
For the Financial Year
Ending 30th June 2022

Annual Report



Annual Report 2021/2022

ii

FOR THE FINANCIAL YEAR ENDING
30th JUNE, 2022

March, 2023

Ewura Consumer Consultative Council
PSSSF Kambarage Tower 
Jakaya CCM Road
P. O. Box 772, Dodoma, Tanzania
Telephone: +255 262 960 099
E-mail: info@ewuraccc.go.tz
Website: www.ewuraccc.go.tz

ANNUAL
REPORT



EWURA Consumer Consultative Council

iii

List of Acronyms and Abbreviations  .............................................. iv
List of Tables and Figures  ............................................................... v
Letter of Transmittal    ...................................................................... vi
Chairman’s Statement    .................................................................... vii
Statement from the Executive Secretary   ........................................ viii
Executive Summary    .................................................................... x

Part I  ..................................................................... xi
i. Introduction   ........................................................................... xii
ii. Objectives    ............................................................................... xii
iii. Statements of Purpose   ............................................................ xiii
  Vision   ......................................................................................... xiii
  Mission  ....................................................................................... xiii
  Core Values  ................................................................................ xiii
iv. Council Members   ................................................................... xiv
iv. Management Team (Secretariat)   ............................................ 1

Section ONE:
1.0  EWURA CCC Overview   ........................................................ 2

Section TWO:
2.0 General Performance  ...................................................... 3
  
Section THREE:
3.0  Challenges   ............................................................................... 24

Section FOUR:
4.0 Way Forward and Conclusion   .............................................. 25
  
PART II ............................................................... 27
Audited Financial Statements   ........................................................ 27

Table of Contents



Annual Report 2021/2022

iv

List of Acronyms and Abbreviations
CAG Controller and Auditor General
CRC             Consumer Representative Council
CS Communication Strategy
COMA Customer cum Office Management Assistant
CCC Consumer Consultative Council
EWURA Energy and Water Utilities Regulatory Authority
EWURA CCC Energy and Water Utilities Regulatory Authority Consumer 

Consultative Council 
ES Executive Secretary
FY Financial Year
HQ Head Quarters
ITV Independent Television
LPG  Liquefied Petroleum Gas
ME Ministry of Energy 
MoW Ministry of Water 
MS-TCDC MS Training Centre for Development Cooperation
NIP National Institute of Productivity
NGO Non-Governmental Organization
NIP National Institute for Productivity
OPRAS Open Performance Review and Appraisal System
RCC Regional Consumer Committee
REA Rural Electrification Agency
RCC Regional Consumers Committee
SP Strategic Plan
TBC Tanzania Broadcasting Corporation
TCF      Tanzania Consumer Forum
TCRA   Tanzania Communication Regulatory Authority
UWASA   Urban Water Supply and Sanitation Authority
VEOs Village Executive Officers
WCRD World Consumer Rights Day
WEOs  Ward Executive Officers



EWURA Consumer Consultative Council

v

List of Tables
Table 1: EWURA CCC Regional Offices  ................................................................................................. 2
Table 2: Activities Implemented in FY 2021/22   ..................................................................................... 3
Table 3: Media Outlets Engaged by the Council   .................................................................................... 5
Table 4: Number of Awareness Programmes Done and Stakeholders Reached   ................................... 8
Table 5: Implementation of Funded Awareness Programmes Per Quarter   .......................................... 9
Table 6: Three-year Comparative Analysis of Consumer Complaints  ................................................... 10
Table 7: Regions and Number of Mediations Held    ............................................................................... 12

List of Figures
Figure 1: Frequency of media engagement in FY 2021/22    ....................................................................    6
Figure 2: Distribution of Complaints of Regulated Services in FY 2021/22  ..........................................   10
Figure 3:  Comparative Analysis of Complaints in Three Years .........................................................   11
Figure 4: Mediation, Public Hearing Meetings, and Award-Giving Sessions per quarter ....................... 12
Figure 5: Regions and Numbers of Public Hearing Meetings Held   ........................................................ 13
Figure 6: Number of Awards per Region   .................................................................................................    13
Figure 7: Number of visits to service providers per quarter  .................................................................... 17
Figure 8: Number of Inquiries Received by the Council per Quarter   .................................................... 18
Figure 9: Visitors in Percentage   ............................................................................................................... 19
Figure 10: Visitors per Quarter   ............................................................................................................... 19



Annual Report 2021/2022

vi

Letter of Transmittal
The Board Chairman,
EWURA Board of Directors,
P. O. Box 772,
Dodoma.

Dear Sir,

RE: EWURA CCC ANNUAL REPORT FOR FINANCIAL YEAR 2021/22

On behalf of  EWURA Consumer Consultative Council (EWURA CCC), I am 
greatly honoured to submit to you this annual report together with audited financial ac-
counts for the financial year 2021/22, this, pursuant to  Section 33 (5) of the Energy and 
Water Utilities Regulatory Authority Act, Cap 414. 

The report presents an overview of the Council’s plans, performance, achievements 
accomplished, and challenges encountered for the FY ending 30th June 2022. It also 
presents plans for the way forward for the coming year 2022/2023.

We are looking forward to your exemplary guidance  in the FY 2022/23 and be-
yond. 

Yours Sincerely,

Eng. David P. Ngula,
(Chairman)

cc: Director General – EWURA
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Chairman’s Statement

The EWURA CCC annual report and audited financial accounts for the FY 2021/22 were prepared pur-
suant to Section 33 (5) of the Energy and Water Utilities Regulatory Authority (EWURA) Act, Cap. 414. 
The report summarizes the Council’s performance, achievements and challenges in the period under review.  

It is worthwhile noting that the Council’s establishment is hinged upon protecting and safeguarding the 
interests of consumers of EWURA-regulated goods and services. EWURA CCC has been diligent in its work 
to attain that goal by prudently executing crafted activities. This report is, therefore, a presentation of plans, 
achievements, hurdles encountered, and the way forward. 

Consequently, the Council strove to promote and safeguard consumer interests by way of pushing for 
improved service delivery, while at the same time protecting stakeholders from unfair business dealings by 
some unscrupulous service providers. To achieve this, the Council implemented awareness campaigns, rep-
resented consumers in mediations, cases, and public hearings, provided technical advice to the Regulator on 
a number of issues related to tariff review applications and other regulatory tools, engaged service providers, 
and conducted inspections to verify the extent to which service providers complied with the EWURA set 
service standard and cap prices, among other activities. 

I, therefore humbly extend my heartfelt appreciation to Her Excellency President Samia Suluhu Hassan, 
as well as to the Ministers responsible for Energy and Water for their continued support and guidance to the 
Council.

My sincere gratitudes go to the Chairman, Board Members, Members of the Management Team and all 
Workers of EWURA for the very professional and amicable support and guidance rendered to the Council.

I also take this opportunity to thank all stakeholders for the various roles they have been playing toward 
the success of the Council. Without their relentless support, EWURA CCC would not have been where it is 
today. 

Lastly, I thank all fellow Council Members, the Management Team and the Secretariat, Regional Con-
sumer Committees (RCCs), and all members of staff for their efforts and fortitude that enabled the Council 
to attain the reported progress.    

 

Eng. David Ngula
Chairman - EWURA Consumer Consultative Council.
March 2023
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Statement from the
Executive Secretary

As detailed in the report, the Council has performed incredibly well because the period 
under review was marred by several challenges especially the prevalence of the COVID-19 
pandemic. 

In making the inroads highlighted in the report, the Council executed over 44 planned 
activities hat were complemented by six regulars. All the activities were centred on the 
Council’s Six (6) main objectives stipulated in the strategic plan, namely: Networking and 
Visibility enhanced; Institutional and financial capacity developed; Consumer empower-
ment enhanced; Affordability, accessibility, quality, and reliability of services enhanced; 
Interventions against HIV/AIDS, corruption and other cross-cutting issues enhanced, 
and the enabling legislation/legal framework improved.

In the period under review, the Council embarked on consumer empowerment to 
equip them with knowledge and the ability to defend themselves when they are in the 
marketplace. Raising consumers’ awareness is therefore the cornerstone of consumer em-
powerment as attested to by an adage that, “knowledge conquers fear.” It is against this 
background that the Council’s focus on awareness in the period was incredibly high.  

Thus, the Council implemented a record of 1,032 awareness programmes in the FY 
2021/22, as compared to 402 in the previous year, marking an increase of  157%. The num-
ber of stakeholders reached by the awareness pogrammes skyrocketed to 209,698 from 
100,137 recorded in FY 2020/21.  This is an increase of 109.4%. 

The Council also receives and resolves consumer complaints. During the period under 
review, about 5,714 complaints were received and resolved, compared with 1,667 received 
in the previous financial year.

