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Botswana Investment and Trade Centre (BITC) 
employees donated 100 uniform hampers to 
students at Setlhomo Memorial Primary School in 
Otse village near Lephephe in the Central District. 
BITC handed over the donation at a ceremony hosted 
by the school on the 20th January 2017 which saw in 
attendance the BITC Chief Executive, Letsebe Sejoe, 
a representative for the Office of the Area Member 
of Parliament for Shoshong, the village leadership, 
teachers, parents and the media. 

The event was themed, “Invest in a Child’s Life and 
Make a Difference.” The donated hampers included 
shoes, pants for boys, shirts, skirts for girls, belts, 
socks and ties. The rest of the students also received 
hampers comprising of a plate, fruits, juice and 
snacks. 

Setlhomo Memorial Primary School came as a 
recommendation after engaging the district Social 
Worker who told the team that there are children in 
dire need who do not receive any assistance through 
the government destitute program. The BITC team 
then agreed that donating a set of uniform to the less 
privileged students in the school would be of great 
value to the learners to help lighten the burden of 
buying uniforms by their parents.  

Speaking at the ceremony, the BITC Chief Executive, 
Letsebe Sejoe said, “the team undertook a fact 
finding mission to identify where there was a need 
in the community, they then engaged the social 
workers who helped to identify ideal beneficiaries of 
our CSI initiative.’ He also stated that this initiative is 
in compliance with the aspirations of the country’s 
Vision 2036, under the pillar of Human and Social 
Development specifically one that focuses on 
Children’s Wellbeing.  Continues on page 3...

BITC DONATES UNIFORMS TO STUDENTS 
IN OTSE VILLAGE

Setlhomo Memorial Primary School pupils in their new school uniform.



EDITOR’S NOTE
The fourth Quarter BITC Newsletter features important information that 
highlights the mandate of the Centre. The Newsletter primarily carries export 
related information such as how a business person can enable prosperity through 
exportation, use of Decision Model Support for Market Selection and a profile of a 
local company that produces delicious tripe.

This Issue also depicts a charitable BITC workforce. It carries an article on a 
donation of a full set of school uniform made by the BITC employees to hundred 
(100) remote area-dweller children of Otse Village in the Central District who 
attend a primary school there. The employees were interested in the restoration 
of dignity of these children to ensure that their physical outlook and wellbeing 
are receptive and enhance learning. BITC, as a good corporate citizen continues to 
encourage the workforce to engage in similar initiatives to help uplift the lives of 
Batswana.

The publication also has an article dedicated to highlighting opportunities in Soda 
Ash Production and Beneficiation. Soda Ash is one of the local products which 
features predominantly on the Botswana’s export bill that has untapped business 
potential for both domestic and international investors. The other articles 
follow Botswana’s performance on international rankings as these rankings are 
key determinants in choosing a place do to business. These rankings help make 
Botswana an ideal location to do business and help in removing impediments to 
ease of doing business.

Enjoy this Issue and give us feedback on our website at bitc.co.bw!   

Itumeleng Thato Teseletso
Manager, Corporate Communication 

IN THIS ISSUE...

1 BITC DONATES UNIFORMS TO STUDENTS IN OTSE   
 VILLAGE

4  BOTSWANA HAS ABUNDANT OPPORTUNITIES IN SODA 
ASH PRODUCTION AND BENEFICIATION 

6 ENABLING BUSINESS PROSPERITY THROUGH    
 EXPORTATION

8 BOTSWANA LEADS THE REGION IN THE     
 GLOBAL ENTREPRENEURSHIP REPORT 2017

9 BITC USES THE DECISIONS SUPPORT MODEL (DSM) TO   
 HELP IN EXPORT MARKET SELECTION 

10 BOTSWANA EDGES TO 65TH PLACE IN GLOBAL    
 ENABLING TRADE 2016

11 COMPANY PROFILE: SETSO BREAK ICE (PTY) LTD T/A   
 DUNE FOODS PRODUCTS

BITC Head Office
Private Bag 00445

Plot 54351, Exponential Building 
Central Business District (CBD)
Gaborone, Botswana

T +267 363 3300 
F +267 318 1941

United Kindom
6 Stratford Place
W1C 1AY
London
United Kingdom

T +44 207 499 0031
F +44 207 7491 8528

India
No.43, Maker Chamber VI  
Nariman Point
Mumbai-400 021
India

T +91 22 4360 2100
F +91 22 4360 2111 

South Africa
88 Sandown Mews - West Wing
Stella Street
Sandton
Johannesburg

T +27 11 884 8959
F +27 11 883 7798

Contributors 

Kabo Sebele

Itumeleng Teseletso

Boatametse Mongati

Tiroyaone Sirang

www.facebook.com/bitc

Botswana Investment 
and Trade Centre

www.linkedin.com/companies/
botswana-investment-and- trade-centre

@ Go_Botswana

visit us at 
www.gobotswana.com



BITC DONATES UNIFORMS TO 
STUDENTS IN OTSE VILLAGE 
Continued from page 1.

