further undermine employee relations.

independent consultants to support employee mental health. Regular engagement sessions with the Group CEO promote 
transparency and connection, complemented by constant communication with the workers’ committee to ensure that 

Collective Bargaining Agreements (CBA)

management, contributing to growth and reduction in disputes.

consequences of industrial action. 

The Group’s CBA is conducted through the Zimbabwe Banks 

conditions are internally determined by management 

Collective Bargaining Agreement
Headcount

2024

2023

2022

931

785

904
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• Employee • To ensure 
engagement 

• 80% on 
engagement 
index.

• Quarterly 
performance 

the Balanced 
Scorecard.

• Employee 
training on 
industrial 
relations was 
conducted.

    Evaluation System                     Goals                                   Target                                    KPI        Highlight



Human Capital (continued)

Enhancing Skills Through Training and Education

Relevant SDGs:
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• Annual training 
completion.

•  Adequate skill 

•  Gender parity in 
training by 2025.

• 100% completion 
for non-
managerial 
employees.

• 100% satisfaction 
in training needs 
by 2025.

• 100% leadership 
training 

• Localised 

employee 
engagement.

• Online training 
reduced access 
barriers.

alignment 
with employee 
requirements.

• Leadership 
programmes 
and partnerships 

implemented.

• Equal 
Opportunity 

•  Learning and 

• Support lifelong 
training aligned 
with the Group’s 
strategic goals.

• Cater to all 
business clusters 
(Banking, 

Insurance).
• Regular third-

party audits 
and feedback 
mechanisms.

                 Goals                                 Targets                      Progress Made                Policies                               Actions

QUALITY 
EDUCATION4



Human Capital (continued)

Occupational Health and Safety
The Group maintains an occupational health and safety (OHS) program that supports both physical and mental wellbeing for 

access to external psychologists and psychometricians, helping employees manage work-related or personal psychosocial 
challenges. 

issues such as eye strain and fatigue. The ongoing transformation created job insecurity, leading to increased stress and 

and potential long-term health consequences for employees.

In 2024, the Group conducted less training sessions due 

hours.

Average Employee Training 
Hours by Gender

Female

ZBFH Annual Report 2024 I Human Capital

72

2024

2023

2022

4.10

3.01

5.91
3.88

1.55

1.59



Human Capital (continued)

presents low physical risk but requires continued focus on mental health support and ergonomic best practices to address 

circles.

(HR) department for resolution. The HR team ensures remedial action is taken to address risks, supported by the Group’s 
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• Healthy work 

•  Ergonomic 
safety.

•  Regulatory 
compliance.

occurrence of 
occupational 
hazards.

• 90% satisfaction 
rate for healthy 
working 

• 5% outstanding 
ergonomic 
issues.

• 100% compliance 

regulations.

OHS incidences 
should be less 
than 10%.

• Employee health 
complaints.

reports.

audit results 

inspections.
• Actual number of 

incidents.

partnered with 

Aid to do branch 

and health 
awareness 
programmes 
for employees 
which was. well 

and ergonomic 

acquired for all 
employees and 

appropriate. 
• Fully compliant.

recorded. 

• Employee 

Compensation 

                 Goals                                 Targets                                KPIs                  Progress                             Policies



Operations
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Managing Water Responsibly 

systems in certain buildings and our dependence on municipal water supplies during drought 

bills and immediate response times to leaks, supported by strong employee engagement in 

our strategy for minimising water footprint across all operations.

Relevant SDGs:

2% increase 
in Water 

Consumption

awareness among 
employees

•  Implement modern 
water systems and 
equipment

infrastructure

• 100% employee 
participation

• All owned buildings 
upgraded

• Immediate leak 
response

• Litres of water used 
per employee per 
month.

upgrades completed
• Repair time for 

reported leaks

• Employee 
commitment in 

• In progress
• Immediate response 

                     Goals                                          Targets                                               KPIs                                       Highlights
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Minimising Waste and Promoting Circular Practices

in reduced costs through recycling waste. 

at source, timely collection and responsible disposal. By establishing designated collection points ZB Holdings aims to 

• Reduce –
procurement processes to reduce packaging.

• Reuse –
the refurbishment of furniture and IT equipment.

• Recycle – 
coded bin system to ensure proper separation of waste

How we do it?