The Council made 1,635 visits to engage and forge partnership with various stakehold-
ers. In the previous financial year, visits made were 762. Furthermore, 2,417 visitors were 
received in various Council offices across the country compared with 2,152 in the previ-
ous period. The Council tracks the visitors it receives because that is a measure of visibility 
and its usefulness in the eyes of its varied stakeholders.  
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In increasing its visibility further and reaching out to many stakeholders, the Council 
participated in exhibitions such as the 2021 Dar es Salaam International Trade Fair, World 
Consumer Rights Day (WCRD), Women’s Day commemorations, and many others. These 
events provided the Council with a platform to engage with important stakeholders face 
to face on consumer education, receiving and resolving complaints among other things.  

The Council also took part in mediations and case hearings. Although the mediations 
and case hearings are done by EWURA, many of the cases originate from the Council and 
are forwarded to EWURA after initial efforts to reconcile the parties have failed.  

Despite the mentioned successes, the period was not without challenges. Lack of suffi-
cient funds was the biggest setback encountered. Worse still, approved budget funds were 
not disbursed on time. 

In mitigating the challenge, the Council had to formulate and implement appropriate 
plans to cope with the situation. The Council, for example,  identified, prioritized and 
implemented more non-funded awareness programmes than the funded ones. Likewise, 
the Council embarked on a resource mobilization strategy in an effort to obtain additional 
financial resources to help bridge the financing gap.  

The achievements recorded in the period under review did not come on a silver platter, 
but rather, a result of dedication and hard work from Council members, the Management 
team, RCCs, EWURA, Service Providers, and the Government. May I take this opportu-
nity to express my sincere gratitude to all those whose valuable contributions have enabled 
the Council to make inroads into fulfilling its legal mandate.

Eng. Goodluck E. Mmari,
Executive Secretary - EWURA Consumer Consultative Council.
March 2023
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This report covers a period from the 1st of July 2021 to the 30th  of June 2022. It is made up of 
three (3) sections; the introductory part, the activities implemented, and the conclusion. EWU-
RA CCC activities are guided by Six (6) major objectives derived from the 5 years Strategic Plan 
2018 – 2023. The objectives are Networking and visibility enhanced; Institutional and financial 
capacity developed; Consumer empowerment enhanced; Affordability, Accessibility, Quality, and 
Reliability of Services enhanced; Interventions against HIV/AIDS Implemented; Prevention and 
Fight against corruption Enhanced; and The enabling legislation/Legal Framework Improved.

Consequently, over 44 planned activities and six (6) regulars were implemented in the period 
under preview.

The Council recorded impressive results in most of the 44 activities and six (6) regulars imple-
mented during the FY 2021/22 compared with 38 implemented in the previous year. The number 
of stakeholders reached by massive awareness programmes shot up from 100,137 during the FY 
2020/21 to 209,698 this year. Visitors are an important benchmark in determining the Council’s 
visibility and popularity amongst its stakeholders/customers and it reflects on the notion that the 
number of stakeholders who called at its various offices across the country increased in the peri-
od. The Council recorded 2,417 visitors in the FY 2021/22 as compared to 2,152 in the previous 
year, marking an increase of 12.3%.  This is a testimony that more stakeholders are increasingly 
becoming aware of the existence and importance of the Council and its activities hence the visits.   

On consumer representation, the Council took part in 104 mediations compared to 59 done 
in the previous year. The Council participated in 13 case hearings which increased from 07 
conducted in the previous. Although the mediations and case hearings are normally organized 
by EWURA, a good number of disputes involved are initiated by the Council and are referred 
to EWURA after initial efforts to resolve them fail.  The Council went on to participate in 38 
awards-giving sessions after their disputes have been resolved. The Council made 1,635 visits to 
various stakeholders as well. This year’s visits to stakeholders were more than double the number 
of visits made during the previous year, which were 762.  The enormous increase is evidence 
that the Council intensified its efforts towards resolving consumer grievances, cementing a good 
working environment with stakeholders, and following up on complaints lodged. 

During the period, the Council intensified its outreach programmes by participating in vari-
ous exhibitions. They included Women’s Day Celebrations, whereby a total of 3,343 stakeholders 
were reached, and the 45th DITF held in Dar es Salaam where 1,439 visitors showed up and 
registered their names at the Council’s pavilion. Others included World Consumer Rights Day 
(WCRD), The East Africa Trade Fair, World Corporative Day, and Tulia Festival Traditional 
Dances, to mention a few. The Council took advantage of the exhibitions to educate visitors, re-
ceive enquiries and resolve complaints or forward them to responsible authorities for appropriate 
action.

Although the Council’s performance was impressive in the reporting period, the journey to 
success had hurdles. Some of the challenges faced during this year included failure to implement 
some activities due to financial constraints, the prevalence of the COVID-19 pandemic, delays 
by some water utilities in settling consumer complaints, poor response by consumers to file com-
plaints to service providers, and lack of working tools for outdoors awareness programs, among 
others.

To mitigate the setbacks, the Council put in place a number of plans. The strategies included 
finding alternative ways to carry out Council activities in the prevalence of the COVID-19 pan-
demic, implementation of more non-funded awareness programs, engaging service providers 
to among other things, discuss and agree on the importance of timely resolving consumer com-
plaints, and the Council providing working tools for outdoor activities.

Executive Summary
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Part I
About EWURA CCC
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I. INTRODUCTION

The Council produced this annual report to put forth plans, activities implement-
ed, challenges encountered, and a way forward in the period covering the financial year 
2021/22.

The Council implemented over 44 main activities that were complemented by six (6) 
regulars derived from six (6) major objectives outlined in the Council’s 5-year  strate-
gic plan. The Council embarked on consumer awareness programmes, represented con-
sumers on various platforms, and participated in numerous exhibitions such as World 
Consumer Rights Day (WCRD) and many others. The Council also strengthened its in-
stitutional capacity through activities such as training and operationalizing five (5) new 
regional offices.

The report also points out challenges encountered by the Council such as financial 
constraints as well as a way forward.  

II. OBJECTIVES
The EWURA CCC’s operations and activities are guided by Six (06) Major objectives 

derived from its 5-year Strategic Plan. Other documents which also guide the Council 
activities include,  Communication Strategy, RCC Awareness-raising guidelines, Human 
Resources Manual as well as Financial Manual. The main objectives are summarized as:-

1. Networking and visibility enhanced
2. Institutional and financial capacity developed
3. Consumer empowerment enhanced
4. Affordability, accessibility, quality, and reliability of services improved
5. Interventions against HIV/AIDS, corruption, and other cross-cutting issues en-

hanced
6. The enabling legislation/legal framework improved



EWURA Consumer Consultative Council

xiii

III. STATEMENTS OF PURPOSE

The statements of purpose entail vision, mission, and core values:

Vision, Mission, and Core Values

Vision:
To be an effective and well-recognized champion organization that promotes and ad-

vocates for the interests of consumers of regulated water and energy services.

Mission:
To promote and advocate for the rights and interests of consumers of regulated energy 

and water services through public awareness, networking, lobbying, education, and ca-
pacity building.

Core Values:
In discharging their activities, Council Members and the Secretariat are guided by the 

following core values: 
• Integrity 
• Accountability 
• Professionalism 
• Teamwork 
• Transparency 
• Volunteering spirit 
• Gender balance
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IV. Council Members

The Council is made up of eight (8) 
members, seven (7) of whom (including 
the Chairman) are appointed by the 
Minister responsible for EWURA 
matters, based on their professional 
competence in various disciplines of 
the regulated industry. The Executive 
Secretary (ES) is an Ex-Officio member 
of the Council responsible for day to day 
running of its affairs. The ES is the Chief 
Executive Officer and Secretary to the 
Council and is appointed by the Council. 
A list of current members is appended 
here below:-

Eng. David E.P. Ngula
Chairman

Mrs. Anna M. Mungai
Vice Chairman

Eng. Pius Mabuba
Member

Prof. Epaphra K. Mushi
Member

Eng. Baruany E.A.T. Luhanga
Member

Mrs. Hawa Ng'humbi
Member

Eng. Goodluck E. Mmari 
Executive Secretary

Mr. George Nguruse
Member



EWURA Consumer Consultative Council

1

V. MANAGEMENT TEAM
 (SECRETARIAT)

The EWURA CCC Management or 
Secretariat team is an engine of the Council 
responsible for day to day running of its affairs. 
The team is composed of four staff members 
under the leadership of the Executive Secretary, 
who oversees the operations of the Council. This 
FY, the team was made up of staff from  Advocacy, 
Finance, and Human Resources units. During the 
same period, the Management continued with its 
responsibility of overseeing the implementation 
of the Council’s plans and programmes, and 
provided performance reports that were presented 
during Council meetings. 