He added that the BITC team hopes that this gesture 
will help in the children’s mental growth and 
development and assist greatly in the enhancement 
of their learning. 

In closing, the CE showed appreciation for the 
newly formed partnership and friendship between 
Setlhomo Memorial Primary School and BITC. 
He further encouraged parents to continue 
collaborating with the relevant stakeholders who 
are instrumental in safeguarding the future of the 
children. He stated that, “Children are the most 
vulnerable in the society, as such we should protect 
them in any way we can.” Lastly, he thanked the 
village leadership, Office of the Area Member of 
Parliament for Shoshong, teachers, parents and 
children as well as the media for their attendance. 

3

Setlhomo Memorial Primary School Traditional Dance Group 
entertaining the guests.

Some of the parents receiving the hampers with the pupils.

Rre Letsebe Sejoe giving a speech at the ceremony.

BITC Chief Executive, Letsebe Sejoe handing a hamper to one of the 
pupils.
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Botswana Investment & Trade Centre through the 
Research Department conducted research to sustain 
and enhance the competitiveness of Botswana. 
Below is a brief synopsis of Botswana’s Soda Ash 
Value Proposition.

OVERVIEW OF THE BOTSWANA SODA ASH 
PRODUCTION AND BENEFICIATION

The Botswana mining sector ranks among the 
highest in Africa on investment returns and policy 
perception. Botswana remains at the top of BMI’s 
Mining Risk/Reward Index with a score of 59.6 out of 
100 in 2016. The country’s high score in the index is 
due in large part to the difficulties being experienced 
by rival mining markets. The country is expected 
to remain one of the best regulated and strongest 
performing in mining in Africa over the coming 
years. The country’s overall position was 13 out of 
the 122 countries. This sector is led by the diamond 
industry, though other metals and minerals are 

increasing in prominence, including Coal, Soda Ash, 
Copper and Nickel. The mining sector’s attractiveness 
is demonstrated by the presence of high profile 
international operators that have invested in 
Botswana, taking advantage of the conducive mining 
investment climate in the country. 

The seven largest producers account for almost 40% 
of global production

Botswana is one of the largest Soda Ash producers 
and exporters in Africa. Botswana Soda Ash is 
produced from naturally occurring brine reserves. 
China, however is the world largest soda ash 
producer at close to 20,000,000 tons per annum 
and consumes a substantial part of that production 
locally. China uses synthetic process to produce 
Soda Ash. . Other Soda Ash producers include USA, 
European countries, Middle-east countries and some 
African countries. Botswana was the 12th largest 
exporter of Soda Ash in 2013 after Kenya. The world 
top exporter is United States of America, followed by 
China and Bulgaria. Botswana has the second most 
important reserves in the world after the USA.

BOTSWANA HAS ABUNDANT 
OPPORTUNITIES IN SODA 
ASH PRODUCTION AND 
BENEFICIATION 

Soda Ash



5

OVERVIEW OF THE BOTSWANA SODA ASH 
PRODUCTION AND BENEFICIATION

Several opportunities exist in the Soda Ash 
Production and Beneficiation. These are; 

Opportunity 1:  Chromium Production

For the production of pure chromium, the iron 
has to be separated from the chromium in a two-
step roasting and leaching process. The chromite 
ore is heated with a mixture of calcium carbonate 
and sodium carbonate in the presence of air. The 
chromium is oxidized to the hexavalent form Used in 
stainless steel, other alloys and steel plating in the car 
industry. 

Opportunity 2:  Chemicals – Applications

Soda Ash is used to produce chemicals and some 
of these include production of Sodium dichromate 
which is a corrosion inhibitor in petroleum industry, 
dye for auxiliary in textile industry, wood preservative 
and red blood cell volume diagnostic. Other 
chemicals are Sodium Silicate which its uses include 
among other things, spray dried detergents, soap 
manufacturing, water treatment, Deflocculation of 
ceramic clays, foundry - C02 and self-set Process, 
soil consolidation, tube winding adhesives, welding 
electrode manufacture 

 

Opportunity 3: Swimming Pool Care

Soda Ash is widely used for the water treatment in 
swimming pools to increase swimming pool alkalinity 
(Increase Ph). The final product requires minimal 
processing and it can be sold to consumers in packs. 

