
 

1. BACKGROUND
The Customer Service Charter was set up with the intention to outline key commitments and 

To be the world’s most respected African bank.

service standards when providing service to customers. The charter encompasses the   
following considerations:
 

      

 

2. OUR VISION

3. OUR MISSION

5. OUR COMMITMENT

Setting standards for sustainable business practices that; unleash the talents of our employees,
deliver superior value to our customers and provide innovative solutions for the markets 
and communities we serve.

In Access Bank, we are committed to create a phenomenal and addictive customer experience
that leaves the customer totally satisfied and ultimately guarantee their loyalty and advocacy.

4. OUR CORE VALUES

 

 Leadership

 

 Excellence

 

 Empowered employees

 

 Passion for customers

 

 Professionalism
 Innovation

The Charter is designer to reflect the basic banking services/common services.

The service standards are designed from the customer’s perspective in the true spirit of  being 
customer centric.

The current prevailing trends of Rwanda Banking industry and the new ways of banking (e.g. Retail)
have been taken into account.

CUSTOMER SERVICE CHARTER

6. OUR SERVICE CREED
I am a superior service provider; I am passionate about my customers. I am driven to consistently 
exceed customer's expectations by delivering maximum value on every interaction and at every 
customer touch point. I am an Access warrior”

 My customer will always receive best-in-class quality of service
 My customer will be able to reach me at all times through diverse channels
 My customer will be treated with courtesy and respect at all times
 My customer's transaction would be treated with utmost confidentiality and error-    free at all times
 My customer would be treated as a person and an individual at every transaction
 My customer would be treated with empathy
 Whatever it takes, I will go beyond the ordinary for each and every customer

7. OUR PROMISE OF PASSIONATE & EXCELLENT SERVICE 

8. OUR SERVICE BELIEFS

9. CUSTOMER EXPERIENCE

10. CUSTOMER FEEDBACK

We deliver customer experience in a way that:

Customer may use our contact center to lodge complaints, give suggestions or compliments.

 











We understand that the customer is critical to the growth of our business.

 

 We understand that the customer doesn’t depend on us – we are dependent on the customer

 

 The customer is not an interruption to our work - the customer is the reason for our work.

 

 The customer does us a favor when he or she calls – we are not doing the customer a favor by serving

 

 The customer is a person who brings us his or her wants – it is our job to fulfill those wants

 Makes the customer feel important

The contact center may  be reached via below:
- Telephone number : +250788145300 or dial 5536
- Website :www.rwanda.accessbankplc.com via our Voice Of Customer
- Instagram:  Access Bank (Rwanda) PLC
- Facebook: Access Bank (Rwanda) PLC
-Twitter: @accessbankrw

 Makes the customer heard 
 Makes customer feel respected 

 Meets their needs in a responsive way
  Empowers  the  customer  through  sincere and open interactions

 The customer is deserving of the most courteous and attentive treatment we can provide.
 The customer is the life blood of our business.

Access Bank (Rwanda) Plc
TIN: 100053886
3rd Floor, KIC Building
KN 4 Ave, Kigali
PO Box 2059
Kigali, Rwanda
Tel.: +250 788 145 300
Fax: +250 252 575761
Email: RwandaContactCenter@ACCESSBANKPLC.com
Website: www.rwanda.accessbankplc.com