The following were the members of the 
management team:-

Eng. Goodluck Mmari 
Executive Secretary

CPA Erasto Kishe 
Accountant

Ms. Stella Lupimo 
Advocacy Officer

Ms. Mwanahawa Said 
Ag. Administrative & 

Human Resource Officer
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Section

1.0 EWURA CCC Overview

One
Pursuant to section 30(4) of the Energy and 

Water Utilities Regulatory Authority Act, Cap 414, 
the main objective of establishing the Council is to 
protect and safeguard the interests of consumers 
of EWURA-regulated goods and services. Section 
31(1) of the Act, enlists functions of the Council 
as:-

i. Represent the interests of consumers by 
making submissions to, providing views 
and information to, and consulting with the 
Authority, Minister, and sector Ministers;

ii. Receive and disseminate information and 
views on matters of interest to consumers 
of regulated goods and services;

iii. Establish local, regional, and sector con-
sumer committees and consult with them, 
and

iv. Consult with the industry, Government, 
and other consumer groups on matters of 
interest to consumers of regulated goods 
and services.

The consumers referred to in this sub-section in-
clude the following:-

i. Low-income, rural, and disadvantaged per-
sons and groups;

ii. All domestic users of EWURA-regulated 
goods and services;

iii. Industrial and business users; and 
iv. Government and community-based orga-

nizations.

1.1 Governance 
The eight (8) members mentioned above form the 
governing body of the Council under the Chair-
man. The tenure of members is staggered in 3 to 4 

years.  The Executive Secretary is the Chief  Execu-
tive Officer and an ex- officio member of the Coun-
cil responsible for the day-to-day operations, in-
cluding heading the Secretariat/Management team. 
He is, also the secretary to the Council. 

1.2  Organizational Framework and 
Service Locations

The Council’s HQ is in Dodoma on the 10th 
Floor of the PSSSF Building located on Jakaya Kik-
wete Avenue.

To facilitate the smooth operation of the Coun-
cil, there is a network of Regional Consumer Com-
mittees (RCCs) in 30 regions in Mainland Tanzania. 
Being a commercial city, Dar es Salaam is a special 
zone subdivided into five (5) regions, namely; Te-
meke, Kinondoni, Ilala, Ubungo, and Kigamboni. 
The Council has 21 regional offices as shown below:

Table 1: EWURA CCC Regional Offices

Dodoma
Ilala

Kagera
Iringa, 

Kigoma
Kilimanjaro

Mara
Manyara

Mbeya
Mwanza

Morogoro

Mtwara
Rukwa
Tanga

Ruvuma
Singida

Coast Region
Tabora
Arusha
Geita

Shinyanga
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S/N S/NACTIVITY ACTIVITY

1. Reviewed, scheduled, and 
monitored RCC activities including 
funded awareness programs

2. Convened Statutory /Technical 
Meetings

3. Participated in exhibitions and the 
2021 WCRD Commemorations

4. Implemented awareness & 
sensitization  programmes

5. Reviewed Council’s financial 
manual (2019)

6. Attended EWURA-organised 
mediation and case hearing 
meetings

7. Operationalised EWURA CCC 
regional offices

8. Attended EWURA organized 
Award Giving Meetings

9. Networked with stakeholders

10. Received and assisted aggrieved 
consumers to lodge complaints

11. Prepared quarterly performance 
reports

12. Prepared and scheduled Annual 

Meeting

13. Recruited new staff members

14. Capacity building to staff, as per the 
approved Council training plan

15. Undertook quick surveys on LPG, 
petroleum

16. Conducted Staff annual meeting

17. Conducted visits to stakeholders

18. Funded club-related activities

19. Participated in various exhibitions

20. Printed and distributed publicity materials

21. Attended professional seminars

22. Engaged the Media

23. Participated in TFC-related activities

24. Procured working tools and facilities

25. Prepared action plans

26. Participated in 2022 International 
Women’s Day celebrations

27. Participated in the 45th Dar es Salaam 
Trade Fair

28. Prepared Annual budget for FY 2022/23

Section

2.0 General Performance

Two
The Council’s performance in the FY 2021/22 was quite good despite the persistence of 
hurdles in the period e.g. the aftermath effects of the COVID-19 pandemic. Major activ-
ities performed increased to 44  from 38 in the previous year. Table 2 below, highlights 
major activities implemented by the Council in the period:-  

Table 2: Activities Implemented in FY 2021/22
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2.1 DETAILS OF KEY ACTIVITIES PERFORMED
About 44 activities and six (6) regulars were executed during the FY 2021/22. The 

implemented activities are highlighted in this section: -

2.1.1 Preparation of Annual Action Plan, Monthly Activity Plans, Quarterly 
Action Plan, and Monitoring Implementation - July 2021 to June 2022.

Failure to plan is planning to fail, therefore, planning is a vital component of EWU-
RA CCC’s undertakings. Planning has been the Council’s secret to success, and the FY 
2021/22 was no exception. While guided by Strategic Plan objectives, the Council pre-
pared an annual action plan to curb and eliminate impulsive decisions, among other 
reasons. Quarterly action plans are then prepared based on the annual action plan. The 
quarterly action plans are downscaled to monthly activity plans. The Council’s planning 
process was inclusive/participative and left no staff member behind. The monthly activity 
plans were then forwarded to RCCs and COMAs for execution.

2.1.2 Media Engagement
Media engagement was vital in enhanc-

ing the Council’s advocacy and outreach pro-
grammes. The nature of the media to defeat the 
constraints of time and distance in sending mes-
sages played a crucial role in the Council’s activ-
ities as stakeholder engagement was eased. The 
increased media engagement saw the Council 
more than doubling the number of stakeholders 
reached, the number of visits to its offices and 
complaints handled, and many other areas. 

29. Represented consumers in public 
hearing meetings

30. Participated in 2021 Nanenane 
Exhibitions

31. Received visitors and enquiries

32. Undertook surveys on water 
scarcity in Dar es Salaam

33. Prepared, produced, and circulated 
Mtumiaji Newsletters

34.  Engaged service providers and 
followed up on complaints

35. Conducted exhibitions and public 
education in public marketplaces 
and bus stands

36. Preparation of financial reports

37. Strengthened website and social media 
platforms

38. Participated in 2021 Maji Week exhibitions

39. Strengthened resource mobilisation 
strategy

40. Worked on CAG recommendations

41. Conducted Councillors’ familiarisation 
visits

42 Assisted aggrieved consumers to lodge 
complaints

43. Trained councillors on resource 
mobilization.

44. Hosted external Auditors

S/N S/NACTIVITY ACTIVITY
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In conducting awareness and public education programmes, the Council used various mediums of com-
munication such as mass media. The mass media were of paramount importance to the Council as they 
facilitated reaching out to a huge and diverse audience at a time. The Council engaged both print and elec-
tronic media. The media have a magic bullet effect on audiences, hence helping the Council to easily change 
the lives of various stakeholders through awareness campaigns and other media-related programmes. 

During the period under review, the Council engaged five mainstream newspapers namely, the Daily 
News, The Citizen, Mwananchi, Habari Leo, and Nipashe. The FY 2021/22 saw the Council having a record 
media engagement drive, whereby a total of 84 media houses and four (4) blogs were engaged as compared 
to 50 in the previous year.

Community and mainstream television and radio stations, mainly in form of live programmes were ex-
tensively used. The programmes covered such activities as consumer education,   awareness, and many other 
related topics. In addition to the conventional media, the Council engaged blogs and other social media 
platforms. This move helped in reaching out to a wider audience. Table 3 below shows the media platforms 
engaged:-

Table 3: Media Outlets engaged by the Council

S/N
1
2
3
4
5

S/N
1
2
3
4
5
6
7
8
9

10
11
12
13

S/N
1
2
3
4
5
6
7
8
9

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37

S/N
38
39
40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60
61
62
63
64
65
66
67

S/N
1
2
3
4

Newspapers
Daily News
Habari Leo
 Mwananchi
The Citizen
Nipashe

TV Stations
Star TV
Azam TV
Global TV
TBC1
ITV
Michuzi TV
Mtwara TV
Tanga TV
AYO TV
Ezra Online TV
Fahara online TV
Kitenge TV
Thinker TV online