Opportunity 4: Potassium Chloride 

Potassium chloride is a naturally occurring compound 
made up of potassium and chlorine, and its uses 
include fertilisers, animal feeds, food processing, 
water softener, food supplement etc. Some industrial 
uses include radiation monitoring equipment, 
common batteries and to melt ice. 

      

Opportunity 5:  Detergents/Cleaning products

Detergents production is a more value added 
business vs soda ash. Soda Ash (Sodium Bicarbonate) 
is used as a base or carrier for the scouring powder 
and powder detergents. 

Opportunity 6: Paper Mills and Pulp

Soda helps increase the pH in the pulping process 
of fibres. The higher pH of the paper-fibres solution 
results to fibres smoothen and swell facilitating the 
grinding process of the fibres. Additional potential 
uses of soda ash include Flue Gas Desulfurization.  

For enquiries and a detailed Soda Ash and 
Beneficiation Value Proposition visit our nearest BITC 
Office or contact us on enquiries@bitc.co.bw.
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Botswana’s Trade Structure

Botswana’s international trade structure is 
characterized by amongst others; a heavy reliance on 
imports, mineral dominated export products, limited 
export markets, limited export capacity, lack of 
proximity to niche markets, under developed logistic 
network leading to excessive transport costs, limited 
information about how to export, locate, or analyse 
international markets and shortage of working 
capital to finance exports.

Botswana’s Major Export Markets

Botswana’s current key partners are EU, ASIA, and 
SADC. EU and ASIA are key markets for diamonds 
while SADC and COMESA absorb mostly non-
diamond products. EU’s relative importance as an 
export market has declined since the relocation 
of Diamond Trading Company from London to 
Botswana. ASIA has increased in relative importance 
in recent years whilst SADC remains an important 
market for Botswana products.

Benefits of Exporting

There are many benefits that the companies can 
derive from exporting. These include the following:

• Gaining economies of scale through growth and 
expansion into new markets.

Exporting provides companies with an option to 
accelerate production to levels that help it to achieve 
economies of scale. Achieving greater economies 
of scale will allow a business to become more cost 
competitive.

• Increasing profits - Exports can contribute to 
increased profits, although this depends on the 
export market and the unique attributes of each 
market. Some products –especially those that are 
unique or very innovative in nature – may command 
greater profit margins abroad than in your local 
market. However, it is also not uncommon that you 
may receive smaller profit margins from your export 
sales compared with the local market, due to the 
highly competitive nature of global markets that 
force exporters to lower prices and squeeze profits.

ENABLING BUSINESS 
PROSPERITY THROUGH 
EXPORTATION

Delicious relish, a product of Sleek Foods on display.
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• Extending the sale of products or services that have 
lost demand in the domestic market but may still be 
in demand in foreign markets.

• Exposure to new ideas, technologies and business 
processes - this provides opportunities for companies 
to improve knowledge and increase competitiveness.

• Improved return on investment (ROI) in the 
longer term - As the result of competing in world 
markets, often companies improve efficiency and 
performance which translates to their bottom line.

• Enhanced credibility – selling to export markets 
can increase company credibility in both domestic 
and export market. Usually exporting companies are 
viewed as being sophisticated and often associated 
with quality products. Having references in foreign 
markets enhances the company’s prospects of 
entering more export markets.

Challenges of Exporting

As with all business activities, exportation has its own 
challenges. Challenges may include among others:

•	 Political	instability	in	international	markets	which	
may pose new challenges to your business.

•	 Legal	systems	more	than	likely	will	vary	from	that	
of Botswana. It is important to understand what 
you need to do to comply with legal requirements 
in all elements of the export process. 

•	 Communication	issues	need	to	be	considered	
carefully as you are likely to be operating remotely 
from your export markets and customers. 

•	 Different	cultures	may	influence	business	
decisions and processes in different ways. 

•	 Protecting	intellectual	property	in	export	markets	
can be difficult and complex. 

•	 Exporting	places	extra	pressure	on	business	
resources. 

•	 Additional	funding	required	for	export,	trading	
terms and dealing in foreign currencies may place 
pressure on your cash flow and financial situation.

Onion relish produced by Sleek Foods.

Some of the local products made from the local produce.