Inspection We have Tracking Waste Generation

• Conduct quarterly waste audits 

weight.
• Implement digital tracking 

systems to monitor waste 
generation trends.

handling strategies

• Recycle bins for paper, plastics 
and packaging waste.

refurbishment programs for 

• Specialised treatment for 

identify waste trends and 
optimisation opportunities.

• Digital tracking systems to 
automate data collection and 
reporting.

waste trends and strategy 

Water Consumption
(cm3)

10 891

10 627

10 633

2024

2023

2022
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Relevant SDGs:

energy usage such as recycling reminders. 

management.
•  Operational 

alignment.
•  Stakeholder 

satisfaction.

• 90% Audit Cure 
Rate.

disposal.

centres.
Cure Rate.

• Adjusted 
processes with 

(e.g., access 
before operating 
hours).

customer 
feedback on 
cleanliness.

• Business 

•  Operational Risk 

• Sustainability 
Standards 

Agency 
Regulations

•  Incident 

                 Goals                                 Targets                    Progress Made                  Policies                           Commitments
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on renewable energy sources, including expanded solar utilisation.

backup systems at some branches as part of sustainability efforts, thereby reducing diesel dependency.

presence in some areas.

Grid Electricity Liquid Fuels
(Litres)

373 148
249 432

5 626 640

6 911 741

2024

2024

2023

2023

2022

2022

5 514 111

389 737

259 825

295 894

Diesel

443 841

• Annual 
sustainable 
reports.

• Energy 
disclosures.

consumption 

bill analysis.

• Reduce energy 
wastage renewable energy 

sourcing across 
operations.

• Installation of 
functional solar 
systems at all 
the premises at a 
rate of 5 systems 
per year.

• Total energy 
consumption.

from reduced 
energy 
consumption.

solar systems of 

              Processes                            Goals                                Targets                        KPIs                          Progress Made

Relevant SDGs:

AFFORDABLE AND
CLEAN ENERGY7 INDUSTRY, INNOVATION

AND INFRASTRUCTURE9
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Responding to 
Climate Change

Addressing Climate Related Risks and 

Opportunities

Greenhouse Gas (GHG) Emissions

Climate Action

Scope 1: Liquid 
Fuels

4%  
  

1,698,933 in 
FY2023

Scope 2: Grid 
Electricity

2%   
  

1,268,561 in 
FY2023
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Responding to Climate Change

Addressing Climate Related Risks and Opportunities
ZB Holdings strengthened its commitment to sustainability by incorporating climate-related considerations into both 

Risk
Increased frequency and 

to our loan portfolio.

Opportunity 

energy sources such 
as solar presents an 
opportunity to reduce 
our carbon footprint and 
operational costs while 

streams. 

Financial Implications
Increased likelihood of borrower 
defaults due to crop failures or 
reduced incomes from extreme 

Financial Implications

energy projects could enhance 

Methods to Manage

less exposed sectors.

Methods to Manage

in renewable energy projects 
directly.

Changing Weather Patterns

Renewable Energy

P
hy

si
ca

l
Tr

an
si

ti
on

al
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Risk

regulations and carbon 
pricing schemes may 
be imposed to mitigate 
climate change, and failure 
to comply will result in 
penalities.

Financial Implications
Compliance costs associated 
with meeting regulatory 
requirements may increase 
operational expenses.

Methods to Manage

standards.

Changes in Environmental Laws and Regulations

Tr
an

si
ti

on
al

 



Responding to Climate Change (continued)
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Opportunity 
The growing demand 

products presents an 
opportunity to expand our 
portfolio of green loans and 

Risk

against ZB Financial 
Holdings for its contribution 
to climate change or failure 
to adequately disclose 
climate related risks.

Risk
Loss of customer trust 
due to inadequate climate 
action.

Financial Implications

Financial Implications

settlements if found liable for 
climate related damages.

Financial Implications
Reduced customer base and 

Methods to Manage

products tailored to the needs of 
green projects and business.

Methods to Manage

processes and ensuring 
transparency in reporting our 

exposures.

Methods to Manage
Strengthen sustainability 

communication.

Green Financing

Liability

Market Reputation

Tr
an

si
ti

on
al

Tr
an

si
ti

on
al

Tr
an

si
ti

on
al

Greenhouse Gas (GHG) Emissions

consumption.
• Scope 1

• Scope 2 

generation in the country.