Radio Stations
TBC Radio
Zoe FM (Morogoro)
Radio ukweli (Morogoro)
Radio Mbiu (Kagera)
Radio Kwizera (Geita)
MUST FM (Mbeya)
Radio Free Africa (RFA)
Standard Radio (Singida)
Ushindi FM (Kilimanjaro
Pride FM (Mtwara),
Vision radio (Kagera
VOS (Rukwa)
Uyui FM (Tabora)
Zoe FM (Morogoro),
Planet FM (Mtwara)
Maarifa FM (Tanga)
Uhai FM (Tabora)
CG FM (Tabora)
Storm FM (Geita)
Radio Maria (Singida)
Radio Mbiu (Kagera)
Dodoma FM
Rubondo FM (Geita)
Storm FM (Geita)
Safina FM Radio (Arusha)
Passion Radio (Mwanza)
Ukweli FM (Morogoro)
Bomba Radio (Mbeya)
Bariadi FM (Simiyu)
Shinaz FM (Kagera)
Mashujaa Radio (Lindi)
Kicheko FM(Kilimanjaro)
Manyara FM (Manyara)
Maisha FM (Kigoma)
Ahmadia FM (Mtwara)
Dizzim FM (Morogoro)
H FM (Mtwara)

Radio Stations
Ndingala FM (Rukwa)
Top radio (Morogoro)
Radio mbiu (Kagera)
Storm FM (Geita)
Media jamii (Geita)
Moshi  FM (Mbeya)
Fountain radio (K’manjaro)
Chemchem radio (Rukwa)
Kili FM (Kilimanjaro)
Ndingala FM (Rukwa)
Karagwe FM (Karagwe)
Sunrise Radio (Arusha)
Maarifa radio (Rukwa)
Mpanda FM (Katavi)
Radio Furaha (Iringa)
Media jamii FM (Mtwara)
Metro FM (Mwanza)
KICORA FM (Kigoma)
Nyemo FM (Dodoma)
Radio Faraja (Shinyanga)
Top radio (Morogoro)
Radio Mbiu (Kagera
HRM radio (Mtwara)
Bomba FM (Mbeya)
Ndingala FM (Rukwa)
Radio Faraja (Shinyanga
Nuru FM (Iringa)
Furaha FM (Iringa)
-Radio Bariadi (Simiyu)
Hope Channel (Pwani)

Blogs
Misalaba blog
Habari motomoto blog
Geita Press Blog
Dar24 Media
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2.1.3 Engagement in Social Media 
Apart from the national television engagement drive, the Council engaged online tele-

vision channels including Global TV, Michuzi TV, and Ayo TV. In this digital age, online 
platforms play a pivotal role as they provide an easy and convenient means of relaying 
information. The Council prepared three (3) fifteen-minute television programmes that 
were broadcast through ITV and TBC television channels. The programmes were aired 
during the DITF exhibitions to help reach out to a broader audience. 

As a result, the media was engaged 260 times, as compared to 111 in the FY 2020/21, 
which is a 134% increase compared to the previous year. The increase suggests that the 
Council has regained momentum after the devastating COVID 19 pandemic. Of the 260 
times media engagements, 49 were done in the first quarter, 95 in the second, 59 in the 
third, and 57 in the fourth. This is illustrated in Figure 1 below;

Figure 1: Frequency of media engagement in FY 2021/22
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2.1.4 Strengthening of social media platforms 
To reach out to many people and maintain visibility, the Council engaged its social 

media platforms extensively in the reporting period. A number of posts were made on the 
Council’s social media accounts, especially on Twitter, and Instagram pages. 

2.1.5 Publication of Mtumiaji Newsletter
The Council produced the 5th and 6th editions of Mtumiaji Newsletter. The newslet-

ters were printed and distributed to Council’s stakeholders.
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2.1.6 Distribution of publicity materials 
Publicity materials were printed and distributed to RCCs and clubs for use in consum-

er education and awareness creation. The materials were important not only in awareness 
creation but in raising the Council’s visibility. 

2.1.7 Media tour
The Council made tours to various media houses including  ITV, Radio Maria, and 

Dar 24 Media to maintain dialogue and explore areas of collaboration with this important 
stakeholder.

 
2.1.8  (i)  Execution of Awareness Programmes

In collaboration with Regional Consumer Committees, the Council implemented a 
record of 1,032 awareness programmes, compared with 402 done in the previous year. 
Awareness campaigns form an integral part of the Council’s activities because they pro-
vide an effective tool to consumers to defend themselves against abuse or any other form 
of mistreatment from service providers.  

The successful implementation of the programmes enabled the Council to reach out 
to 209,698 stakeholders, compared to 100,137 reached in the FY 2020/21.  The number 
of stakeholders reached surpassed the Council’s target of 54,120 for the FY 2021/22. The 
increase in the number of programmes implemented and stakeholders reached bears tes-
timony that the Council activities are rapidly expanding and that the Council had contin-
ued to recover from the effects of the COVID-19 pandemic in the previous FY.

The Council’s performance in terms of awareness creation programs in the FY 2021/22 
was impressive as summarized in the Table 5 below:- 

Table 4: Number of Awareness Programmes Done and Stakeholders Reached

209,698 
stakeholders 

reached in 
awareness 

programmes

5,714 
complaints 

were received 
and resolved by 

the Council 

35
student clubs 

visitations held 

104 
EWURA 

organized 
mediations 

attended

1,032

209,698
awareness programmes 
implemented reaching

Stakeholders

 Quarter Number of prog. per quarter Stakeholders reached Target Stakeholders

 1 395 52,115                     6, 960
 2 251 46,401     6,960
 3  222 62,939 26, 100
 4 164 48,243 14, 100
              Total 1,032 209, 698 54,120

2.1.8 (ii) Categories of Stakeholder Awareness Campaigns 
The Council’s awareness programmes targeted several stake-

holders as per the Council’s strategic plan and communication 
strategy. The stakeholders reached included vendors, students, 
teachers, business people, meetings, people living with HIV/AIDS, 
VICOBA members, disabled, religious leaders/followers, the gen-
eral public, and local government leaders, to mention, but a few. 
The implementation was successful mainly because supervision 
and monitoring were strictly and carefully done.
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 Quarter Planned Programmes Programmes Implemented

       1 30 10
    2 30 10
    3 30 18
    4 30 00
 Total 120  38

2.1.9 Funding of Awareness Programmes
The awareness programmes implemented by the Council were both funded and 

self-initiated. Of the 1,032 programmes implemented, 994 were self-initiated, while 38 
were fully funded. The Council had planned 120 funded programmes, but due to bud-
get constraints, only 38 were implemented. The Council implemented only 32% of the 
planned funded programmes due to financial constraints.

Table 5: Implementation of Funded Awareness Programmes

The Council could not implement some of the planned funded programmes due to 
financial constraints and the failure or late submission of funding proposals by RCCs. 

2.1.10 Student Clubs Visitations
Student clubs’ visitations are vital as they provide a platform for the Council to moni-

tor, strengthen and support them. The Council made 35 visits during the FY 2021/22 com-
pared to 27 recorded the previous year. Eleven (11) visits were made in the first quarter, 
eight (8) in the second quarter, while the third and fourth quarters had fourteen (14) and 
two (2) visits respectively.  The visits were made in  Morogoro, Tanga, Kagera, Lindi, Mara, 
Mtwara, and Kigoma.

2.1.11 Representing consumers of energy and water services
The Council has the mandate to protect and safeguard the interests of consumers 

through various interventions. In fulfilling the obligation, the Council assisted aggrieved 
consumers in lodging and resolving complaints. The Council contacted service providers 
with complaints that needed their intervention. Complex cases were referred to EWURA 
for their further action.  

2.1.12 (i) Complaints 
The number of complaints received by the Council during the FY under review bal-

looned up to 5,714 from 1,667 in the FY 2020/21.  The complaints received emanated 
from the four  EWURA-regulated sectors which are; water, electricity, natural gas, and 
petroleum. Electricity recorded 2,853 (50%) complaints, water services had 2,612 (45.7%) 
complaints while petroleum and LPG/natural gas recorded 179 (3.1%) and 70 (1.2%) re-
spectively.  Figure 3 below outlines the distribution of complaints by category:-
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Figure 2: Distribution of Complaints of Regulated Services in FY 2021/22

2.1.12 (ii) Three-Year Comparative Analysis of Consumer Complaints 
The three-year comparative analysis reveals that the number of complaints was low 

in the first two years, FY 2019/20 had 1,627 complaints and FY 2020/21 recorded 1,667 
complaints. The low figures can be attributed to the effects of the COVID-19 pandemic as 
the majority of outreach programmes were not implemented as scheduled. The number 
of complaints, however, shot to the roof during the FY 2021/22 which recorded 5,714 
complaints. The 4,047 increase in the number of complaints shows more outreach pro-
grammes are now conducted and that consumers are coming out of their shells to raise 
their voices. It is also an indication that the Council’s activities are rapidly expanding.