A product of Harvest Haven on display.



The 2017 Global Entreprenuership Development 
Institute (GEDI) ranks Botswana in the 52nd position 
in the World. In-depth analysis indicates that it 
is ranked 1st in the Sub-Sahara, having gained a 
momentum of raising 14 places up from the year 
2016 to 2017. This is due to good performance 
in: Attitudes variables (notably, Opportunity 
Perception, Risk acceptance, and Cultural 
Support). Further, improving the conditions for 
entrepreneurship by 10% could add $ 7 billion to the 
economy. 

The Global Entrepreneurship Index (GEI) 
comprises of three sub-indices known as the 3As: 
entrepreneurial attitudes, entrepreneurial abilities 
and entrepreneurial aspirations. These three sub-
indices comprise 14 pillars, each of which has both 
an individual and an institutional variable that 
links the micro - and the macro-level aspects of 
entrepreneurship. 

These pillars are stated as: Opportunity Perception, 
Startup Skills, Risk Acceptance, Networking, 
Cultural Support, Opportunity Startup, Technology 
Absorption, Human Capital, Competition, Product 
Innovation, Process Innovation, High Growth, 
Internationalization and Risk Capital.  

The analyses from the report indicates that, 
improving the conditions for entrepreneurship by 
10% could add US$ 22 trillion to global GDP, because 
initiates that supports entrepreneurs also positively 
impact the economy as a whole. 

Asia-Pacific is strong in human capital with a 32.7 
score, Australia leads the region at 72.5. Europe is 
strong in internationalization has regional score of 
46.9, led by Switzerland at 78.0. The region of the 
Middle East/North Africa strongest area is in risk 
capital with 37.9 score, it is led by Israel at 59.1 score. 

Moreover, the North America’s strongest area is 
opportunity perception with 61.5 score, dominated 
by United States at 83.4 scoring the highest in 
the 2017 report. The two lowest regions are the 
Sub-Saharan Africa which is strong in opportunity 
perception with 17.8 score the lowest of all regions, 
Botswana is the regional leader at 34.4. Followed 
by South/Central America which is strong in startup 
skills with 24.6, the regional leader is Chile at a score 
of 58.8. 

Below is a graphical representation of the Sub-Sahara 
Africa ranks.
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BOTSWANA LEADS THE 
REGION IN THE GLOBAL 
ENTREPRENEURSHIP 
REPORT 2017

	



Botswana Investment & Trade Centre facilitates 
the development of a Decision Support Model for 
BITC in partnership with the University of North 
West, Potchefstroom Campus early 2016. This 
DSM tool combines macro-economic analysis and 
international trade to choose the best export 
market. Prior to the DSM model, many trade 
promotion agencies including BITC had no reliable 
and scientific based model to use in selecting the 
best export markets amongst others and relied 
on the ‘short-gun’ approach and perhaps using 
unreliable and hard-to-justify rules of thumb.

The specific methodology looks at macro-economic 
analysis, market size, short and long term growth 
factors, the degree of market concentration, market 
accessibility index, market characteristics and 
relative market shares among other variables until 
realistic export opportunities are identified through 
a filter process that eliminates markets with less 
realistic export opportunities. The model was first 
built for Belgium, later South Africa, Thailand, and 
recently Netherlands followed by Botswana in 2016.

This DSM tool has facilitated BITC to focus its export 
promotion efforts towards specific products and 
specific markets. It is a reliable methodology as it 
guides export promotion efforts better compared 
to the use of traditionally existing markets or 
hunches to seek more market access. This important 
undertaking came at a time when BITC is in most 
need of proper direction with respect to specific 
markets / specific product combinations to focus on 
and importantly; how to select these markets and 
products.

The Botswana TRADE DSM dashboard is operational 
and its output has been imperative in informing 
various trade negotiation positions at the Ministry 
of Investment Trade and Industry (MITI) such as the 
Tripartite Free Trade Area (TFTA) negotiations for 
strategic market access conditions. The tools has also 
helped in shaping the SACU EFTA strategic leverage 
points in the current SACU EFTA Agreement review. 

In August 2016 BITC DSM team and the other users in 
RSA like TIKZN (Kwazulu Natal Trade and Investment) 
and the DTI (Department of Trade and Industry) and 
various provinces met with a view to discuss the 
shortcomings and modalities to improve the DSM 
functionality and share country use experiences 
as well as adding specific importer and exporter 
details and enabling the model to generate custom 
reports quickly for specific product-country-market 
combinations. The DSM was subsequently improved 
and has further gone to inform export missions in 
Zambia and customised reports to some companies 
walking into BITC. 