Responding to Climate Change (continued)

Scope 1

Relevant SDGs:

Scope 2

1

Scope 1 Liquid Fuels

2e

Scope 2 Electricity

2e

1 243 189

1 268 561

1 589 700

Diesel

2024
2024

2023
2023

542 211

564 804

643 210

1 085
855

1 134
129

1 291
5712022

2022
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CLEAN ENERGY7 INDUSTRY, INNOVATION

AND INFRASTRUCTURE9



Responding to Climate Change (continued)

Climate Action 

respond to climate change. Increasingly unpredictable summer rains and worsening droughts threaten Zimbabwe’s 

agricultural sector. These climate shifts disrupt growing seasons and reduce crop yields. The resulting instability demands 

emit greenhouse gases. 
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• To ensure that 
agricultural 
customers are 

in line with 
agricultural 
season 
changes.

•  Operational 
sustainability

• 80% successful 
cropping 
programs 
under our 
funding 
programmes.

•  Reduced 
Chloro - Fluoro 
Carbons (CFC) 
emissions.

successful 
Agro 
customers 

•  Reduction rate.

• Assessments 
still in 
progress.

•  AC usage 
monitoring 
initiated.

• SSCI standards 
compliance.

              Goals                      Targets                           KPIs            Progress                       Policies                 Commitment 

Environmental 
Mindfulness

Harare Town Council 

Depot) 

Investments

Trees
Bee keeping 

materials
Clean-up 
campaign

Bins

Purpose

To mitigate 
the effects of 

climate change, 
protect natural 

ecosystems 
and ensure 
a healthier 

planet for future 
generations.



Our Community 
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Our Corporate Social Investment

conscientize our employees, customers and the public. 

• US$5 million 
towards 

sponsorships.

• Amount donated.
2024.

              Targets                           KPIs                              What we could achieve        
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Education Philanthropy Health and Wellness

Our Corporate Social Investment

Sustainable Development Goals (SDGs)

Purpose

Enhance education and equip 

decision making.

Hombwe High School (hosted 14 

Investments

Computers for a School lab
Financial Literacy Training

Career guidance
Stationery

Purpose

meeting their basic needs.

Danai Children’s Home 
Cerebral pulse patient 

Investments

Grocery humpers      Dignity kits                       
Clothes and shoes

Purpose

foster healthier communities.

SDA Health Expo
HAC 20 

Investments

Golf exhibition material                      

sponsoring marathon
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• SDG 13 - Climate Action. 

 SDGs   Targets Goals Impacts

Zero Hunger

Quality Education

Life on Land

Target 2.1

Target 4.1
Target 4.6

Target 15.2

To eliminate hunger and 
ensure access for all 

To ensure that all youth 

skills while promoting 
literacy and numeracy 
among adults and youth 
for lifelong learning 
opportunities.

Supported tree planting 

rural district councils and 
schools.

Schools and communities 
supported.

Orphanages, old people’s 
homes and schools 
supported. 
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Economic 

Responsible Sourcing and Supply Chain 

Integrity

88
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Financial Performance

Responsible Sourcing and Supply Chain Integrity
ZB Financial Holdings recognises the importance of building a sustainable and responsible supply chain as an integral part 

procurement is anchored in responsible sourcing practices that promote supplier accountability, support local economic 

Relevant SDGs:



Transparent and Responsible Tax Practices

supported by half-yearly and annual external audits. To minimise risks, ZB Holdings employs a tax risk management 

methodology, ensuring compliance with statutory requirements and maintaining a document retention policy aligned with 

regulatory standards.

Stakeholder Engagement in Tax Matters

complex transactions.

Tax Policy and Procedure Manual
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• Complying taxpayer, 
minimising tax liability 
and maximising 

• To be a good corporate 
citizen.

remittances.
• Zero tolerance to 

non-compliance on tax 
matters.

• Good external tax 

auditors’ report.

• 100% tax compliance 

authority for the year 
ended 31 December 
2024.

• ZB Life Assurance, 
ZB Reinsurance, ZB 
Bank, and ZB Building 
Society secured 2024 
clearances.

                      Goals                                          Targets                                               KPIs                                      Progress Made                         



 Tax    FY2024 FY2023 FY2022

      (ZWG) (ZWG) (ZWG) 

 

 Corporate Tax Subsidiaries 67,505,867 5,477,456 971,471

   

 Other taxes   5,067,819 1,301,375 769

 Grand Total   720,818,441 362, 057,854 129,706,674
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