Table 6: Three-year Comparative Analysis of Consumer Complaints

S/N Services Number of Complaints Registered Remarks

  2019/20 2020/21  2021/22  Deviation  

1 Water 886 913 2,612 1,699 Increasing

2 Electricity 702 723 2,853 2,130 Increasing

3 Petroleum 30 21 179 158 Increasing

4 LPG 09 10 70 60 Increasing

TOTAL ,627 1,667 5,714 4,047
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2.1.12(iii) Key Observations 
Though the figures on the ground indicate that water has been topping the chart when 

it comes to the number of complaints, the FY under review shows that tables have turned 
as complaints on electricity-related issues topped the complaints list. The intensification of 
the rural electrification programme under REA can be attributed to the increased number 
of complaints in the area. The main areas of complaints by customers were: new connec-
tion delays, sagging wires, leaning poles, rotten poles, tariff change, blackouts, and poor 
customer care, to mention but a few. The major reason for the increase in the number of 
complaints about electricity can partly be attributed to the increased use of electricity by 
the general public due to the rural electrification drive. 

The analysis also reveals that for the FY 2021/22, water was second in the number of 
complaints, while in the previous years, it had been leading. Water has been topping the 
analysis table because it’s an essential commodity, that is key to the survival of humanity. 
Billing is the major source of complaints in the water sector. In areas where billing is done 
manually, complaints are many compared with those with billing software. Major areas of 
grievances in the water sector included water shortages, unclear water rationing sched-
ules, high bills, leakages, defective meters, delayed new connections, and many others. 

The trend also shows that complaints about petroleum and natural gas/LPG have been 
the lowest.  LPG has been the lowest of all over the past three years, probably due to the 
limited number of users and care taken in handling the highly inflammable substance. 
Complaints were mainly on high prices of LPG (cooking gas) and lack of weighing scales. 
Petroleum complaints on the other end were about high prices and isolated cases of fuel 
adulteration.

2.1.12 iv) Receiving and Assisting Aggrieved Consumers to Lodge Complaints 
The Council assisted aggrieved consumers who approached its offices to lodge their 

complaints. The consumers were first enlightened on the importance of lodging com-
plaints and were taken through the complaints lodging process. The Council distributed 
complaints forms to different stakeholders to ease the process. 

Figure 3:  Comparative Analysis of Complaints in Three Years
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2.1.13 Mediation, Public Hearing Meetings, and Award-Giving Sessions
In the FY 2021/22, the Council was invited to participate in 104, 13, and 38 EWU-

RA-organized mediations, case hearings, and awards-giving sessions respectively. There 
have been a massive increases in the number of mediations from 59 in the FY 2020/21 
to 104 in the year under review. Public hearing meetings doubled from seven (7) to 13, 
while the number of awards slightly increased from 30 in the previous year to 38 in the FY 
2021/22. The increases may be attributed to the rapid expansion of the Council’s activities, 
the easing of COVID-19 pandemic, and increased awareness amongst consumers. 

Figure 4: Mediation, Public Hearing Meetings, and Award Giving Sessions per quarter

 S/N Region Numer of Mediation
 1 Kilimanjaro 7
 2 Kigoma 11
 3 Tanga 18
 4 Mtwara 3
 5 Mara 2
 6 Singida 14
 7 Morogoro 18
 8 Kagera 21
 9 Rukwa 5
 10 Arusha 7
 11 Geita 2
 12 Tabora 5
 13 Iringa 1
 14 Ubungo 4
 15 Ruvuma 2
 16 Manyara 3
 17 Mbeya 2
 18 Pwani 1

Mediation AwardsPublic Hearings

2.1.14(i) Participation in the EWURA organized Mediations
The number of regions where EWURA conducted mediations for which the Council 

was invited increased from 12 in the FY 2020/21 to 18 during this year. The Table 8  below 
highlights the regions where the Council was invited to attend the EWURA organized 
mediations and the number of mediations held:- 

Table 7: Regions and Number of Mediations Held
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2.1.14(ii) Participation in the EWURA-organized Case Hearings
When complaints are lodged, EWURA engages all the parties concerned for recourse. 

On its part, the Council attempts to resolve complaints that are within its powers but re-
fers the complex ones to service providers or EWURA for mediation or hearing. It is only 
when the mediation fails cases are scheduled for a hearing.  Just like in a court of law, the 
details are examined and evidence is tendered before decisions are made. This year, the 
Council was part of 13 case hearings conducted by EWURA in eight (8) regions. Figure 
5 below highlights the regions where the hearings were held and the number of hearings 
conducted:-

Figure 5: Regions and Numbers of Public Hearing Meetings attended.

Kigoma
2

Regions and 
Numbers of 
Public Hear-
ing Meetings 

Held

Morogoro
1

Mtwara
1

Arusha
3

Mwanza
1

Rukwa
1

Tabora
1

Kagera
2

2.1.14 (iii) Participation in the EWURA-organized Awards Giving Ceremony
Awards are decided by EWURA and given to those whose cases or complaints are de-

cided in their favour. In the FY 2021/22, the Council participated in 38 awards that were 
handed over by EWURA to complainants in 10 regions. The Figure below highlights the 
number of awards per region:- 

Figure 6: Number of Awards per Region

MOROGORO 2

ARUSHA 1

TABORA 4

RUKWA 2

MARA 2

KAGERA 8

MTWARA 2

SINGIDA 2

K’MANJARO 4

GEITA 1

EWURA AWARDS
TO 38 COMPLAINTS
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2.1.14 (iv) Comparative Analysis
During the FY 2021/22, the number of 

mediations, case hearings, and awards to ag-
grieved consumers (complainants) which the 
Council was invited by EWURA to attend 
increased by a wide margin.  The number of 
mediations almost doubled from 59 the pre-
vious year to 104 this year, while case hearings 
increased from seven (7) to 13. The number 
of awards rose from 36 in FY 2020/21 to 38 in 
FY 2021/22. Most of the mediations or hear-
ings had originated from the Council before 
being referred to EWURA for further man-
agement. 

2.1.15 Participation in Exhibitions
The Council’s participation in various exhibitions provides it with an important plat-

form to meet consumers and other stakeholders. Through direct contact, the Council gets 
the opportunity to stretch out to stakeholders and customers. EWURA CCC takes advan-
tage of the exhibitions to educate visitors and receive and resolve complaints/enquiries.   
In the period under review, the Council participated in the following exhibitions: -

 
2.1.16 (i) Dar es Salaam International Trade Fair (DITF) 2021

EWURA CCC participated in the 45th DITF held in Dar es Salaam from 1st to 13th 
July 2021. All Dar es Salaam-based RCCs including Kigamboni, Ilala, Temeke, Ubungo, 
and Kinondoni participated in the exhibition. The Council’s pavilion located in Karume 
Hall received 1,439 visitors. A total of 135 complaints were lodged and registered and 
some were resolved, while others were forwarded to service providers and EWURA for 
further action.

2.1.16 (ii) 2022 Maji Week
The Council participated in the National Maji Week held in Dar es Salaam. The event 

which climaxed on the World Water Day marked on 22nd  March 2022,  was graced by 
Her Excellence Hon. Samia Suluhu Hassan, the President of the United Republic of Tan-
zania at Mlimani City Conference Hall. Apart from representing the Council in the said 
event, the Chairman and Executive Secretary also represented the Council in a two-day 
EWURA Annual Water Conference held at PSSSF Commercial Complex Hall from 23rd 
to 24th March 2022, an event which was preceded by exhibitions hosted by ATAWAS. 
During the exhibitions, the Council showcased its activities and renowned leaders in-
cluding the Minister for Water Hon. Jumaa Aweso (MP), and Permanent Secretary to the 
Ministry Eng. Anthony Sanga, visited the Council’s pavilion.  

2.1.16 (iii) The World Consumer Rights Day (WCRD) 2022
The Council in collaboration with other Institutions under the umbrella of Tanzania 

Consumer Forum (TCF) joined other consumer protection entities around the world to 
commemorate WCRD, whose climax was on 15th March 2022. At the national level, the 
event was commemorated in Zanzibar. The event was preceded by exhibitions held at 
Maisara grounds from 12th to 15th March 2022. A day before the climax, (on 14th March 

Operationalisation of 

new regional offices for 
Manyara, Iringa, 

Shinyanga, Pwani 
and Ilala

The Council 
received 

2,417 
visitors

3,343 
people reached 

during 2022 
Women’s Day 
celebrations 

Council reached

34,509 
people reached  

during public 
markets and 
bus stands 
exhibitions 
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2022) a seminar for college and university students was conducted and the Council pre-
sented a paper. The WCRD climax was officiated by Zanzibar’s 2nd Vice President Hon. 
Hemed Suleiman Abdullah at the Idrissa Abdulwakil Hall. The event was attended by 
high-profile officials such as Ministers. Other institutions that took part in the event in-
cluded ZURA CRC, TCAA CCC, LATRA CCC, FCT, ZFCC, and ZFCT. Zantel and NIT 
were some of the co-sponsors of the event.