The next steps involve tailor-made production of 
DSM realistic export opportunities report to our 
clients based on their HS codes and subsequent 
inclusion of these companies within the DSM 
dashboard for easier and specific report production. 
After treating the entire world as potential trade 
partner, and further narrowing the analysis to 
accommodate the usual parameters such as tariffs 
and non-tariff measures; the degree of concentration 
in those markets; international shipping costs, 
economic and political situations; Botswana’s 
export sophistication and competitiveness together 
with her revealed comparative advantage (RCA) 
and revealed trade advantage (RTA), among other 
key variables and using Botswana’s international 
merchandise trade data, interesting results can be 
observed as follows.

Key regions to target for our export promotion 
efforts emerge and their accompanying products in 
the form of possible realistic export opportunities. 
With respect to the value of realistic export 
opportunities, Eastern Asia leads the pack at 44% 
followed by Western Europe at 20% and North 
America at 11%. Some of the countries with the 
highest export potential include India, China, UK, 
Belgium-Luxemburg, UAE and Israel. What is more, 
even in Botswana’s traditional markets, export 
diversification has been found wanting. Examples 
include the EU and EFTA (European Free Trade 
Area) states-our traditional beef strongholds. Such 
markets must be defended and fully utilised while at 
the same time new markets are being sought after. 

BITC USES THE DECISIONS 
SUPPORT MODEL (DSM) TO 
HELP IN EXPORT MARKET 
SELECTION
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Botswana ranks 65th in the Global Enabling Trade 
Report 2016 ranking. It has taken significant steps 
forward to facilitate trade, moving up 23 places in 
the overall ranking from the previous 2014 Report. 
This is attributable to; being the top performer in 
border administration in the Sub-Saharan Region; 
together with the World Bank, achieved a greater 
milestone towards trade facilitation by launching 
the National Trade Portal in the year 2016. Which 
seeks, to provide a streamlined online platform for 
access to all necessary information on import and 
export procedures.

The Global Enabling Trade Report is a joint publication 
of the World Economic Forum and the Global Alliance 
for Trade Facilitation. 

The Index assesses the extent to which economies 
have in place institutions, policies, infrastructures 
and services facilitating the free flow of goods over 
borders and to their destination. 

The reports highlights that; advanced economies are 
better at enabling trade than developing countries. 

The 20 best performers and 28 of the top 30 are 
advanced economies. At 21st, Chile is the top-ranked 
emerging economy in the Index.22. 

The advance economies typically enjoy lower 
trade costs not only because their tariffs are 
low, but also because economic development 
itself is intimately associated with enhanced 
capabilities in administration, infrastructure and 
telecommunications, and regulation. 

Further, the Sub-Saharan Africa in the region has 
improved the most in 2016. On the back of significant 
improvements in market access (particularly foreign) 
and ICT adoption, where, however, it still lags behind 
the rest of the world, thus increasing its gap. 

All but four countries in the region (Zambia, 
Zimbabwe, Cameroon and Mauritania) have improved 
their ETI score with respect to 2 years ago. However, 
lack of infrastructure and poor quality of transport 
services also remain two of the key bottlenecks to 
Sub-Saharan Africa’s participation in international 
trade. 

Below is a graphical representation of the Sub-Sahara 
Africa ranks. 

BOTSWANA EDGES TO 65TH 
PLACE IN GLOBAL ENABLING 
TRADE 2016

	



Break Ice (Pty) Ltd is trading as Dune Food Products 
formerly Webster Holdings (Pty) Ltd and was 
registered in 2013. It conceptualised packaging and 
commercialising some traditional foods between 
2007 and 2008.  

Extensive consultation with National Food 
Technology Research Centre (NFTRC) was done 
in 2009. Subsequently, a Technical Description 
Document (TDD) or a process manual was produced 
detailing the process manual was produced detailing 
the process flow diagram and equipment for the 
entire process. This was part of our research and 
development. 

Product development started around February 
2011 when Serobe was packaged in 190 gram cans. 
Consumer survey for the product prototype was 
done in March and April 2011 at the NFTRC Open 
Day and the Local Enterprise Authority (LEA) Small 
Medium Enterprise (LEA) Conference respectively. 
At the LEA SME Conference the product scoped the 
first prize for being the most Innovative undertaking. 
Feedback from consumers was analysed 
independently by NFTRC which proved positive. 