2.1.16 (iv) Participating in the 2022 Women’s Day Celebrations
Women constitute an integral part of the Council’s targeted audiences as they are the 

direct users of water and energy services in their homesteads. This necessitated the Coun-
cil to specifically target women by participating in the International Women’s Day 2022 
via its nine (09) RCCs.  Participation in the events was made in Mbeya, Tabora, Rukwa, 
Tanga, Lindi, Arusha, Singida, Geita, Mtwara, and Shinyanga regions. A total of 3,343 
stakeholders were reached and educated on issues related to the regulated water and ener-
gy services. Leaflets and other promotional materials were distributed.

2.1.16 (v) Participating in other exhibitions
Other exhibitions in which the Council participated through its RCCs, included:-
i. Mara Day, held from the 12th to the 15th of September, 2021
ii. The 4th Geita Gold exhibition, from 16th to 26th September, 2021
iii. The East Africa Trade Fair, from the 3rd to 5th Sept. 2021 and Juma la Elimu ya 

Watu Wazima on the 24th of September, 2021 in Mwanza, 
iv. Shinyanga Trade show, held from the 26th of July to the 01st August, 2021 
v. Kagera  Sabasaba from 20th June to 08th July, 2021, 
vi. World Cooperative Day from 29th June to 03rd July, 2021 in Tabora; 
vii. Tulia Festival Traditional Dances from 23rd to 25th September, 2021 in Mbeya;
viii. Legal Aid Week 08th  – 12th Nov., 2021 in Mbeya; 
ix. World AIDS day 24th Nov – 01st Dec., 2021 in Tabora; 

A total of 3,497 stakeholders were reached and educated on issues related to the regu-
lated water and energy services.

2.1.16 (vi) Exhibitions in public markets and bus stands
The Council continued with its awareness creation strategy by facilitating the RCCs to 

reach out to stakeholders in public markets and bus stands. The programme was intended 
to brand and create consciousness among users of EWURA-regulated services which are 
namely; water, electricity, natural gas, LPG, and petroleum.  Over 34,509 stakeholders 
were reached and educated through the programmes.

2.1.18 Undertaking quick surveys 
Surveys are among the important tools used to gather data necessary for decision-mak-

ing. During the period under review, the Council carried out quick surveys as follows:-

i. Price of LPG 
The Council conducted a quick survey to assess the prices for Liquefied Petroleum Gas 

(LPG) in 27 Tanzania Mainland Tanzania regions. The decision followed a public outcry 
that LPG prices were prohibitive in many places in the country. The surveys conducted in 
August 2021 covered at least ten (10) LPG retailers/dealers in each sampled Municipality 
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or  City. In all 27 Municipalities/cities surveyed, ten (10) different LPG companies were 
targeted. The companies included; Oryx Gas, Manjis Gas, Mihan Gas, Taifa Gas, Orange 
Gas, Lake Gas, O-Gas, Meru Gas, CAM Gas, and Camel Gas. The lowest price for a 6kg 
LPG cylinder was TZS 17,000.00 for Lake Gas in Ubungo and Morogoro municipalities, 
while the highest price for a 6kg LPG cylinder was TZS 24,000.00 for Oryx Gas found in 
Kigoma, Shinyanga, Morogoro, and Simiyu municipalities. The lowest price for a 15kg 
LPG cylinder was TZS 45,000.00 for Lake Gas in Ubungo, Pwani, and Iringa; Mihan Gas 
in Manyara, Kinondoni, and Ilala; and Taifa Gas in Manyara, while the highest price for 
a 15kg cylinder was TZS 58,000.00 for Oryx Gas in Bariadi-Simiyu and for Orange Gas 
in Iringa. The survey report with its recommendations was shared with stakeholders for 
information and action. 

ii. Water scarcity and rationing in Dar es Salaam
A quick survey on the impact of water scarcity in Dar es Salaam was conducted in 

November 2021. The decision followed bitter complaints from residents of Dar es Salaam 
that some parts of the city were experiencing a scarcity of water and rationing timetables 
were not being adhered to. The survey that solicited information on the price of a bucket/
boza, was conducted in Dar es Salaam by 05 RCCs of Ilala, Kinondoni, Ubungo, Temeke, 
and Kigamboni. A total of 103 people were interviewed. 

The survey revealed that due to the severe shortage that existed, water prices increased 
in various areas of the city ranging from TZS 50.00 at Mjimwema Kigamboni, Kiwala-
ni, Mkangarawe, and Mikoroshini, Temeke to TZS 500.00 for a 20 liters bucket. In some 
places of Mbezi and Kinondoni Studio, the price for a bucket of 20 litres was sold at TZS 
800.00 and TZS 1,000.00 at Mbezi Kanisani respectively. Meanwhile, the water bowser 
price rose from TZS 7,500.00 at Tungi, Kigamboni to TZS 180,000.00 at Riverside Ubun-
go. The findings and recommendations thereof were shared with stakeholders for infor-
mation and action.

iii. Availability of LPG weighing scales
Another quick survey conducted during the period was in April 2022 to assess the 

extent to which LPG retailers/dealers possessed/used weighing scales as per licensing re-
quirements. The purpose was to ascertain the availability of weighing scales among LPG 
retailers/dealers in Shinyanga and the Coast region. The survey revealed that while many 
LPG retailers had no weighing scales, the majority of consumers did not know the impor-
tance of weighing their LPG cylinders  The findings enriched the Council with knowledge 
and helped to improve its awareness materials.

iv. Compliance with Fuel cap Prices
In September 2021, the Council was requested to undertake a quick survey on the 

availability of fuel and cap prices in 25 regions from mainland Tanzania. A total of 125 
petrol stations were visited, and reports were prepared and submitted to EWURA and 
other authorities. All 125 stations inspected had their petroleum prices displayed on clear 
visible boards. Out of 125 stations inspected, 119 were all in compliance with the cap pric-
es issued on 02nd September 2021. Six (06) petrol stations were found not in compliance 
with the issued cap prices. 
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v. Visits to service providers and Stakeholders
Visits to stakeholders and service providers form an integral part of the Council’s ac-

tivities as they provide a platform to follow up on complaints, among other reasons. The 
RCCs followed up on complaints that had been lodged by aggrieved consumers and cases 
where feedback had not been provided.  This financial year, the Council made 1,370 visits 
which almost doubled the number made last year, (762). The increase in a number of visits 
bears testimony to the  Council’s resolve to solve the consumers’ grievances. The diagram 
below (Figure 7) highlights the visits quarterly: -

Figure 7: Number of visits to service providers per quarter

vi. Service Provider Engagement and Complaints Follow Up
In tandem with one of its major functions, i.e., consumer protection, the Council in-

tensified its service provider engagement drive. In the FY 2021/22, the Council engaged 
service providers 78 times, a major increase compared to 43 times in the previous year. A 
total of 22 service providers were engaged in the first quarter, 22 in the second quarter, 20 
in the third quarter, and 14 in the fourth quarter.  

Follow-ups are an essential part of complaints handling and resolving. It is against this 
background that the Council made 331 follow-ups during the period, with 87 follow-ups 
in the first quarter, 73 in the second quarter, 89 in the third quarter, and 82 in the fourth 
quarter. The follow-ups aimed at determining the status of complaints and availing feed-
back to complainants.

vii. Responding to invitations
Numerous stakeholders requested the Council through RCCs to conduct awareness 

campaigns at their places. The number of invitations spiraled during the FY 2021/22 from 
53 the previous year to 163, this year.  The Council received 38 invitations during the first 
quarter, 40 in the second, and while the third and fourth quarters, 45 and 40 respectively 
were received.
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2.1.17 Participating in the EWURA Public Inquiries for VSPPs 
The Council participated in the EWURA public inquiry for Very Small Power Provid-

ers (VSPPs) in Ukerewe from 27th February to 01st March 2022 and Biharamulo on 02nd 
March 2022. 

2.1.18 Inspection of fuel cap prices
The Council through RCCs conducted 87 random inspections at various service sta-

tions in some sampled regions. The inspections form an integral part of consumer protec-
tion, as they aim at assessing compliance with EWURA cap prices by service providers. 
The Council made 21 visits in the first quarter, 20 in the second quarter, 22 in the third, 
and 24 in the fourth quarter. 

2.1. 19 Receiving Inquiries
In the FY 2021/22, the Council recorded 200 inquiries, which was an increase of 53 

inquiries compared to 147 recorded in the previous FY. Inquiries that attracted the high-
est frequency included procedures for acquiring wiremen contractors’ licenses, EWURA 
CCC functions,  procedures for change of consumer category tariff change, applications 
for oil and gas projects, and water connection fees, among others. The Council recorded 
60 inquiries in the first quarter, 67, 49, and 24 inquiries in the second, third, and fourth 
quarters respectively. Figure 8 below depicts inquiries trends per quarter: - 

Figure 8: Number of Inquiries Received by the Council per Quarter

2.1.20 (i)  Analysis
The Council recorded an increase of 36% of the number of inquiries received in the 

FY 2021/22 compared to those received in FY 2020/21, i.e., 200 up from 147. The increase 
can be attributed to the growing curiosity among stakeholders created by the increased 
awareness campaigns and consumer education by the Council. The increased visibility 
of the Council is another reason why the number of enquiries keep on increasing. Also, 
the normalization of the Council’s activities after the COVID-19 pandemic mayhem may 
partly explain why the number has surged in the period.
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2.1.21 Visitors
The Council recorded an increase in the number of visitors to its HQs and regional 

offices. It received 2,417 visitors in the FY 2021/22 compared to 2,152 recorded in the 
previous FY.   The visits are vital as they provide a platform for a face-to-face encounter 
with various stakeholders and help in increasing visitors’ understanding of the Council’s 
activities. Of the 2,417 visitors, 2,225, equivalent to 92% called in at regional offices, while 
192, constituting 8% visited the HQ as illustrated in Figure 9 below: -

 
Figure 9: Visitors in Percentage

2.1.22 (i) Breakdown of the Visitors
The increase in the number of visitors for the FY 2021/22 is another witness that the 

Council’s increased visibility and intensified consumer education and awareness creation 
are bearing fruits. Of the received visitors, 677 were in the first quarter, 703 in the second 
quarter, 458 in the third quarter, and 579 in the fourth quarter. The trend, which is a sign 
that the COVID-19 dust has settled is highlighted in Figure 10 below: -

Figure 10: Visitors per Quarter
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2.2 ADMINISTRATION AND HUMAN RESOURCE

The administration and human resource unit recorded various accomplishments as 
indicated below: -

2.2.1 Recruitment of EWURA CCC Staff  and Operationalisation of Regional 
Offices 

The Council’s five newly established regional offices were operationalized during the 
reporting period. The regional offices are namely Ilala, Iringa, Coast Region, Shinyanga, 
and Manyara. Five office bearers were recruited to work in the newly established offices. 
The recruitment process was done in collaboration with the President’s Office Public Ser-
vice Recruitment Secretariat (POPSRS) and the recruited staff were; Joseph Oguda (Irin-
ga), Leonce Bizimana (Shinyanga), Neema Nnko (Manyara), Catherine C. Ochido (Ilala 
Dar es Salaam) and Noela Ntiluvakule (Coastal region). The interviews were held on the 
23rd  and 24th  of August, 2021 at the Mwl Nyerere Memorial Academy.

2.2.2 Workshops and Seminars
The Council participated in two seminars and workshops organized by professional 

bodies;  
- Beta Business Consultants organized a four (4) day workshop on the Quality Re-

view of Financial Statements.  The workshop that was held in Morogoro from 08th 
to 11th September 2021, led to the award of 10 CPE honours. The Accountant 
attended. 

- The 31st Engineers Annual Conference organized by the Institute of Engineers in 
Tanzania (IET) was held from 02nd – 04th December, 2021 in Arusha. Executive 
Secretary attended the three-day workshop.

2.2.3 Improving and Strengthening Institutional Capacity
Improving and strengthening institutional capacity is vital for the Council to maintain 

its success momentum. In the year under review, the Council implemented numerous 
activities aimed at strengthening its institutional capacity. The activities were as listed here 
below: -

2.2.3.1 Reviewing Scheme of Service 
The Council approved and appointed a consultant to develop a Scheme of Service 

and Salary Grades for EWURA CCC staff. The Scheme was submitted to EWURA and 
UTUMISHI in Dodoma.

2.2.3.2 Capacity Building to Councillors 
Various training to build Councillors’ capacity were conducted;
Seven (7) Councillors and the Executive Secretary attended a five-day capacity-build-

ing program on “Resource Mobilization.” It was hosted by MS-TCDC in Arusha from 
28th February to 04th March 2022.  

2.2.3.3 Capacity Building to Staff 
Training were conducted as part of capacity building to staff: 
i) Seven (7) COMAs from Tabora, Kigoma, Ruvuma, Rukwa, Mara, Kagera, and 

Geita were trained on “Financial Management for Non-Financial Managers” by 
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the Institute of Accountancy Arusha (IAA) from 15th to 26th November 2021 in 
Dar es Salaam.

ii) The Advocacy Officer attended, “Attaining Excellence in Customer Services offered 
by the Water Institute from 16th – 27th August 2021, and on “Public Relations & 
Corporate Communication” both hosted by the Water Institute in Mwanza from 
23rd February to 08th March 2022. The Administrative and Human Resource Of-
ficer attended “Human Resource Metrics and Analytics” offered by ESAMI from 
30th August to 10th September 2021 and in “Human Resource Management and 
Development” from 21st March to 01st April 2022 both hosted by ESAMI in Aru-
sha.

iii) Ten (10) staff attended short course training during the reporting period. Of the 
10 employees, 09 COMAs from Morogoro, Tanga, Kilimanjaro, Mtwara, Mwanza, 
Arusha, Dodoma, Mbeya, and Singida, were trained on “Ethics in Public Admin-
istration” by the Institute of Accountancy Arusha (IAA) from 14th to 25th Febru-
ary 2022 in Dar es Salaam. 

2.2.3.4 Induction Programme for newly recruited staff. 
The Council held an induction programme for the newly recruited staff from 08th to 

9th November 2021 in Bagamoyo.

2.2.3.5 Follow up on Councillors’ reappointment letters
The tenure of service of four Council members expired. The Council followed up with 

the appointing Authority in respect of reappointment for another term.
 

2.2.3.6 Participating in the Parliamentary budget sessions
During the period, the Council was represented by the Chairman and the Executive 

Secretary during the Parliamentary budget sessions in Dodoma. The two also paid a cour-
tesy call to the Permanent Secretary MoE, EWURA.

2.2.4  Familiarization Visits
The Council organized familiarization visits during the period under review. The visits 

intended to build the capacity of the Councillors and RCC in both the water and energy 
sectors. The visits were: - 

a. Visit to Mtwara (MTUWASA, Mtwara Port, and TPDC) from 15th to 19th No-
vember 2021.

b. Visit to Kidatu Hydro Power Plant and Upper Ruvu Water Treatment Plant from 
16th – 19th December 2021. 

c. Geita RCC conducted a familiarization tour to the GEUWASA water source in 
March 2022.

The Council’s visits to the Kidatu Upper Ruvu water pump, MTUWASA, and TPDC 
also involved RCCs from Morogoro, Pwani, and Mtwara regions. 

The visits broadened the Councillors’ and RCCs’ knowledge in respect of EWURA-reg-
ulated goods and services.

2.2.5 Internal and External Meetings
To improve efficiency and making sure that activities are implemented as planned, 

the Council through its RCCs held external and internal meetings. The Council through 
its RCCs conducted 98 internal meetings, compared to 61 held in the previous year. On 
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the other hand, 28 external meetings were held by the RCCs as compared to 17 in the FY 
2020/21.  The external meetings were organized by various stakeholders and the Council 
was invited to attend.

2.2.6 Ministry of Energy Workers’ meeting 
The Council was invited to attend the MoE Master Workers Council in Morogoro 

from 7th to 8th February 2021. The Executive Secretary represented the Council.

2.2.7 Attending the Ministry of Energy Stakeholders’ meeting
The Ministry of Energy held a stakeholders’ meeting in Dodoma on 11th February 

2022. The meeting aimed at soliciting comments and opinions in respect of Mwongozo 
wa utekelezaji wa masuala ya jinsia kwenye sekta ya nishati. The AHRO represented the 
Council.

2.2.8 Annual staff meeting
The annual staff meeting was conducted from 10th – 12th November 2021 at the 

ADEM conference facilities in Bagamoyo. The meeting intended to review staff work per-
formance, agree on targets for the next FY, and dully fill in OPRAS forms for the FY year 
2021/22.  All staff were educated on crosscutting national agenda issues namely, the fight 
against corruption and the prevention of AIDS at workplaces.

2.2.9 Technical and Statutory Meetings 
The Council held two (2) Statutory Meetings during the FY 2021/22. The first was 

convened on 14th April 2022 at the EWURA Conference room and the second at the 
EWURA CCC offices in Dodoma. No technical meetings were held during the period.

2.2.10 Implementing Audit Recommendations
To maintain good credibility, the Council put in place measures to implement all audit 

recommendations brought up during the internal and external (CAG) audits. The reports 
were tabled in the statutory meeting of the 4th quarter held at EWURA head office in 
Dodoma. Payments for services rendered to the Council were made on time as long as the 
financial situation allowed. Other payments for goods and services procured by the regu-
lator on behalf of the Council, were settled by EWURA. All payments were made in accor-
dance with the Council’s financial regulations. Funds expended were timely accounted for.