LABORATORY SHELF LIFE REPORT

•	 Three	cans	were	sampled	and	tested	produced	
on the 26th April 2011 and date of report is 29th 
October 2011. 

•	 Microbial	shelf	life	stability	using	direct	method	
studies.

•	 Total	viable	count	using	aerobic	plate	count	

•	 Clostridium	perfringens

•	 Total	coliforms	including	E.Coli
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SETSO BREAK ICE (PTY) LTD 
T/A DUNE FOODS PRODUCTS

Conclusion: There was no microbial growth, neither 
aerobic nor anaerobic microorganisms were isolated 
or present in the submitted product. Direct shelf life 
shows that the product is microbiologically stable at 
three years.  

Recommendation: Two years best before and end of 
date and three years expiry date. 

OTHER CONSIDERATIONS

Use of plastics pouches which can also keep the 
product on the shelf for a reasonably sufficient 
period of time, 12 to 18 months. The plastic punches 
have advantages over cans as they are flexible. 
They do not sustain permanent defects like dents, 
they are microwaveable making food serving more 
convenient.   

STRENGTH

The company has skilled and competent 
management who have extensive knowledge and 
experience in the food industry from the Botswana 
Meat Commission (BMC) at management level. They 
will ensure the business remains innovative in order 
to remain competitive in the industry. Management 
has already received training at Food Science and 
Technology, Internal Quality Auditing from Det 
Norske Veritas of Norway and South Africa Bureau 
of Standards (SABS ISO 9002), HACCP, Environmental 
Management System and 101% Customer Service. 
Modern Food machinery will facilitate achievement 
of production targets. Availability of ready market. 
Long shelf of the product. 
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BITC is committed to delivering excellent customer service to its 
customers at all times. This procedure will support BITC’s efforts 
to continuously seek new ways to improve service delivered to our 
customers.

I.   WHO IS ENTITLED TO COMPLAIN 
OR GIVE FEEDBACK

•	 	Any	person	who	has	been	in	
contact with BITC 

•	 	Any	person	who	is	aggrieved	by	
poor service received from BITC 
staff directly/indirectly

•	 	Any	person	who	is	aggrieved	by	not	
receiving/being denied due service 
by BITC

•	 	Any	person	who	appreciates	great	
service delivered by BITC Staff

•	 	Any	person	who	has	a	suggestion	
on how BITC may improve its 
service

II.   COMPLAINTS/FEEDBACK 
PLATFORMS

BITC provides the following platforms 
for customers to place their 
complaints or feedback;

BITC TELEPHONE CONTACT NUMBERS
Switchboard (+267) 3633300/01

CUSTOMER RELATIONS MANAGER
T (+267) 3633314 
C (+267) 71722081 
E mpetel@bitc.co.bw

BITC POSTAL ADDRESS
Private Bag 00445 
Gaborone

BITC HEAD OFFICE 
(Customer complaint/ feedback 
register), Plot 54351 
Central Business District

BITC CUSTOMER CONTACT EMAIL 
ADDRESS
E enquiries@bitc.co.bw

BITC ONLINE COMPLAINTS/FEEDBACK 
FORM
W www.bitc.co.bw

VERBAL COMPLAINT
To any BITC Staff member or 
representative

III.  COMPLAINTS/FEEDBACK 
PROCEDURE

a.  Place your complaint with BITC 
through the availed platforms 

b.  You will receive acknowledgement 
of receipt of your complaint within 
one (1) working day. 

c.  Customer Relations Office will 
inform you of the course of 
action to be taken to address your 
complaint/feedback.

d.  Where necessary a meeting will  
be arranged with you to resolve  
the matter.

e.  The Customer Relations Office will 
contact you with either an update 
or resolution to your complaint 
time depending on the complexity 
of your complaint/feedback.

f.  At this stage if you are not 
happy with the outcome of the 
resolution, you may inform the 
Customer Relations Manager 
of your dissatisfaction who 
will escalate the matter to 
the Executive Director- Brand 
Management who will review the 
matter and attempt to resolve it or 
escalate it to the CEO’s Office. 

g.  We endeavour to resolve your 
complaint/feedback within the 
shortest time possible.

h.  If you are not happy with the 
outcome at the level of the CEO, 
you may write to the BITC Board 
Chairperson and route your letter 
through BITC Customer Relations 
Manager.

IV. 

You are free to contact the Customer 
Relations Office at any time for an 
update should you wish to during this 
process.

BITC CUSTOMER 
COMPLAINT AND 
FEEDBACK 
PROCEDURE