 
2.2.11 Requisitions and Procurement Management

The Council is yet to establish its own procurement management unit (PMU), there-
fore, all procurement needs are conducted by EWURA.  In the FY 2021/22, various goods 
and services were procured and numerous requisitions were submitted to EWURA for the 
procurement of consultancy services, working tools, and publicity materials.

2.2.12 Regulars
The Council through its RCCs implemented routine or regular activities in the FY 

2021/22 as follows: -
a) Responding to inquiries from different customers both orally and written;
b) Preparing and Receiving weekly, monthly, and quarterly reports;
c) Communication between HQ and regional offices;
d) Implementing CAG audit recommendations;
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e) Handling general office-related matters e.g. annual leave etc.
f) Conducting internal/management meetings etc.

2.2.13 Council’s Annual Meeting Postponed 
The Council failed to conduct the annual meeting for the FY 2020/21 due to the preva-

lence of the COVID-19 pandemic. This year too, the Council is unable to hold the meeting 
due to budget constraints. 

2.2.14 Resource Mobilization
The Council has over the years failed to implement some of its vital activities due to 

insufficient funds. It is against this background that the Council opted to embark on a 
resource mobilization strategy to enable the Council to solicit funds from other sources 
as per  Section 33(1)(c) of the EWURA Act. In essence, the Council will approach the 
business community, friends, well-wishers, donors, and others to help raise the required 
funds.

2.2.15 Hosting Internal and External Auditors 
The Council received and accorded necessary cooperation to Internal and External 

auditors from the HQs and regional offices in the FY 2021/22. 

2.2.16 Preparation of Financial Reports 
The financial statements for the FY 2021/22 were prepared by the Council and thereaf-

ter the accounts were accordingly audited by internal and external auditors. The Council 
received a clean audit report (unqualified CAG opinion).

2.2.17 Preparation of Quarterly Performance Reports 
The Council prepared four (4) quarterly performance reports during the FY 2021/22. 

The reports present a summation of activities, data, and information obtained from all 
regional offices. 

2.2.18 Preparation and Printing of Annual Report 
The Council prepared and printed the FY 2021/22 annual report, during the period 

under review.  The final document was submitted for graphic designing and printing. 350 
copies of the annual reports were printed, delivered, and distributed to stakeholders.  

2.2.17 Budget for FY 2022/23
The Council prepared a draft budget for the FY 2022/23 and submitted the same to 

EWURA.
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Section

3.0  Challenges

Three
Though the Council made inroads in regaining its success momentum, it faced 

a barrage of challenges. These challenges crippled the implementation of some vital 
activities. The challenges were: -

3.1 Insufficient funds 
The scarcity of funds has been perennial to the Council. During the FY 2021/22, the 

Council failed to implement a number of activities, especially in the fourth quarter. 
Activities affected included familiarization visits, annual professional working session 
meetings, training, purchasing branded shirts & t-shirts (attires) for councillors and 
staff, and acquiring 30 stand-up banners for use by regional offices during the aware-
ness and consumer education programmes.   

3.2 Prevalence of the COVID-19 Pandemic 
The trails of COVID-19 effects are still being felt throughout the world with so-

cieties still taking due precautions against the devastating pandemic. The prevalence 
of the pandemic prevented the Council from implementing some of its vital activities 
e.g., those that require physical gatherings.   

3.3 Delayed consumer complaints settlement 
The Council faced various challenges in settling consumer complaints that are 

lodged to service providers e.g. water supply utilities. In some instances, the setback is 
caused by a lack of cooperation from both the consumers and service providers.   

3.4 Lack of working tools
In executing various activities, the Council encountered the problem of a lack of 

working tools. The RCCs had difficulties conducting such activities as outdoor aware-
ness campaigns due toa lack of e.g. public address systems. The Council is also in need 
of tools such as laptop computers, printers, office furniture, and transport facilities, 
among others.  

3.5 Delayed disbursement of funds
Delayed disbursement of funds has been one of the major setbacks toward the suc-

cessful implementation of the Council’s operations. Delayed disbursement has partic-
ularly been an obstacle to Council’s capacity-building plans, awareness programmes, 
media engagement, representing consumers, complaints follow-up and settlement, 
etc.
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Section

4.0 Way forward and Conclusions

Four
Though the Council faced various challenges in the FY 2021/22, it was nevertheless 

dedicated to maintaining the success momentum. This will be achieved by developing 
effective plans that would prevent or mitigate the effects of the setbacks. 

In so doing, the Council plans to execute the following during the FY 2022/23: -
a) Emphasis on capacity building to staff to enable them acquire knowledge and 

skills needed to address the challenges.
b) Speed follow-ups on consumer complaints settlements to ensure that they are 

timely resolved.   
c) Intensifying fundraising endeavors through the implementation of resource mo-

bilization strategy. Therefore, for the FY 2022/23, the Council will exploit various 
funding sources stipulated in Section 33(1)(c) of the EWURA Act. These include 
DPs, Friends, Well-wishers, Donors, and the Business community.  

d) Optimize the utilization of community radios and social media as one of the most 
effective and affordable channels of communication, especially in the spheres of 
awareness creation and public education programmes.

e)  Promote non-funded programmes to ensure that important objectives are real-
ized amid limited resources.

f) Maintain visibility and mutual understanding between the Council and its various 
publics by intensifying networking with various stakeholders. 

g) The Council will continue to implement CAG recommendations to maintain the 
credibility of the Council in the eyes of stakeholders, consumers, suppliers, credi-
tors, and the general public. 

h) Implement other important activities such as regulars, stakeholders’ engagements, 
launching & maintaining student clubs, and taking good care of the Council prop-
erties.

4.2 Conclusion
The report bears testimony to the fact that the Council is continuing to prosper and 

has regained its success path despite the visible traits of COVID-19 effects. The Council’s 
performance in the FY 2021/22 was incredible despite the odds.   

The Council intensified awareness campaigns and managed to reach out to a record 
209,698 stakeholders which almost doubled the number of 100,137 recorded in the previ-
ous year. The increase was a result of intensified awareness campaigns conducted during 
the period. The Council implemented 1,032 awareness campaigns in the FY 2021/22 as 
compared to 402 done in the FY 20120/21. There are many other areas where the Council 
performed quite well during the year under review. These include media engagement, re-



ceiving visitors, responding to invitations, mediations, public hearings, and many others.
Exhibitions played a pivotal role in promoting the Council and maintaining its visibili-

ty. The Council participated in major exhibitions that are attended by many people such as 
the 2021 DITF, Women’s Day commemorations, World Consumer Rights Day, and many 
others. These exhibitions provide a platform for the Council to meet face-to-face with its 
stakeholders.  The exhibitions give aggrieved consumers a platform to lodge their com-
plaints, while the Council takes the opportunity to educate visitors about consumer rights 
and obligations, procedures involved in settling complaints, activities of the Council, etc.  

Although the Council regained its success momentum with a watershed performance, 
numerous setbacks were experienced along the way. One of the major challenges was a 
failure to implement some activities, especially in the fourth quarter due to a lack of funds. 
Activities such as familiarization visits, training, and numerous activities were postponed 
due to lack of funds.  The other challenges were the COVID-19 pandemic, delayed dis-
bursements of funds, and lack of working tools. 

The challenges have taught the Council an important lesson so plans will be put in place 
to prevent or mitigate their effects e.g., embarking on resource mobilization, strengthen-
ing capacity building, and speeding up consumer complaints settlement. 
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Controller and Auditor General AR/PA/EWURA CCC 2021/22
i

Vision:
To be an effective and well-recognized champion organization that promotes and 

advocates for the interests of consumers of regulated water and energy services.

Mission:
To promote and advocate for the rights and interests of consumers of regulated energy 

and water services through public awareness, networking, lobbying, education, and 
capacity building.

Core Values:
In discharging their activities, Council Members and the Secretariat are guided by the 

following core values: 
i Integrity 
ii Accountability 
iii Professionalism 
iv Teamwork 
v Transparency 
vi Volunteering spirit 
vii Gender balance
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To be an effective and well-recognized champion organization that promotes 
and advocates for the interests of consumers of regulated water and energy 
services.

To promote and advocate for the rights and interests of consumers of regulated 
energy and water services through public awareness, networking, lobbying, 
education, and capacity building.
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Reappointed
September 2021

Members are appointed by the parent Ministry which at the time being is the Ministry 
of Energy. It is led by chairperson who is appointed by the Minister for Energy. The 
Council has not formed any committee.
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Reappointed
August 2021

Reappointed
August 2021

Reappointed
September 2021
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Telephone: +255 262 960 099
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Website: www.ewuraccc.go.tz
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